TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Summary of the results for the BVPI questions

Base : All those expressing a view

Strongly agree Neither agree nor disagree Disagree Strongly disagree
# Respondents # Respondents # Respondents % # Respondents # Respondents

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

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

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

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

Overall, | am satisfied with the Housing/Council Tax
benefits claim form

Summary of the results for the BVPI questions

Base : All those expressing a view

Neither satisfied nor
Very satisfied Fairly satisfied dissatisfied Fairly dissatisfied Very dissatisfied
% # Respondents # Respondents % # Respondents # Respondents # Respondents

How satisfied or dissatisfied are you with the amount of
time it took to tell you whether your claim for
Housing/Council Tax Benefit was successful or not?
Taking everything into account, how satisfied or
dissatisfied are you with the service you receive from
Tunbridge Wells Borough Council Benefits Office?
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey

Getting In Touch With The Benefits Office

Overview of all questions asked

Base : All those expressing a view

get to

The benefits office is somewhere that is easy for me to

UNweighted data
ALL respondents

Strongly agree

Neither agree nor disagree

Disagree

Strongly disagree

# Respondents

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
contact about my claim

to

Overall, | am satisfied with the ways in which | can
contact the benefits office
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Getting In Touch With The Benefits Office

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

Base : All those expressing a view

The benefits office is somewhere that is easy for me to get to
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents
All respondents  All

. 1st sampling window
sampling
window 2nd sampling window
Oute of St ful
claim UN: /
Dissatisfied with  Dissatisfied with overall

service overall service
Dissatisfied with  Those dissatisfied with
length of time length of time

Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

45-60 year olds
60 years or over
Disability With a disability that limits

activities
Home owner
Rented from council OR

Tenure type

Rented private

One adult under 60

One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over

Three or more adults, 16
or over
1-parent family with
children, at least 1 under
16

2-parent family with
children, at least 1 under
16
Other
Active
Inactive
Retired
White
BME

How would you

describe the
position of

your household?

activity

Ethnicity
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Getting In Touch With The Benefits Office

The Benefits offices opening hours are inconvenient for me

Base : All those expressing a view

The benefits office opening hours are inconvenient for me
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ftlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Getting In Touch With The Benefits Office

Staff tried to sort out my claim on the phone so | did not have to go into the office

Base : All those expressing a view

Staff tried to sort out my claim on the phone so I didn't have to go into the office
Strongly agree | Agree Neither agree nor disagree B Disagree | Strongly disagree

% # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ftlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Getting In Touch With The Benefits Office

| was given the name of a person at the Benefits office to contact about my claim

Base : All those expressing a view

I was given the name of a person in the benefits office to contact about my claim
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ftlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Getting In Touch With The Benefits Office

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

Base : All those expressing a view

Overall, | am satisfied with the ways in which | can contact the benefits office
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ftlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Getting In Touch With The Benefits Office

Further analysis of those dissatisfied overall with the ways in which they can contact the Benefits office

Base : All those dissatisfied overall with the ways in which they can contact the Benefits office and expressing a view

Strongly agree Neither agree nor disagree

Disagree Strongly disagree

# Respondents # Respondents # Respondents

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

© CWA 2007
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Visiting Your Local Benefits Office

Did you go to your local authority Benefits office when you made your most recent
claim?

Dann : All $hana Aviavannina A i

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

Yes No
% # Respondents % # Respondents

All respondents Al
” 1st sampling window

pling
window 2nd sampling window
Outcome of Successful

claim UNsuccessful
Dissatisfied with  Dissatisfied with overall

service overall ___service

Dissatisfied with  Those dissatisfied with

length of time length of time

Are you male or _Male

female? Female
16-24 year olds
25-44 year olds

45-60 year olds

60 years or over

With a disability that limits

activities

Home owner

Rented from council OR

H

Agebands

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
How would you 60 .orover

describe the Three or more adults, 16
composition of ~_orover
your 1-parent family with
household? children, at least 1 under
16
2-parent family with
children, at least 1 under
16
Other
. Active
Ecqnpmlc Inactive
activity 2
Retired
. White
Ethnicity BME
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey

