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Introduction 

Background 

In July 2021 M·E·L Research was commissioned to conduct a STAR (Survey of Tenants and Residents) 

for Charnwood Borough Council. The aim of the research was for the council to understand how 

council tenants feel about the services it provides, to be sure they are delivering them in the way and 

to the standard that residents want. 

The questionnaire used was designed cooperatively and included the core questions from the latest 

HouseMark STAR framework, ensuring the collection of robust data on resident experiences and 

perceptions. These core questions were supplemented with open questions in which tenants could 

explain their responses, plus bespoke questions on topics such as interest in future engagement 

opportunities. 

Our approach 

General needs and sheltered tenants were contacted to complete the survey. A sample of general 

needs tenants and a census of sheltered tenants were sent a postal survey including a cover letter 

and free postage envelope. The cover letter also included details on how to complete the survey 

online. Those who did not respond were sent a reminder mailing. A telephone top-up survey was 

complete amongst sheltered tenants to boost responses where telephone numbers were available. 

The fieldwork began in September 2021 and finished in November 2021. In total, we heard from 825 

tenants. This was comprised of 704 general needs tenants and 121 sheltered tenants. As shown 

below, the 825 tenants sample equates to an overall margin of error of ±3.15%. For perception 

surveys, this meets the HouseMark guidance: ±4% based on your stock size, highlighting that the 

findings in this report are robust. 

 Postal returns Online returns 
Telephone 

booster 
Total 

Confidence 
interval 

General needs 657 47 0 704 ±3.43% 

Sheltered 81 1 39 121 ±7.61% 

Total 738 48 39 825 ±3.15% 
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Analysis and reporting 

This report details the results of Charnwood Borough Council’s 2021 STAR survey. The results 

presented in this report are weighted by area, property type and tenure to ensure the data is 

representative of the council’s stock. 

Statistical tests 

To provide further insight into the results, we’ve conducted sub-group analysis by different 

demographics and some other variables (e.g. age, and location). The results for these sub-groups have 

been presented only where they were statistically significant (at the 95% confidence level) and if the 

base sizes were thirty or more. Where there is a statistically significant difference between groups, 

this has been noted in the report as a ‘significant’ difference. However, a significant difference may 

not necessarily mean that the difference is ‘important.’  

Presentation of data 

Results are based on ‘valid’ responses and therefore where a respondent has selected ‘not applicable’ 

or did not answer a question, these have been excluded from analysis for that question. The base size 

therefore shows the total number of respondents included in the analysis for each question.  

Owing to the rounding of numbers, percentages displayed on graphs may not always add up to 100% 

and may differ slightly to the text. The figures provided in the text should always be used as the 

authoritative results.  
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Headline summary 
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Headline findings 

Overall satisfaction 

75% of tenants are satisfied with the overall services provided; 29% in fact expressed they were very 

satisfied. 13% expressed dissatisfaction with the overall services provided by Charnwood, with 6% 

very dissatisfied. Satisfaction with this measure has significantly dropped since the previous surveys 

findings in 2018 (75% cf. 82%). Sheltered tenants are significantly more likely to be satisfied with the 

services provided when compared to general needs tenants (86% cf. 74%), a similar outcome to 2018, 

where 89% of sheltered tenants were satisfied overall compared to 82% of general needs tenants. 

76% of tenants are also satisfied with the value for money they provide, with 38% very satisfied. In 

terms of dissatisfaction, 11% are dissatisfied. Perceptions of rent have seen decrease since (76% cf. 

80%). Those in flats are significantly more satisfied with the value for money of their rent compared 

to those in houses (80% cf. 72%), as are those in another property type, which consists of those in 

bedsits, bungalows or maisonettes (79%). 

Neighbourhood 

79% of tenants are satisfied with their neighbourhood as a place to live, with 41% very satisfied. 15% 

express dissatisfaction towards their neighbourhood. 85% of sheltered tenants are satisfied with this 

measure, with 78% of general needs tenants satisfied with their neighbourhood as a place to live. 

satisfaction is highest amongst those living in the Birstall Wanlip, Watermead, Rothley & Thurcaston 

area, with 97% satisfied. Those in Barrow & Sileby W., Sileby, The Wolds area also had at least nine in 

ten (90%) satisfied with their neighbourhood as a place to live. Conversely, satisfaction was lowest 

amongst those in Loughborough Southfields (64%), Loughborough Hastings and Loughborough 

Lemyngton (67%). 

16% of tenants said that they have experienced ASB in the last twelve months. Just over three in ten 

(32%) of tenants are satisfied with the final outcome of their ASB complaint, with just one in ten (11%) 

very satisfied. Over half (54%) of tenants are dissatisfied. 

Proprietary services 

Three quarters of tenants (76%) are satisfied with the overall quality of their home, with 29% very 

satisfied. 17% express dissatisfaction towards this measure, with 7% very dissatisfied with the quality 

of their home. There has been a significant decrease in perceptions of the quality of home when 
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compared to the findings in 2018 (76% cf. 84%). 89% of sheltered tenants are satisfied with the overall 

quality of their home, significantly higher than general needs tenants (75%). 

71% of tenants are satisfied with how easy they are to deal with, with a quarter (25%) very satisfied. 

Just 14% are dissatisfied with this measure, with 6% very dissatisfied. Satisfaction with the council 

being easy to deal with is highest amongst those aged 65+ (76%) and 35-44 (70%), with the youngest 

cohort of tenants the least satisfied (54%). 

Four fifths (80%) are satisfied with this measure. Just over one in ten (12%) are dissatisfied with this 

measure, with 6% very dissatisfied. Those in Thurmaston are significantly less likely (62%) to feel the 

council provides a home that is safe and secure. those in Loughborough Dishley & Hathern and 

Garendon are the most satisfied with this measure (88%).  

Repairs and maintenance 

Seven in ten (69%) tenants are satisfied with the way the council deals with repairs and maintenance, 

with 25% very satisfied. Around a fifth (21%) express dissatisfaction. Satisfaction has fallen when 

compared to the findings in 2018 (69% cf. 77%). Those in flats (70%) and houses (71%) are significantly 

more satisfied with the way the council deals with repairs and maintenance compared to those in 

bedsits or maisonettes (62%). 

