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VISION ONE RESEARCH ANSWER QUESTIONS, SOLVES
PROBLEMS AND IDENTIFIES PATTERNS

Vision One is a fresh thinking full service research agency offering a wide range of
traditional and innovative research tools to address all your housing research needs.

The Vision One team have years of experience in housing across a variety of areas
including: stakeholders, Status surveys, brand tracking studies, profiling and tenant
participation, mystery shopping and many other forms of research. Some of our clients
include:
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So, what can we offer you?

For most organisations, delivering a consistently high level of customer service is
paramount. In the current economic climate, it has never been so important for service
providers to deliver fast, efficient and personalised experiences.

The rewards of good customer service are well documented. Research has shown that the
most important driver of customer satisfaction is the handling of customer enquiries.

We understand the issues facing social landlords who not only have to address their own
business needs and objectives, but also address the needs of tenants and potential
tenants. On top of this, there is an obligation to the Government to satisfy tenants and
show tenant satisfaction through Status surveys.

It is important to have a clear picture of your customers and target market to make

informed decisions about how tenants perceive you, how to improve service and
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through research in three main areas:

I Status surveys
I Tenant and stakeholder research
9 Service delivery (including Repairs)
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Status surveys

Social landlords with 1,000 units or more have to use Status surveys to measure tenant
satisfaction. We fully understand the requirements of Status surveys and how to conduct
them. We can offer you a full service, including; design, fieldwork and analysis of your
survey, recommendations on which are the best methodologies to reach your tenants and
how to get the best response rates. Alternatively we can just carry out any specific stages
of the work where you need assistance.

More than just meeting your legal requirements, we can help you learn about what is
driving the satisfaction of your tenants and what you can do to raise overall satisfaction
levels. We use advanced statistical analysis techniques to uncover the key drivers of
satisfaction which can help you to achieve measurable improvements in satisfaction levels.

We offer a range of methods to conduct your Status survey:

9 Telephone (35 CATI stations and 100+ interviewers)
I Postal self completion
{ Face to face

By using a combination of communication and research
methods, we will maximise your response rates. We conduct
all aspects of the survey from questionnaire design to
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O et to reach groups including disabled people and people from
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QO“" ethnic minority groups. We can also offer geographical

analysis of your data at local, regional and national levels.
The services that we offer include:

Questionnaire design, sample design and sampling framework

Advice on hard to reach groups including disabled people

Advice on researching ethnic minority groups

Advice on maximising response rates, including using mixed survey methodologies
Survey results that are compliant with Government requirements

Full written report

Survey results by demographics

An analysis of Performance Indicators against published Performance Indicator data
Benchmarking with any other comparable landlords

Geographical analysis of your data at area, borough, regional and national levels
Analysis on the key drivers of satisfaction and how to raise satisfaction levels
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We will ensure that all of your data is compliant with your statutory requirements.

Understanding tenants

Tenants are vital to social landlords and the Government has been encouraging landlords
to involve tenants and engage with them, particularly when developing new policies. Vision
One can help you to better understand your tenants, leading to better relationships and
higher satisfaction levels. We uncover ways to build partnerships

GAOK Odzal2YSNBR o6& dzy RSNRUOIF YRAY3
by delving deeper into their unconscious minds.
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Our qualitative and quantitative research includes:
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I Perceptions of the services that are provided
9 Perceptions of social housing and future aspirations
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Perceptions of landlords
Communications with the landlord and word of mouth
i Tenant participation and panels

Unlike traditional approaches which view participants as subjects, we use participatory and
deliberative techniques which see tenants as agents, actively involving them and putting
them at the heart of the research.

Service delivery and strategy

We can help you with monitoring and improving your service delivery (including repairs
surveys) through a range of products and services. We can also help with brand and
business development ¢ we have conducted brand image and equity studies amongst
tenants and non-tenants to identify how strong the brand is and to maximise its potential.

In a recent survey by Vision One, 70% of the UK public felt it was important for service
providers to offer an opportunity to provide feedback on their products and services.
People will participate in a survey if it is easy for them to do so - a staggering 81% of those
who had ever been invited, had participated in a customer service telephone survey.

Mystery shopping allows organisations to independently evaluate the quality of its services
and service delivery. It also allows you to relive the customer experience of your clients
and thereby opening the door to service improvement and change. We can help you to set
up the most appropriate mystery shopping program to give you this additional insight.

totalrecall is an easy to use and highly cost-effective

way of gaining customer feedback and insights using
‘ the latest in IVR technology. totalrecall is a

fully automated feedback system which utilises a

variety of data collection methods, including:
re Ca ” telephone, kiosks, website, and SMS - all at a fraction
g of the cost of traditional research methods. Powerful
( and intuitive analysis tools are available online, 24x7,

on a secure website with real-time reporting.

Strategic research we have conducted for social landlords includes:

9 Target market and market segmentation

9 Customer and staff workshops

9 Customer service measurement and evaluation (through mystery shopping and
traditional research methodologies)

We offer consultancy throughout the process, ensuring you can
maximise your efforts and create action from truly inspired
information and insights.
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About Vision One

Vision One Research is a leading and innovative independent full service research company
delivering quality research and planning solutions across a wide variety of sectors. We
specialise qualitative and quantitative research and also provide analysis and consultancy
services.

Vision One Research operates a quality management system. We are members of the
Market Research Society (MRS) - MRS Company Partners, which provides reassurance to
clients of our commitment to quality and adherence to the code of conduct of the MRS.
Vision One Fieldwork is ISO 9001:2000 and I1SO 20252:2006 accredited.

/MRS,

COMPANY PARTNER

In addition, Vision One is committed to meeting the requirements of:

UK Data Protection Act 1998

European Directive EU 95.46/EC

ICC/ESOMAR (The World Association of Research Professionals)
International Code of Marketing and Social Research Proactive
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Vision One is dedicated to superior quality research and is continuously looking for new
grea (2 AYLNRGS® !'a LINIG 2F (GKAA obl@d
project we do. For the past two years, since tracking began, we have managed to achieve a
remarkable 100% satisfaction with all our clients.

Feel free to contact us for more information about housing research or any other research
requirements you may wish to discuss:

Telephone 0207 692 0702
Ask for Tony Lewis, Director or Julie Talbot, Associate Director

Post 85-87 Bayham Street
Camden Town
London
NW1 OAG

Email housing@visionone.co.uk

Web www.visionone.co.uk
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