Visiting Your Local Benefits Office

Overview of all questions asked

Base : All those expressing a view

UNweighted data
ALL respondents

Strongly agree

Neither agree nor disagree

Disagree

Strongly disagree

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

© CWA 2007
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Visiting Your Local Benefits Office

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

Base : All those expressing a view

I had to wait a long time before | saw the person | needed to
Strongly agree [ Agree Neither agree nor disagree B Disagree [ Strongly disagree
% # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window
Outcome of Successful

claim UNsuccessful
Dissatisfied with  Dissatisfied with overall

service overall service

Dissatisfied with ~ Those dissatisfied with
length of time length of time

Are you male or _Male

female? Female

16-24 year olds

25-44 year olds

45-60 year olds

60 years or over

With a disability that limits
activities

Home owner

Rented from council OR
H;

Agebands

Disability

Tenure type

Rented private

One adult under 60

One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over

Three or more adults, 16
or over

1-parent family with
children, at least 1 under
16

2-parent family with
children, at least 1 under
16

Other

Active

Inactive

Retired

White

BME

How would you
describe the
composition of
Yyour household?

Ec
activity

Ethnicity
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Visiting Your Local Benefits Office

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

Base : All those expressing a view

I could talk with this person in a private place if | wanted to
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ?tlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Visiting Your Local Benefits Office

The Benefits office was clean and tidy

Base : All those expressing a view

The benefits office was "clean and tidy"
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree
% # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window
Outcome of Successful

claim UNsuccessful
Dissatisfied with  Dissatisfied with overall

service overall service

Dissatisfied with ~ Those dissatisfied with
length of time length of time

Are you male or _Male

female? Female

16-24 year olds

25-44 year olds

45-60 year olds

60 years or over

With a disability that limits
activities

Home owner

Rented from council OR
H;

Agebands

Disability

Tenure type

Rented private

One adult under 60

One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over

Three or more adults, 16
or over

1-parent family with
children, at least 1 under
16

2-parent family with
children, at least 1 under
16

Other

Active

Inactive

Retired

White

BME

How would you
describe the
composition of
Yyour household?

Ec
activity

Ethnicity
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Visiting Your Local Benefits Office

More seats are needed in my Benefits office

Base : All those expressing a view

More seats are needed in my benefits office
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ?tlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Visiting Your Local Benefits Office

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

Base : All those expressing a view

Overall, | am satisfied with the experience of visiting the benefits office
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ?tlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey

Visiting Your Local Benefits Office

UNweighted data
ALL respondents

Further analysis of those dissatisfied overall with the experience of visiting the Benefits office

Base : All those dissatisfied overall with the experience of visiting the Benefits office and expressing a view

Strongly agree

Neither agree nor disagree

Disagree

Strongly disagree

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

# Respondents

# Respondents
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Telephoning Your Local Benefits Office

Did you telephone your local authority Benefits office when you made your most recent
claim?

Dann : All $hana Aviavannina A i

Did you telephone Tunbridge Wells Borough Council

Benefits Office when you made your most recent claim?
Yes No

% # Respondents % # Respondents

All respondents Al
” 1st sampling window

pling
window 2nd sampling window
Outcome of Successful

claim UNsuccessful
Dissatisfied with  Dissatisfied with overall

service overall ___service

Dissatisfied with  Those dissatisfied with
length of time length of time

Are you male or _Male
female? Female
16-24 year olds
25-44 year olds
45-60 year olds
60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H

Agebands

Disability

Tenure type

Rented private

One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
How would you —60.0rover
describe the Three or more adults, 16
composition of ~_orover
your 1-parent family with
household? children, at least 1 under
16
2-parent family with
children, at least 1 under
16
Other
: Active
Ecqnpmlc Inactive
activity -
Retired
. White
Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey

Telephoning Your Local Benefits Office

Overview of all questions asked

Base : All those expressing a view

UNweighted data
ALL respondents

Strongly agree

Neither agree nor disagree

Disagree

Strongly disagree

# Respondents
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
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Telephoning Your Local Benefits Office

The telephone call | made to the Benefits office was answered quickly

Base : All those expressing a view

The telephone call | made to the local authority benefits office was answered quickl)
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ?tlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Telephoning Your Local Benefits Office

When | made a call to the Benefits office | was transferred between several different people