58% of tenants said that they have had a repair in the last twelve months. 81% of tenants are satisfied 

with the repair they received on this occasion, with 43% very satisfied. 16% expressed dissatisfaction 

towards this measure, with just 6% very dissatisfied. Just under three quarters (73%) of tenants are 

satisfied with their repair being done right first time, with under half (45%) very satisfied. Conversely, 

a fifth (20%) express dissatisfaction towards this measure, with 8% very dissatisfied. 

Perceptions of the attitude of workers (93%) and keeping dirt and mess to a minimum (90%) hold the 

highest perceptions in terms of the customer repair journey. Perceptions are lowest in regard to the 

time taken before work started, where 77% are satisfied with this measure. 

Cleaning services 

Amongst tenants who have a shared communal area in the building of their home, just over half (52%) 

are satisfied with this service, with 20% very satisfied. Around a fifth are dissatisfied with this measure, 

with 11% very dissatisfied.  

In regard to the potential of increased charges for an advanced cleaning service, over a quarter (28%) 

of tenants said that they would be willing to pay for internal and external communal window cleaning. 
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14% stated they would be willing to pay for the drying of floors after mopping, with 15% saying they 

would pay extra for adding a pleasant-smelling fragrance to the water and 18% citing the use of hot 

water rather than cold as something they would pay extra for. Over half (54%) displayed no interest 

to paying more for the cleaning service with any of the improvements listed. 

Communication with tenants 

Over two thirds (69%) of tenants are satisfied with the way the council keeps them informed with 29% 

very satisfied. 12% are dissatisfied with this measure. By age, those 18—34 are least satisfied with 

being kept informed, with just under half (49%) expressing satisfaction. Those 65+ are most satisfied, 

with just under three quarters (73%).  

Letters sent out by the council are by far the most common preference when receiving information 

from the council about things that may affect them. This is the case for both general needs (78%) and 

sheltered tenants (80%).  

When contacting the council, telephone is by far the most common method amongst tenants, with 

85% saying so. Via letter was the second most common preference when contacting the council, with 

around a third selecting this. 28% also said via email, which was a more common choice amongst 

general needs tenants as opposed to sheltered tenants (30% cf. 16%). 

Half (51%) of tenants said that they have phoned the contact centre in the past year to discuss a 

landlord service matter. Of those that have, 81% are satisfied with the way in which the call was 

handled, whilst three quarters (76%) are satisfied with how easy they were to deal with. 65% are also 

satisfied with the final outcome when contacting about their query.  

Just under two thirds (62%) of tenants are satisfied with the way the council adapted its services 

during the pandemic, with 21% very satisfied. 14% expressed dissatisfaction with this measure, with 

7% very dissatisfied. Sheltered tenants are significantly more satisfied with this measure compared to 

general needs tenants (74% cf. 61%). 

Tenant engagement 

Just under half (47%) of tenants are satisfied with their opportunities to make their views known, with 

14% very satisfied. 14% express dissatisfaction in this regard, with 7% very dissatisfied. There has been 

a significant increase in perceptions since 2018 (47% cf. 69%). By age, those 65+ (51%) or 35-44 (48%) 

are most satisfied with their opportunities to make their views known.  
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51% of tenants are satisfied with that the council listens to its residents’ views and acts upon them. 

Around a quarter (24%) of tenants are dissatisfied with this measure. There has been a significant 

drop in perceptions for this measure when compared to 2018 (51% cf. 62%). Tenants whose contact 

preference is either email (38%) or online (36%) are the least satisfied with this measure, which may 

indicate that tenants feel that views given over a digital platform are not heard the same as those 

given through traditional methods. 

41% expressed satisfaction with the ways the council offers tenants to get involved, with 11% very 

satisfied. Conversely, 16% are dissatisfied with this measure, with 7% expressing they are very 

dissatisfied. Perceptions are stable between general needs tenants (41%) and sheltered tenants 

(40%). 

When asked what future improvements tenants would like to see the council prioritise, building or 

acquiring more housing for people (46%), investment in sheltered accommodation (43%) and 

replacing kitchens, bathrooms and heating systems more frequently (42%) were the most popular.  

Sheltered tenants 

Sheltered tenants were asked about the sheltered service they receive from the council and 

satisfaction with their accommodation. 90% are satisfied with the services provided by their warden. 

95% of sheltered tenants are also satisfied with the alarm service, with 86% satisfied with the 

communal facilities in their scheme. Finally, 89% of sheltered tenants are satisfied with the quality of 

their accommodation.  
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Benchmarking 
We have benchmarked against data from HouseMark for organisations who have submitted data from 

2020 onwards to make fair comparison against results post coronavirus pandemic. This is a mixture 

of 57 local councils and housing associations based across the UK. The benchmark data is also based 

on a total general needs/ housing for older people score, mirroring that of the Charnwood Borough 

Council survey. 

Against the benchmark, all measures fall either into the lower quartile or into the median. Red 

highlights where a measure is in the lower median compared to the benchmark and yellow is where 

the result is within the median of the benchmark, between both the lower quartile and upper quartile 

thresholds. Perceptions of the quality of the home and the home being safe and secure are those that 

fall within the median when compared to other providers in the benchmark, with listening to views 

and acting upon them being the lowest perception, and the furthest beneath the lower quartile 

threshold. Measures such as the overall services provided and the neighbourhood as a place to live 

are below the lower quartile, however the difference is between the margin for error of this report of 

+/-3.15%.  

Combined tenants headline findings compared to 2018 results and 2020/21 HouseMark benchmark 

Measure Lower Median Upper 
2021 findings 

(sample base = 
825) 

2019 findings 

Overall service provided 76% 83% 89% 75% 82% 

Overall quality of home 75% 82% 87% 76% 84% 

Provides a home that is safe 
and secure 

79% 84% 90% 80% N/A 

Easy to deal with 76% 81% 87% 71% N/A 

Repairs service 74% 82% 87% 81% 77%* 

Neighbourhood as a place to 
live 

79% 84% 87% 79% 81% 

Rent providing VFM 80% 84% 90% 76% 80% 

Listening to views and acting 
upon them 

63% 68% 78% 51% 62% 

*This measure is based off the old question of ‘how satisfied or dissatisfied are you with the way the 
council deals with repairs and maintenance’.  
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Section 1: Overall satisfaction  
This section explores how satisfied tenants are with the services they receive from the council, 

whether these services are perceived to have changed during the last twelve months and the 

relationship between service satisfaction and advocacy of Charnwood Borough Council as a 

proprietor. 

Overall satisfaction with housing services 

Three quarters (75%) of tenants are satisfied with the overall services provided, with 29% very 

satisfied. 13% express dissatisfaction with the overall services provided by Charnwood, with 6% very 

dissatisfied. This figure falls below the HouseMark 2020/21 benchmark lower quartile threshold of 

76%, however we cannot say with certain this figure is within the lower quartile as the margin of error 

for this survey is +/-3.15%. 

Figure 1: Q41 Taking everything into account, how satisfied or dissatisfied are you with the overall housing 
service provided by Charnwood Borough Council? (n=814) 

ICON 75% 
Satisfied 

11% 

Neither 

13% 
Dissatisfied 

Overall satisfaction with housing services over time 

Satisfaction with this measure has significantly dropped since the 2018 findings. As with many 

measures throughout this report, it’s important to take into context the coronavirus pandemic when 

comparing to results from before 2020. This is also the reason any benchmark results from before 

2020 have been removed from the benchmark to provide a fairer comparison. 

Figure 2: Q41 Satisfaction with overall housing service provided by Charnwood Borough Council 

Unweighted sample size in parentheses. 

86% 82% 75%

2016 2018 2021 (n=814)
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Overall satisfaction by sub-group 

Satisfaction with the overall services provided by subgroup can be seen overleaf. Sheltered tenants 

are significantly more likely to be satisfied with the services provided when compared to general 

needs tenants (86% cf. 74%). In terms of age, satisfaction increases the older the tenant, with the 

lowest proportion of satisfaction being amongst those aged 16-34 (48%) and the highest being 

amongst those aged 65+.  

In terms of area, satisfaction is highest amongst those in the Birstall Wanlip, Watermead, Rothley and 

Thurcaston area (86%), Loughborough Ashby (84%), East Goscote, Queniborough, Syston East and 

West, Wreake villages (83%) and Loughborough Dishley & Hathern and Garendon (83%).  

Those in Shepshed East and West are the least satisfied with the overall services provided by 

Charnwood Borough Council (65%). Satisfaction amongst those in Loughborough Storer are the only 

other area where satisfaction is below 70% (67%). 

Those who have contacted the council with an ASB complaint in the last twelve months are 

significantly less likely to be satisfied with the overall services provided compared to those who have 

not made an ASB complaint (58% cf. 79%).  

Quality of home and perceptions of rent value for money also impact overall satisfaction, with those 

satisfied with these measures significantly more likely to be satisfied with the overall services provided 

compared to those that are dissatisfied with any of these measures. 
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Figure 3: Q41 Satisfaction with overall housing service provided by Charnwood Borough Council

 

Unweighted sample size in parentheses. 

  

74%

86%

48%

64%

69%

73%

82%

73%

75%

86%

83%

84%

83%

77%

75%

70%

67%

71%

65%

77%

58%

79%

88%

28%

87%

23%

General Needs

Sheltered

 18-34

 35-44

 45-54

 55-64

 65+

 Anstey, Forest Bradgate

 Barrow & Sileby W., Sileby, The Wolds

 Birtstall Wanlip, Watermead, Rothley & Thurscaston

Gopscote, Queniborough, Syston E., Syston W., Wreake Villages

 Loughbourough Ashby

 Loughbourough Dishley & Hatham, Loughborough Garendon

Loughborough Hastings, Loughborough Lemyngton

 Loughborough Shelthorpe

 Loughborough Southfields

 Loughborough Storer

Mountsorrel, Quorn & Mountsorrel Castle

Shepshed E., Shpeshed W.

Thurmaston

Contacted re ASB

 No

 Satisfied w/quality of home

 Dissatisfied

 Satisfied w/ rent VFM

 Dissatisfied
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Drivers of overall satisfaction 

Satisfaction with the overall service provided has been further analysed using a statistical technique called 

key driver analysis, based on correlation testing. This helps to better understand the associations between 

key performance indicators and identify the relative impact that they have on each other. A correlational 

test will result in a score (correlation coefficient) between 0 and 1. Correlation coefficients that are closer 

to ‘1’ indicate that a strong linear relationship exists between the two measures. This means that if a housing 

provider can improve performance on one measure, then it is likely that feedback will improve on the other 

measure too. In the real world, it is highly unlikely that the types of survey questions that can be used will 

correlate at a factor more than 0.85.  Another issue with this technique is that of causality – the technique 

alone cannot easily tell us which question influences which question (i.e. the ‘chicken and egg’ conundrum).  

In this sense, correlation testing is just a guide to indicate where attention should be diverted, and 

interpretation applied.  

The bars in the figure below indicate the strength of the correlation, with the strongest ranking at the top. 

Anything over 0.5 suggests that a strong relationship exists between the two questions, and any number 

between 0.3 and 0.5 suggests a medium relationship. The current satisfaction for the key drivers is also 

shown next to each bar. 

Q41 Satisfaction with overall housing service provided by Charnwood Borough Council – Key driver analysis 

(key relationships – all tenants) 

0.647

0.634

0.625

0.623

0.592

0.585

0.574

0.566

0.558

0.551

0.549

0.510

The overall quality of your home

The council listens to residents’ views and acts on them

The council's landlord service is easy to deal with

Being kept informed about things that might affect tenants

The way the council deals with repairs and maintenance

Home being safe and secure

Neighbourhood as a place to live

Rent providing value for money

The council gives you the opportunity to make your views
known

The way services have been adapted during this time

Quality of the communal cleaning service introduced early
2020

The ways tenants can become involved in decisions that may
affect them

         Medium                                  High 
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Value for money 

In terms of the value for money of rent, 76% of tenants are satisfied with the value for money they 

provide, with 38% very satisfied. In terms of dissatisfaction, 11% hold a negative perception of their 

rent, with 4% very dissatisfied. Satisfaction is 4-percentage points below the median of the 

HouseMark 2020/21 benchmark for this measure. 

Figure 4. Q38 How satisfied or dissatisfied are you that your rent provides value for money? (n=772) 

 76% 
Satisfied 

13% 
Neither 

11% 
Dissatisfied 

Value for money over time 

Perceptions of rent have seen a steady decline since 2016, with a 4-percentage point drop in 

satisfaction this year compared to 2018 (76% cf. 80%), which followed a 5-percentage points drop 

between 2016 and 2018.  

Figure 5: Q38 Satisfaction that rent provides value for money 

Unweighted sample size in parentheses. 