Base : All those expressing a view

When | made a call to the local authority benefits office | was transferred between several different people
Strongly agree Agree Neither agree nor disagree Disagree Strongly disagree
% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ?tlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Telephoning Your Local Benefits Office

Once the call to my Benefits office had been answered my query was dealt with swiftly

Base : All those expressing a view

Once the call to the local authority benefits office had been answered, my query was dealt with swiftly
Strongly agree Agree Neither agree nor disagree Disagree Strongly disagree

% # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ?tlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Telephoning Your Local Benefits Office

When | called the Benefits office it was difficult to speak to the right member of staff

Base : All those expressing a view

When | called the local authority benefits office it was difficult to speak to the right member of staff
Strongly agree Agree Neither agree nor disagree Disagree Strongly disagree

% # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window
Outcome of Successful

claim UNsuccessful
Dissatisfied with  Dissatisfied with overall

service overall service

Dissatisfied with ~ Those dissatisfied with
length of time length of time

Are you male or _Male

female? Female

16-24 year olds

25-44 year olds

45-60 year olds

60 years or over

With a disability that limits
activities

Home owner

Rented from council OR
H;

Agebands

Disability

Tenure type

Rented private

One adult under 60

One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over

Three or more adults, 16
or over

1-parent family with
children, at least 1 under
16

2-parent family with
children, at least 1 under
16

Other

Active

Inactive

Retired

White

BME

How would you
describe the
composition of
Yyour household?

Ec
activity

Ethnicity
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Telephoning Your Local Benefits Office

Overall, | am satisfied with the telephone service provided by my Benefits office

Base : All those expressing a view

Overall, | am satisfied with the telephone service provided by the local authority benefits office
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree
% # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window
Outcome of Successful

claim UNsuccessful
Dissatisfied with  Dissatisfied with overall

service overall service

Dissatisfied with ~ Those dissatisfied with
length of time length of time

Are you male or _Male

female? Female

16-24 year olds

25-44 year olds

45-60 year olds

60 years or over

With a disability that limits
activities

Home owner

Rented from council OR
H;

Agebands

Disability

Tenure type

Rented private

One adult under 60

One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over

Three or more adults, 16
or over

1-parent family with
children, at least 1 under
16

2-parent family with
children, at least 1 under
16

Other

Active

Inactive

Retired

White

BME

How would you
describe the
composition of
Yyour household?

Ec
activity

Ethnicity
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey

Telephoning Your Local Benefits Office

UNweighted data
ALL respondents

Further analysis of those dissatisfied overall with the telephone service provided by Benefits office

Base : All those dissatisfied overall with the telephone service provided by the Benefits office and expressing a view

Strongly agree

Neither agree nor disagree

Disagree

Strongly disagree

# Respondents
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

© CWA 2007
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%

# Respondents

# Respondents
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The Staff In Your Local Benefits Office

Overview of all questions asked

Base : All those expressing a view

TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Strongly agree

Neither agree nor disagree

Disagree

Strongly disagree

Staff in the local authority benefits office were friendly

I 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

© CWA 2007
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

The Staff In Your Local Benefits Office

Staff in the Benefits office were friendly

Base : All those expressing a view

Staff in the local authority benefits office were friendl,
Strongly agree [ Agree | Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ?tlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE

Page 26
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

The Staff In Your Local Benefits Office

| was not always confident that what the staff said was correct

Base : All those expressing a view

I wasn't always confident that what the staff said was correct
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ftlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

The Staff In Your Local Benefits Office

Things were explained in a way | could understand

Base : All those expressing a view

Things were explained in a way | could understand
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ?tlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE

Page 28
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

The Staff In Your Local Benefits Office

| felt unable to ask the questions | wanted to

Base : All those expressing a view

I felt unable to ask the questions | wanted to
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ?tlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

The Staff In Your Local Benefits Office

Staff were in a rush

Base : All those expressing a view

Staff were in a rush
Strongly agree [ Agree | Neither agree nor disagree | Disagree [ Strongly disagree
% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ?tlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey

UNweighted data
ALL respondents

The Staff In Your Local Benefits Office

Staff treated me with respect

Base : All those expressing a view

Staff treated me with respect
Strongly agree [ Agree | Neither agree nor disagree | Disagree [ Strongly disagree
% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ?tlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey

UNweighted data
ALL respondents

The Staff In Your Local Benefits Office

Overall, | am satisfied with the service provided by staff in my Benefits office

Base : All those expressing a view

Overall, | am satisfied with the service provided by staff in my local authority benefits office
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree
% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ftlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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The Staff In Your Local Benefits Office

TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Further analysis of those dissatisfied overall with the service provided by staff in the Benefits office

Base : All those dissatisfied overall with the service provided by staff in the Benefits office and expressing a view

Strongly agree

Neither agree nor disagree

Disagree

Strongly 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

© CWA 2007
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey

The Forms You Fill In To Claim Benefits

Overview of all questions asked

Base : All those expressing a view

UNweighted data
ALL respondents

Strongly agree

Neither agree nor disagree

Disagree

Strongly disagree

# Respondents
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

© CWA 2007
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

The Forms You Fill In To Claim Benefits

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

Base : All those expressing a view

The Housing/Council Tax benefits claim form was difficult to fill in
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ftlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey

UNweighted data
ALL respondents

The Forms You Fill In To Claim Benefits

I could fill in the form quickly

Base : All those expressing a view

I could fill in the form quickly
Strongly agree | Agree | Neither agree nor disagree | Disagree | Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ftlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

The Forms You Fill In To Claim Benefits

The information that came with the form was helpful

Base : All those expressing a view

The information that came with the form was helpful
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ?tlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

The Forms You Fill In To Claim Benefits

The letters sent out about my claim were difficult to understand

Base : All those expressing a view

The letters sent out about my claim were difficult to understand
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ftlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

The Forms You Fill In To Claim Benefits

Overall, | am satisfied with the Housing / Council Tax benefit claim form

Base : All those expressing a view

Overall, | am satisfied with the Housing/Council Tax benefits claim form
Strongly agree [ Agree Neither agree nor disagree Disagree [ Strongly disagree

% # Respondents # Respondents % # Respondents % # Respondents % # Respondents

All respondents  All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with ~ Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~tpree or more adults, 16
descrlbe‘t_rhe y orover
composition oi 5 v
your household? ;helgiz,t ftlzglsl;wfhunder
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White

Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

The Forms You Fill In To Claim Benefits

Further analysis of those dissatisfied overall with the Housing / Council Tax benefit claim form

Base : All those dissatisfied overall with the Housing / Council Tax benefit claim form and expressing a view

Strongly agree Neither agree nor disagree

Disagree

Strongly disagree

# Respondents # Respondents # Respondents
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

© CWA 2007
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey

UNweighted data
ALL respondents

How Quickly Is Your Claim Sorted Out?

How satisfied or dissatisfied are you with the amount of time it took to tell you whether your claim was successful or not?

Base : All those expressing a view

How satisfied or dissatisfied are you with the amount of time it took to tell you whether your claim for Housing/Council Tax Benefit was successful or not?
Neither satisfied nor

Very satisfied Fairly satisfied dissatisfied Fairly dissatisfied Very dissatisfied
% # Respondents % # Respondents % # Respondents % # Respondents

All respondents Al
” 1st sampling window

pling
window 2nd sampling window
Outcome of Successful

claim UNsuccessful
Dissatisfied with  Dissatisfied with overall

service overall ___service

Dissatisfied with  Those dissatisfied with

length of time length of time

Are you male or _Male

female? Female
16-24 year olds
25-44 year olds

45-60 year olds

60 years or over

With a disability that limits

activities

Home owner

Rented from council OR

H

Agebands

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
How would you 60 .orover
describe the Three or more adults, 16
composition of ~_orover
your 1-parent family with
household?

children, at least 1 under
16

2-parent family with
children, at least 1 under
16
Other

: Active
Ecqnpmlc Inactive
activity -
Retired
» White
Ethnicity BVE
© CWA 2007
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

How Quickly Is Your Claim Sorted Out?

Breakdown by subgroup of those dissatisfied with the amount of time it took to tell them whether their claim for Housing / Council Tax was successful or not

Base : All those dissatisfied who also gave their demographic details

: Successful
gﬁg zzg:gg I.’S)‘ 4 Unsuccessful
Don't Know
S e 1st sampling window
2nd sampling window
o : Successful
utcome of claim UNsuccessiul
Dissatisfied with service Dissatisfied with overall
overall service
Dissatisfied with length of ~ Those dissatisfied with
time length of time
Male
Are you male or female? Fomalo
16-24 year olds
25-44 year olds
docbancy 45-60 year olds
60 years or over
Disabilty Wir{v a disability that limits
activities
One adult under 60
One adult aged 60 or over
Two adults both under 60

How would you describe
the composition of your
household?