 

 

 

 

 

85% 80% 76%

2016 2018 2021 (n=772)
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Value for money by sub-group 

Nine in ten (91%) sheltered tenants are satisfied with the value for money their rent provides, 

significantly more so than that of general needs tenants (75%). Those aged 65+ are most satisfied in 

this regard, with over four fifths (85%) satisfied with their rent, whilst just over half (54%) of those 18-

34 hold positive perceptions with this measure.  

Those in the East Goscote, Queniborough, Syston East and West and Wreak Villages areas (87%) are 

the most satisfied with the value for money of their rent, whilst those in Loughborough Southfields 

hold the lowest perceptions of value for money (63%). In terms of property type, those in flats are 

significantly more satisfied with the value for money of their rent compared to those in houses (80% 

cf. 72%), as are those in another property type, which consists of those in bedsits, bungalows or 

maisonettes (79%). 

Those who are satisfied with the quality of their home are significantly more likely to be satisfied with 

the value for money their rent provides when compared to those who are not satisfied with the quality 

of their home (89% cf. 34%). There is a similar story with overall levels of satisfaction with the services 

provided.  
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Figure 6: Q38 Satisfaction that rent provides value for money 

 

Unweighted sample size in parentheses. 

 

  

75%
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70%

63%

70%

73%

80%
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89%

34%
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33%

General Needs

Sheltered

 18-34

 35-44

 45-54

 55-64

 65+

Barrow & Sileby W., Sileby, The Wolds

Gopscote, Queniborough, Syston E., Syston W., Wreake
Villages

Loughborough Hastings, Loughborough Lemyngton

 Loughborough Shelthorpe

 Loughborough Southfields

 Loughborough Storer

Shepshed E., Shpeshed W.

Flat

House

Other

 Satisfied w/quality of home

 Dissatisfied

 Overall satisfied

 Overall dissatisfied
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Weekly vs monthly charges 

For Charnwood Borough Council tenants, rent is charged for 48 weeks a year. Four of these weeks – 

two at Christmas, one at the end of March and one in the middle of July – are weeks when the council 

does not charge rent and these weeks are often seen as ‘rent-free’ weeks. The weekly rent, therefore, 

is higher for 48 weeks of the year than it would be for 52 weeks because we take the year’s rent due 

and divide it by 48 rather than 52. Four in ten (40%) tenants agreed that they would be in favour of 

the Council changing to rent being charged every week, which would result in a lower weekly rent fee, 

but would lose their rent-free weeks. Results did not differ significantly with tenure, highlighting that 

all tenants are in unison with the majority not being in favour. 

Figure 7. Q39. Would you be in favour of the council changing to rent being charged every week of the year, 
giving up the ‘rent-free’ weeks but having a lower weekly rent instead? (n=733) 

 

Yes No
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Section 2: Neighbourhood as a place to live 
This section explores how satisfied tenants are with various aspects of their neighbourhood and 

community. 

Satisfaction with neighbourhood as a place to live 

Around four fifths (79%) of tenants are satisfied with their neighbourhood as a place to live, with 41% 

very satisfied. 15% express dissatisfaction towards their neighbourhood, with 9% significantly doing 

so. This measure is on par with the lower quartile threshold of the HouseMark 2020/21 benchmark 

(79%). By tenure, 85% of sheltered tenants are satisfied with this measure, with 78% of general needs 

tenants expressing satisfaction towards their neighbourhood as a place to live. 

Figure 8. Q40 How satisfied or dissatisfied are you with your neighbourhood as a place to live? (n=816) 

 79% 
Satisfied 

6% 
Neither 

15% 
Dissatisfied 

Satisfaction with neighbourhood as a place to live over time 

Perceptions have remained relatively similar across all three surveys. A 2-percentage point decrease 

can be observed when compared to 2018, but this is not a significant drop in perceptions. 

Figure 9. Q40 Satisfaction with neighbourhood as a place to live 

Unweighted sample size in parentheses. 

 

 

 

 

78% 81% 79%

2016 2018 2021 (n=816)
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Satisfaction with neighbourhood as a place to live by sub-group 

Those aged 55-64 (76%) and 65+ (87%) are most likely to be satisfied with their neighbourhood as a 

place to live, significantly more so than those aged 16-34 (57%), 35-44 (69%) or 45-54 (67%). 

In regards to area, satisfaction is highest amongst those living in the Birstall Wanlip, Watermead, 

Rothley & Thurcaston area, with 97% satisfied. Those in Barrow & Sileby W., Sileby, The Wolds area 

also had at least nine in ten (90%) satisfied with their neighbourhood as a place to live. Conversely, 

satisfaction was lowest amongst those in Loughborough Southfields (64%) and Loughborough 

Hastings, Loughborough Lemyngton (67%). 

Those who have not experienced ASB in the last twelve months are significantly more satisfied with 

their neighbourhood as a place to live compared to those who have done so (84% cf. 50%). Security 

also plays a part in neighbourhood satisfaction, with those satisfied that Charnwood provide a home 

that is safe and secure are significantly more satisfied with their neighbourhood as a place to live 

compared to those dissatisfied with the safety and security of their home (85% cf. 49%). 

Figure 10. Q40 Satisfaction with neighbourhood as a place to live 

 
Unweighted sample size in parentheses. 

57%
69%

67%
76%

87%

81%
90%
97%

85%
78%

83%
67%

83%
64%

73%
74%

80%
81%

85%
49%

50%
84%

 18-34

 35-44

 45-54

 55-64

 65+

 Anstey, Forest Bradgate

 Barrow & Sileby W., Sileby, The Wolds

 Birtstall Wanlip, Watermead, Rothley & Thurscaston

Gopscote, Queniborough, Syston E., Syston W., Wreake…

 Loughbourough Ashby

 Loughbourough Dishley & Hatham, Loughborough…

Loughborough Hastings, Loughborough Lemyngton

 Loughborough Shelthorpe

 Loughborough Southfields

 Loughborough Storer

Mountsorrel, Quorn & Mountsorrel Castle

Shepshed E., Shpeshed W.

Thurmaston

Satisfied with safety and secuirty of home

Dissatisfied with safety and secuirty of home

Contacted re ASB

 No
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Reporting anti-social behaviour 

All respondents were asked if they have been a victim of, or witnessed, anti-social behaviour (ASB) in 

the last twelve months. 16% of tenants said that they have experienced ASB in the last twelve months, 

significantly lower than the proportion in 2018 (27%). General needs tenants are slightly less likely to 

have reported or witnessed ASB in the last twelve months compared to sheltered tenants (15% cf. 

17%) – although not significantly different. Those in flats are significantly more likely to have reported 

or witnessed ASB (24%) compared to those in houses (7%) or bedsits or maisonettes (15%).  

Figure 11. Q28 Have you contacted us in the past year to report an incident or incidents of anti-social 
behaviour?  

 

16% of tenants have contacted the 
council in the last year to report  
anti-social behaviour 

 

84% of tenants have not 

Unweighted sample = 814 
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Just 37% of those who have reported an ASB issue in the last twelve months are satisfied with the way 

their complaint was handled, with 15% very satisfied. Perceptions of satisfaction are similar amongst 

general needs and sheltered tenants, however dissatisfaction is higher amongst sheltered tenants 

(59%) compared to general needs tenants (47%), although only 15 sheltered tenants made a 

complaint, so this finding should be taken as indicative only.  

In terms of the final outcome of the ASB complaint, just over three in ten (32%) of tenants are satisfied, 

with just one in ten (11%) very satisfied. Over half (54%) of tenants are dissatisfied with the final 

outcome of their ASB complaint. Male tenants are significantly more likely to be satisfied with the 

final outcome compared to female tenants (39% cf. 27%).  

Figure 12. Q29 How satisfied or dissatisfied were you with the following?  

Unweighted sample size in parentheses. 

15%

11%

22%

21%

14%

14%

22%

25%

27%

29%

Way ASB complaint was handled (n=124)

Final outcome of ASB complaint (n=115)

Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied
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Section 3: Proprietor services  
This section explores how satisfied tenants are with the council as their proprietor. 

Satisfaction with quality of home 

Three quarters of tenants (76%) are satisfied with the overall quality of their home, with 29% very 

satisfied. 17% express dissatisfaction towards this measure, with 7% very dissatisfied with the quality 

of their home. This measure is within the median of the HouseMark 2020/21 benchmark.  

Figure 13. Q10 How satisfied or dissatisfied are you with the overall quality of your home? (n=805) 

 76% 
Satisfied 

6% 
Neither 

17% 
Dissatisfied 

Satisfaction with quality of home over time 

There has been a significant decrease in perceptions of the quality of home when compared to the 

findings in 2018 (76% cf. 84%), after the perceptions had remained stable between 2016 and 2018.  

Q10 Satisfaction with overall quality of home 

Unweighted sample size in parentheses. 

 

 

 

 

 

84% 84% 76%

2016 2018 2021 (n=805)
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Satisfaction with quality of home by sub-group 

By tenure, nine in ten (89%) sheltered tenants are satisfied with the overall quality of their home, 

significantly higher when compared to general needs tenants (75%). By age, satisfaction again skews 

higher amongst older tenants, with 85% of those age 65+ satisfied, significantly higher compared to 

those aged 16-34, where just 39% are satisfied with the quality of their home.  

By area, all those listed in the chart below are significantly more likely to be satisfied with the quality 

of their home compared to the total average of 76%, with the exception of those in Shepshed East 

and West, who are significantly less likely to be satisfied with the quality of their home compared to 

the total average (64% cf. 76%).  

Perceptions of rent have an impact on satisfaction with the quality of home, with those satisfied with 

their rent (88%) being significantly more satisfied with this measure compared to those dissatisfied 

with their rent providing value for money.  

Figure 14. Q10 How satisfied or dissatisfied are you with the overall quality of your home?  

 
Unweighted sample size in parentheses. 

75%

89%

39%

61%

68%

73%

85%

84%

79%

83%

81%

79%

64%

88%

21%

89%

27%
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 45-54

 55-64

 65+

 Anstey, Forest Bradgate

 Barrow & Sileby W., Sileby, The Wolds
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 Loughbourough Ashby

Loughborough Hastings, Loughborough Lemyngton

Shepshed E., Shpeshed W.

 Satisfied w/ rent VFM

 Dissatisfied

 Overall satisfied
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Satisfaction with proprietor service 

A new HouseMark core indicator since the last Charnwood STAR survey, tenants were asked how 

satisfied or dissatisfied they are that the council’s landlord service is easy to deal with. 71% of tenants 

are satisfied with how easy they are to deal with, with a quarter (25%) very satisfied. Just 14% are 

dissatisfied with this measure, with 6% very dissatisfied. This measure falls into the lower quartile of 

the benchmark for this measure.  

Figure 15. Q12 How satisfied or dissatisfied are you that the council's landlord service is easy to deal with? 

Unweighted sample base = 796 

Satisfaction with proprietor service by sub-group 

In terms of age, satisfaction with the council being easy to deal with is highest amongst those aged 

65+ (76%) and 35-44 (70%), with the youngest cohort of tenants the least satisfied (54%). By area, 

those in Anstey, Forest Bradgate are significantly more satisfied compared to the total average (80% 

cf. 71%), whilst those in barrow, Sileby, Sileby West, The Wolds are significantly less satisfied 

compared to the total average (63% cf. 71%). 

Figure 16. Q12 Satisfaction that the council's landlord service is easy to deal with 

 
 Unweighted sample size in parentheses. 
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Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied
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Satisfaction with safety and security 

Another new core measure for HouseMark since the previous Charnwood STAR, tenants were asked 

for their satisfaction that the council provides a home that is safe and secure. Four fifths (80%) are 

satisfied with this measure, with just over a third (37%) very satisfied. Just over one in ten (12%) are 

dissatisfied with this measure, with 6% very dissatisfied. This measure is within the median of the 

benchmark compared against other providers across the country. 

By tenure, 85% of sheltered tenants are satisfied that the council provides a home that is safe and 

secure, significantly more so when compared to general needs tenants (79%).  

Figure 17. Q11 How satisfied or dissatisfied are you that the council's landlord service provides a home that 
is safe and secure? (n=804) 

 80% 
Satisfied 

9% 
Neither 

12% 
Dissatisfied 

Unweighted sample base = 804 
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Satisfaction with safety and security by sub-group 

Satisfaction amongst tenants aged 18-34 is markedly below the other age groups (39%), with the next 

lowest level of satisfaction being that of those aged 45-54, where 71% are satisfied that their home is 

safe and secure. Satisfaction is highest amongst those aged 65+ (89%). 

In regards to area satisfaction, those in Thurmaston are significantly less likely (62%) to feel the council 

provides a home that is safe and secure compared to the other areas within the chart below ranging 

from 81% - 88% - with those in Loughborough Dishley & Hathern and Garendon the most satisfied 

with this measure.  