Two adults, at least one
60 or over

Three or more adults, 16
or over

1-parent family with
children, at least 1 under
16

2-parent family with
children, at least 1 under
16

Other

Tenure type

Home owner

Rented from council OR

Rented private

Economic activity

Active

Inactive

Retired

Ethnicity

White

BME

© CWA 2007
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey

UNweighted data
ALL respondents

The Overall Service From Your Local Benefits Office

Taking everything into account, how satisfied or dissatisfied are you with the service you receive from the local authority Benefits office?

Base : All those expressing a view

Taking everything into account, how satisfied or dissatisfied are you with the service you receive from Tunbridge Wells Borough Council Benefits Office?
Neither satisfied nor

Very satisfied Fairly satisfied dissatisfied Fairly dissatisfied Very dissatisfied
% # Respondents % # Respondents % # Respondents % # Respondents

All respondents Al
” 1st sampling window

pling
window 2nd sampling window
Outcome of Successful

claim UNsuccessful
Dissatisfied with  Dissatisfied with overall

service overall ___service

Dissatisfied with  Those dissatisfied with

length of time length of time

Are you male or _Male

female? Female
16-24 year olds
25-44 year olds

45-60 year olds

60 years or over

With a disability that limits

activities

Home owner

Rented from council OR

H

Agebands

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
How would you 60 .orover
describe the Three or more adults, 16
composition of ~_orover
your 1-parent family with
household?

children, at least 1 under
16

2-parent family with
children, at least 1 under
16
Other

: Active
Ecqnpmlc Inactive
activity -
Retired
» White
Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

The Overall Service From Your Local Benefits Office

Breakdown by subgroup of those dissatisfied with the overall service they receive from the local authority Benefits
office

Dana « All slhana Adicaaatinfiad uilha Alaa amauva thaiv dammanvanhina Adataila

# Respondents

Successful

Unsuccessful

Don't Know

1st sampling window
2nd sampling window
Successful
UNsuccessful

Male

Female

16-24 year olds

25-44 year olds

45-60 year olds

60 years or over

One adult under 60

One adult aged 60 or over
Two adults both under 60

Two adults, at least one
60 or over
How would you describe Three or more adults, 16
the composition of your orover
household? 1-parent family with
children, at least 1 under
16
2-parent family with
children, at least 1 under
16
Other
Home owner

Rented from council OR

Was your claim successful
or unsuccessful?

sampling window

Outcome of claim

Are you male or female?

Agebands

Tenure type

Rented private
Active
Economic activity Inactive
Retired
White
BME

Ethnicity

Page 44
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

What Needs Improving?

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?

Base : All those expressing a view

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?

The ways in which | can The telephone service The time it takes to tell me
contact the local authority | The experience of visiting the provided by the local The staff service in the local The Housing/Council Tax whether my claim for
benefits local authority benefits offi authority benefi authority benefits office benefits claim form Housing/Co Other None of these

% # Respondents % # Respondents # Respondents # Respondents # Respondents % # Respondents # Respondents % # Respondents

All respondents  All
" 1st sampling window
window 2nd sampling window
Outcome of Successful
claim UN: ful
Di isfied with  Di isfied with overall
service overall ___service
Dissatisfied with  Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds
AERIERES 45-60 year olds
60 years or over
Disability Wlt_h a disability that limits
activities
Home owner
Tenure type Zﬁnted from council OR
Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~Three or more adults, 16
describe the or over
composition of 7 Fr—
-parent family with
your household?  cpicren. at least 1 under
16
2-parent family with
children, at least 1 under
16
Other
_ Active
S Inactive
activity -
Retired
» White
Ethnicity BME
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What Needs Improving?

TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Further analysis of the required improvement

Base : All those dissatisfied with the overall service they receive from the local authority Benefits office and who also expressed a view

The ways in which | can
contact the local
authority benefits
o The experience of
Thinking about  yjsjting the local
the overall authority benefits offi
service you The telephone service
receive from  provided by the local
the local authority benefi
authority The staff service in the
benefits office,  |ocal authority benefits
which one of office
the list below  ~The Housing/Council
do you think  Tax penefits claim form
mostneeds  “Tpe time it takes to tell
improving? me whether my claim for
Housing/Co
Other
None of these
© CWA 2007
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Documents which we asked you to provide

Which documents did we ask you to provide in order that we could then process your claim for benefit?

Base : All those who expressed a view

$Askedfor
Wage slip | Bank statements Tenancy agreement | Passport | Other forms of ID | Utitlity Bills | Other documents
% # Respondents % # Respondents # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents ~ All
et 1st sampling window
window 2nd sampling window
Outcome of Successful
claim UNsuccessful
Di isfied with  Di isfied with overall
service overall service
Dissatisfied with  Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds
AEREED 45-60 year olds
60 years or over
o With a disability that limits
ey activities
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~Three or more adults, 16
describe the or over
mmpﬁs"’a’}w"lz ,_1-parent family with
your housenolds  cpjiqren, at least 1 under
16
2-parent family with
children, at least 1 under
16
Other
Home owner
Tenure type Ef‘nted from council OR
Rented private
_ Active
s Inactive
activity .
Retired
" White
Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Documents which we asked you to provide

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

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

Yes No

% # Respondents % # Respondents
All respondents  All
" 1st sampling window
window 2nd sampling window
Outcome of Successful
claim UNsuccessful
Di isfied with  Di isfied with overall
service overall ___service
Dissatisfied with  Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds
AERIERES 45-60 year olds
60 years or over
Disability Wlt_h a disability that limits
activities
Home owner
Tenure type Zented from council OR
Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~Three or more adults, 16
describe the or over
composition of 7 Fr—
-parent family with
your household?  cpicren. at least 1 under
16
2-parent family with
children, at least 1 under
16
Other
. Active
Ecqn_omlc Inactive
activity -
Retired
» White
Ethnicity BME
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Documents which we asked you to provide

If so which documents did you have problems in providing?

Base : All those said that having to provide some documents caused a delay and who expressed a view

$Difficulty

Wage slip | Bank statements Tenancy agreement | Passport | Other forms of ID | Utitlity Bills | Other documents
% # Respondents % # Respondents # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents ~ All
et 1st sampling window
window 2nd sampling window
Outcome of Successful
claim UNsuccessful
Di isfied with  Di isfied with overall
service overall service
Dissatisfied with  Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds
AEREED 45-60 year olds
60 years or over
o With a disability that limits
ey activities
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~Three or more adults, 16
describe the or over
mmpﬁs"’a’}w"lz ,_1-parent family with
your housenolds  cpjiqren, at least 1 under
16
2-parent family with
children, at least 1 under
16
Other
Home owner
Tenure type Ef‘nted from council OR
Rented private
_ Active
s Inactive
activity .
Retired
™ White
Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Documents which we asked you to provide

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

Dann + All $hana uitha avivanand A viaur

Do you think we make it sufficiently clear from the beginning
which document(s) we needed you to provide?
Yes No
% # Respondents % # Respondents

All respondents Al
” 1st sampling window

pling
window 2nd sampling window
Outcome of Successful

claim UNsuccessful
Dissatisfied with  Dissatisfied with overall

service overall ___service

Dissatisfied with  Those dissatisfied with

length of time length of time

Are you male or _Male

female? Female
16-24 year olds
25-44 year olds

45-60 year olds

60 years or over

With a disability that limits

activities

Home owner

Rented from council OR

H

Agebands

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
How would you 60 .orover

describe the Three or more adults, 16
composition of ~_orover
your 1-parent family with
household? children, at least 1 under
16
2-parent family with
children, at least 1 under
16
Other
. Active
Ecqnpmlc Inactive
activity 2
Retired
. White
Ethnicity BME
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Documents which we asked you to provide

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

Dann + All $hana uitha avivanand A viaur

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

Yes No

% # Respondents % # Respondents

All respondents Al
” 1st sampling window

pling
window 2nd sampling window
Outcome of Successful

claim UNsuccessful

Di isfied with  Di isfied with overall
service overall ___service
Dissatisfied with  Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds
45-60 year olds
60 years or over
With a disability that limits
activities
Home owner
Rented from council OR
H

Agebands

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one

How would you 60 .orover
describe the Three or more adults, 16
c ition of ~_orover

yourr 1-parent family with
household? children, at least 1 under
16
2-parent family with
children, at least 1 under
16
Other
: Active
Ecqnpmlc Inactive
activity -
Retired
. White
Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Home visits

Did you have a home visit when you made your last claim?