The quality of home also has an impact on tenants perceptions of their home being safe and secure, 

with 92% of those satisfied with the quality of their home being satisfied with it being safe and secure, 

as opposed to just 32% of those dissatisfied with the quality of their home. A similar theme can be 

observed amongst those satisfied with the ease of dealing with the council and those satisfied with 

the value for money of their rent – both being significantly more satisfied with their home being safe 

and secure when compared to those dissatisfied with either measure. 

As may be expected, those who have made an ASB complaint in the last twelve months are 

significantly less likely to be satisfied that their home is safe and secure compared to those who have 

not made an ASB complaint in the past year (58% cf. 84%).  
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Figure 18. Q11 Satisfaction the council's landlord service provides a home that is safe and secure  

Unweighted sample size in parentheses. 
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Satisfaction with lettings process 

Those who have become a tenant or moved to a different Charnwood property over the last two years 

were asked how satisfied or dissatisfied they were with the process. 42% of tenants expressed 

satisfaction towards this measure, with 20% very satisfied. Just 9% are dissatisfied with the process, 

with 6% very dissatisfied. 50% of tenants gave an answer of neither, this may indicate that some 

answered this question having not met the requisites of recently becoming a Charnwood tenant in 

the past two years. 

Figure 19. Q36 If you have become a tenant of Charnwood or transferred to another Charnwood property 
(not via a mutual exchange) during the past two years, how satisfied or dissatisfied are you with the lettings 
process? (n=328)  

Unweighted sample base = 328 

 

20% 22% 50% 3% 6%1

Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied
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Section 4: Repairs and maintenance 
This section explores how satisfied tenants are with various aspects of the repairs and maintenance 

service Charnwood Borough Council provides. 

Satisfaction with repairs and maintenance 

Seven in ten (69%) tenants are satisfied with the way the council deals with repairs and maintenance, 

with 25% very satisfied. Around a fifth (21%) express dissatisfaction towards this measure, with 8% 

very dissatisfied. Satisfaction is stable across both general needs tenants (69%) and sheltered tenants 

(69%).  

Figure 20. Q4 Generally, how satisfied or dissatisfied are you with the way the council deals with repairs and 
maintenance? (n=804) 

 69% 
Satisfied 

10% 
Neither 

21% 
Dissatisfied 

Satisfaction with repairs and maintenance over time 

There has been a substantial drop in satisfaction when compared to the findings in 2018 (69% cf. 

77%). In general, the repairs service has had the biggest impact in service delivery for many providers 

across the sector, this may be the case for lower perceptions of the repairs service for Charnwood. 

Figure 21. Q4 Satisifaction with the way the council deals with repairs and maintenance 

Unweighted sample size in parentheses. 

 

 

 

 

79% 77% 69%

2016 2018 2021 (n=804)



    
 

 Measurement Evaluation Learning: Using evidence to shape better services Page 32 
 

Satisfaction with repairs and maintenance by sub-group 

Those aged 18-34 (46%) and 45-54 (59%) are the least satisfied with the way the council deals with 

repairs and maintenance, whilst those aged 35044 (71%) and 65+ (76%) are the most satisfied with 

the services provided.  

Those living in Anstey, Forest Bradgate (83%), East Goscote, Queniborough, Syston East, Syston West, 

Wreake Villages (75%) and Loughborough Hastings, Loughborough Lemyngton (73%) are the most 

satisfied with the way the council deals with repairs and maintenance. 

As may be expected, those satisfied with the quality of their home are significantly more likely to be 

satisfied with the repairs and maintenance service compared to those dissatisfied with the quality of 

their home (82% cf. 26%). A similar finding can be observed in regards to the value for money of rent 

and its impact on repair service perceptions.  

Those in flats (70%) and houses (71%) are significantly more satisfied with the way the council deals 

with repairs and maintenance compared to those in bedsits or maisonettes (62%). 
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Figure 22. Q4 Satisfaction with the way the council deals with repairs and maintenance 

 

 
Unweighted sample size in parentheses. 
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Satisfaction with last repair service 

58% of tenants said that they have had a repair in the last twelve months. Slightly more general needs 

tenants (58%) have had a repair compared to sheltered tenants (54%). Of those that have had a repair 

in the last twelve months, tenants were asked how satisfied or dissatisfied they were with the repairs 

service they received on this occasion. This is a new HouseMark core measure since the previous 

survey, replacing the general repairs and maintenance service perception above. 81% of tenants are 

satisfied with this measure, with 43% very satisfied. 16% expressed dissatisfaction towards this 

measure, with just 6% very dissatisfied. This measure falls within the median of the HouseMark 

benchmark for 2021/21.  

Figure 23. Q6 Thinking about the LAST time you had repairs carried out, how satisfied or dissatisfied are you 
with the repairs service? (Base: those that had any repairs carried out in the last twelve months) (n=457) 

Unweighted sample = 457 

 

 

 

 

 

 

 

 

 

 

43% 38% 4% 10% 6%1
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Drivers of satisfaction with repair service 

The repairs being done right first time and the overall quality of repair work are the biggest drivers to 

satisfaction with the repairs service, highlighting that the repair itself holds more weight to tenants 

rather than the standard of the process itself, with the attitude or works and dirt being kept to a 

minimum not being high drivers of satisfaction.  

Table 2. Key Driver Analysis 

 

 

 

 

 

 

0.756

0.726

0.585

0.56

0.518

0.516

0.473

0.472

Repair was completed right the first time

The overall quality of work

The time taken before work started

How long it took to complete the repair

Being told when the operative would conduct
the repair

The time of the appointment

The attitude of workers

Keeping dirt and mess to a minimum

         Medium                                  High 
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Repairs right first time 

Just under three quarters (73%) of tenants are satisfied with their repair being done right first time, 

with under half (45%) very satisfied. Conversely, a fifth (20%) express dissatisfaction towards this 

measure, with 8% very dissatisfied. There has been a decrease in perceptions this measure compared 

to 2018, where 82% were satisfied with their repair being done right first time.  

It’s positive that the majority are satisfied with this measure as it is the biggest driver to satisfaction 

with the repairs service, which in turn highly correlating with perceptions of the overall service 

provided. 91% of tenants also said their appointment was kept.  

Figure 24. Q7 How satisfied or dissatisfied are you that the repair was completed right the first time? (Base: 
those that had any repairs carried out in the last twelve months) (n=457) 

Unweighted sample = 457 

 

 

 

 

 

 

 

 

 

 

45% 28% 8% 11% 8%1

Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied
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Repairs appointments 

All respondents who indicated reporting a repair in the previous twelve months were asked how 

satisfied or dissatisfied they were with various aspects of the repair. Perceptions of the attitude of 

workers (93%) and keeping dirt and mess to a minimum (90%) hold the highest perceptions in terms 

of the customer repair journey, highlighting that tenant are satisfied with the repair workers when 

they visit their home. Perceptions are lowest in regards to the time taken before work started, where 

77% are satisfied with this measure. Perceptions are lower amongst all aspects when compared to 

2018, with the biggest decreases in satisfaction being in regards to the time taken to complete the 

repairs and the time taken before work started – highlighting that issues with appointments and 

timings has been the biggest issue amongst tenants.  

Figure 25. Q9 Thinking about the last repair, how satisfied or dissatisfied were you with the following? 
Unweighted sample size in parentheses. 
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Section 5: Cleaning services 

Quality of cleaning service 

Amongst tenants who have a shared communal area in the building of their home, just over half (52%) 

are satisfied with this service, with 20% very satisfied. Around a fifth are dissatisfied with this measure, 

with 11% very dissatisfied.  

Figure 26. Q2 Overall, how satisfied or dissatisfied are you with the quality of the communal cleaning service 
that we introduced early in 2020? (n=553) 

 52% 
Satisfied 

27% 
Neither 

22% 
Dissatisfied 

Willingness to pay for cleaning service improvements 

Tenants living in flats with communal areas were also asked about the potential of paying money for 

further service improvements. Over a quarter (28%) of tenants said that they would be willing to pay 

for internal and external communal window cleaning, with 14% stating they would be willing to pay 

for the drying of floors after mopping, 15% saying they would pay extra for adding a pleasant smelling 

fragrance to the water and 18% citing the use of hot water rather than cold as something they would 

pay extra for. Over half (54%) did however express not having a desire to pay more for the cleaning 

service with any of the improvements listed.  

Figure 27. Q3 Would you be prepared to pay more for the service for any of the following improvements? 
(n=319) 
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Section 6: Communication with tenants 

Keeping tenants informed 

Around seven in ten (69%) are satisfied with the way the council keeps them informed about things 

that affect them as a tenant, with 29% very satisfied. 12% are dissatisfied in this regard, with 6% very 

dissatisfied.  

Figure 28. Q14 How satisfied or dissatisfied are you that the council keeps you informed about things that 
might affect you as a tenant? (n=809) 

 69% 
Satisfied 

18% 
Neither 

12% 
Dissatisfied 

Keeping tenants informed over time 

Satisfaction with this measure has seen a steady decline since 2016, with 6-percentage point 

decreases over the last two surveys. Dissatisfaction has also seen an increase, rising from 9% to 12% 

this year. 

Figure 29. Q14 Satisfaction that the council keeps tenants informed about things that might affect them

 
Unweighted sample size in parentheses. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

81% 75% 69%

2016 2018 2021 (n=809)
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Keeping tenants informed by sub-group 

By age, those 18—34 are least satisfied with being kept informed, with just under half (49%) 

expressing satisfaction. Those 65+ are most satisfied, with just under three quarters (73%).  

By area, those in Loughborough Ashby (77%) and Loughborough Hastings & Lemyngton (77%) are 

most satisfied with being kept informed about things that may affect them as a tenant. Loughborough 

Southfields tenants are the least satisfied in this regard, with 57% holding a positive perception of 

being kept informed.  

83% of those satisfied with how easy the council are to deal with are significantly more satisfied with 

being kept informed by the council compared to those dissatisfied with the council being easy to deal 

with (83% cf. 24%).  

Figure 30. Q14 Satisfaction that the council keeps tenants informed about things that might affect them  

Unweighted sample size in parentheses. 
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Preferred ways of communication channels 

When asking tenants for their preferred methods of being kept informed about things that may affect 

them, letters sent out by the council are by far the most common preference. This is the case for both 

general needs (78%) and sheltered tenants (80%). The ‘Your Homes Matter’ magazine and Text 

messages are the second and third most common preferences for both general needs and sheltered 

tenants. General needs tenants are more likely to have a preference for digital based communications 

methods compared to sheltered tenants, such as email alerts, the Facebook page and the councils 

website.  

Figure 31. Q18 What is your preferred method of being informed about things that might affect you as a 
tenant? (n=788) 

 General needs Sheltered 

Letters we send to you 78% 80% 

'Your Homes Matter’ tenants magazine sent to you four times a year 33% 36% 

Text messages 27% 23% 

‘Your Homes Matter’ e-mail alert sent several times a month 15% 4% 

Information on the council’s website 13% 8% 

The council’s Facebook page 7% 1% 

The council’s Twitter account 1% 0% 
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Text messages
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By far the biggest preference when contacting the council is via telephone, with 85% saying so. 

General needs tenants are more likely than sheltered tenants to say so however (86% cf. 79%). Via 

letter was the second most common preference when contacting the council, with around a third 

selecting this. 28% also said via email, which was a more common choice amongst general needs 

tenants as opposed to sheltered tenants (30% cf. 16%). In terms of visitation, general needs tenants 

are more likely to prefer visiting the office (26%) compared to sheltered tenants (17%), whilst 

sheltered tenants are more likely to prefer a visit to the home (35%) compared to general needs 

tenants (23%). 

Figure 32. Q19 Which ways of contacting us are you prepared to use when you have something to 

discuss or ask? (n=814) 

       

85% 
Phone 

34% 
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28% 
Email 

25% 
Visit to 
office 

24% 
Visit at 
home 

10% 
Online 

2% 
Social 
media 

Satisfaction with contact centre 

51% of tenants said that they have phoned the contact centre in the past year to discuss a landlord 

service matter. Of those that have 81% are satisfied with the way in which the call was handled, whilst 

three quarters (76%) are satisfied with how easy they were to deal with. Finally, around two thirds 

are satisfied with the final outcome when contacting about their query (65%).  