Base : All those who expressed a view

Did you have a home visit when you made your last claim?
Did not know [ could have
Yes Did not want one one
# Respondents % # Respondents % # Respondents

All respondents Al
” 1st sampling window

pling
window 2nd sampling window
Outcome of Successful

claim UNsuccessful
Dissatisfied with  Dissatisfied with overall

service overall ___service

Dissatisfied with  Those dissatisfied with

length of time length of time

Are you male or _Male

female? Female
16-24 year olds
25-44 year olds

45-60 year olds

60 years or over

With a disability that limits

activities

Home owner

Rented from council OR

H

Agebands

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one

How would you 60 .orover
describe the Three or more adults, 16

comp of _orover
your 1-parent family with
household? children, at least 1 under
16
2-parent family with
children, at least 1 under
16
Other
: Active
Ecqnpmlc Inactive
activity -
Retired
. White
Ethnicity BVE
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Home visits

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

Base : All those who had a home visit and who expressed a view

If yes, how helpful did you find the home visit?
Very helpful | Fairly helpful Neither helpful nor unhelpful Fairly unhelpful | Very unhelpful

% # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents ~ All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with  Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds
60 years or over

With a disability that limits
activities

Disability

Home owner

Tenure type Eented from council OR
Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~Three or more adults, 16

post] 1-parent family with
your household? ch‘l?lzznf :r Ie.":st 1t under
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity

Retired
White
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Home visits

Would you be interested if our visiting service was provided outside of office hours?

Base : All those who expressed a view

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 Frida

Yes No
% # Respondents % # Respondents
All respondents  All
" 1st sampling window
window 2nd sampling window
Outcome of Successful
claim UNsuccessful
Di isfied with  Di isfied with overall
service overall ___service
Dissatisfied with  Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds
AERIERES 45-60 year olds
60 years or over
Disability Wlt_h a disability that limits
activities
Home owner
Tenure type Zented from council OR
Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
60 or over
How would you  ~Three or more adults, 16
describe the or over
composition of 7 Fr—
-parent family with
your household?  cpicren. at least 1 under
16
2-parent family with
children, at least 1 under
16
Other
. Active
Ecqn_omlc Inactive
activity -
Retired
» White
Ethnicity BME
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Home visits

If yes, what would be your preferred time and date of visit?

Base : All those who would be interested in a home visit outside of office hours and who expressed a

If yes, what would be your preferred time and date of visit?
Weekend Evening
% # Respondents % # Respondents

All respondents ~ All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with  Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
How would you 80 or over
describgtghe f ;‘%iee fr more adults, 16
composition o Vv
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2-parent family with
children, at least 1 under
16
Other
Active
Inactive
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Retired
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TUNBRIDGE WELLS BC 2006-07 BVPI Benefits survey
UNweighted data
ALL respondents

Home visits

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 home visit?

Base : All those who expressed a view

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 home visit ... ?
Very likely Fairly likel, r Not sure Fairly unlikel Very unlikel,

% # Respondents % # Respondents % # Respondents % # Respondents % # Respondents

All respondents ~ All
1st sampling window

sampling

window 2nd sampling window

Outcome of Successful
claim UNsuccessful
Dissatisfied with  Dissatisfied with overall
service overall service
Dissatisfied with  Those dissatisfied with
length of time length of time
Are you male or _Male
female? Female
16-24 year olds
25-44 year olds

Agebands

45-60 year olds

60 years or over
With a disability that limits
activities
Home owner

Rented from council OR
H;

Disability

Tenure type

Rented private
One adult under 60
One adult aged 60 or over
Two adults both under 60
Two adults, at least one
How would you 80 or over
describe‘tfhe f ;‘%&Z fr more adults, 16
composition o Vv
16
2-parent family with
children, at least 1 under
16
Other
Active
Inactive

Ec
activity
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