Figure 33. Q26 How satisfied or dissatisfied were you with the following? (Base: Those who have telephoned 
contact centre in the past year about a landlord services matter) 

Unweighted sample size in parentheses. 
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Internet access and use of council website 

In terms of internet access, two thirds (64%) say they do so via smartphone, by far the most common 

method amongst tenants, followed by a third (34%) saying through a private computer. Just over a 

quarter (27%) said via tablet. Those aged 18-34 (87%), 35-44 (93%) and 45-54 (80%) were more likely 

to cite a smartphone for internet access, whilst via a private computer was most common amongst 

those 65+ (36%) and least common amongst those aged 18-34 (21%). 

Figure 34. Q24 How do you get access to the internet? (n=568) 
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When asked for interest in website use for some hypothetical options that could be added, tracking a 

reported repair was the most common website service used by tenants, with 58% saying they do so. 

Significantly more general needs tenants are likely to (60%) compared to sheltered tenants (39%). 

General needs tenants are also significantly more likely to use the website to look at their rent account 

(40%) compared to sheltered tenants (15%).  

Figure 35. Q21 If able to do so, would you use the council's website for any of the following services? (n=517)  
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In terms of current services offered on the website, the most common use of the website is in regards 

to ordering a repair to be complete to their property. This was a much more common use of the 

website amongst general needs tenants compared to sheltered (46% cf. 21%), as is paying rent (21% 

cf. 11%). Sheltered tenants are however more likely to use the website to complete surveys and 

consultations compared to general needs tenants (27% cf. 18%).  

Figure 36. Q20 Which of the following services in relation to the landlord services do you use on the 

council's website? (n=485) 
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In terms of those who do not use the councils website, just under half (47%) said they prefer to access 

services through other methods. This was most common amongst those aged 35-44 (55%). 39% cited 

a lack of skills/ confidence with the internet, an option much more common with those aged 55-64 

(46%) or 65+ (44%). Those aged 65+ were significantly more likely compared to the total average to 

say they do not have internet access (51% cf. 39%).  

Figure 37. Q22 If you do not use the council’s website to get access to its landlord services, what is stopping 
you doing that? (n=632) 
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Of those who do not have access to the internet, 66% said they would prefer not to use the internet 

and would rather call the council or speak to someone face to face. General needs tenants are 

significantly more likely to state this (67%) compared to sheltered tenants (53%). In terms of not 

having the skills or confidence to use the internet, this was a more common reasoning amongst 

sheltered tenants (54%) compared to general needs tenants (39%).  

Figure 38. Q23 If you do not have access to the internet, why is that? (n=554) 

Your Homes Matter magazine 

Over the past year, Charnwood Borough Council changed the appearance and content of the tenants 

magazine ‘Your Homes Matter’. Tenants were asked if the changes made to the magazine had 

increased their likelihood of reading it. 61% however said that it had not, with 38% saying not much 

more and 23% saying not at all. Of those that the changes had a positive impression on (39%), 26% 

said somewhat frequently, with 12% saying a lot more. Those aged 65+ are most likely to have started 

reading more due to the changes (43%), with those aged 18-34 the least likely (18%). 

Figure 39. Q15. Have these changes made you more inclined to read the magazine? (n=798) 

61% 
Not much/ 
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39% 
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somewhat
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41%

25%
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I cannot afford broadband or a smartphone
with internet access

Other
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Satisfaction with services during the pandemic 

In the past year, Charnwood Borough Council made changes to operations because of coronavirus 

restrictions. The council had to restrict the number of visits made to tenants’ homes during this time 

and move services to be more telephone based. The council also had to restrict office reception 

service significantly and only see tenants by appointment.  

Just under two thirds (62%) of tenants are satisfied with the way the council adapted its services 

during the pandemic, with 21% very satisfied. 14% expressed dissatisfaction with this measure, with 

7% very dissatisfied. Sheltered tenants are significantly more satisfied with this measure compared to 

general needs tenants (74% cf. 61%). By age, those 18-34 are least satisfied with the service adaptions 

(39%), followed by those aged 45-54 (54%).  

Figure 40. Q33 How satisfied are you with the way we have adapted our services during this time? (n=766) 

 62%  
Satisfied 

24% 
Neither 

14% 
Dissatisfied 

Satisfaction if services remained remote 

60% of tenants express satisfaction in regards to services remaining largely telephone and internet 

based, with just under a quarter (23%) very satisfied. 21% are dissatisfied with this message, with 19% 

giving a neutral response. Satisfaction to this is lower amongst those that say their contact preference 

is a visit to their home (49%) or a visit to the offices (47%), as may be expected.  

Figure 42. Q34 How satisfied or dissatisfied would you be if services remained largely telephone and internet-
based? (n=778)  

 

 

 

23% 37% 19% 12% 9%1

Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied
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Importance of face-to-face services 

83% of tenants feel that it is important to be able to come to the council offices in the future without 

an appointment to see a member for the landlord services team, with half (50%) saying its very 

important. Younger tenants are less likely to feel this is important (18-34 – 77%, 35-44 – 78%). 

Figure 2: Q35 In the future, how important do you feel it is to be able to come to our offices without 

an appointment and be able to see one of our team from the landlord service? (Sample base = 775)  

 

Activity prior to lockdown 

Prior to lockdown, 16% of tenants said that they had completed a customer satisfaction survey, with 

less than one in ten saying they had done any of the other activities, which included attending a tenant 

meeting (5%), going on an estate walkabout (5%), attending a tenant network (54%) or submitting a 

tenant bid (3%). The majority (75%) said they had not done any of the activities listed before the 

coronavirus lockdown. 

Figure 3: Q27. Which of the following activities, if any, did you participate in prior to the Covid-19 

lockdown? (Sample base = 403) 
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Very important Somewhat important Not very important Not at all important
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Section 7: Tenant engagement 

Opportunities to make views known 

Just under half (47%) of tenants are satisfied with their opportunities to make their views known, with 

14% very satisfied. 14% express dissatisfaction in this regard, with 7% very dissatisfied. Satisfaction 

with this measure is similar between both general needs (47%) and sheltered (47%) tenants.  

Figure 43. Q30 How satisfied or dissatisfied are you that the council gives you the opportunity to make your 
views known? (n=779)  

 47% 
Satisfied 

39% 
Neither 

14% 
Dissatisfied 

Opportunities to make views known over time 

There has been a significant increase in perceptions since 2018 (47% cf. 69%). Overall dissatisfaction 

has however seen an increase, but not significant one (14% cf. 10%). The biggest difference compared 

to the previous survey is the proportion of those saying neither, rising to 39% from 25% in 2018.2018 

66%, 2016 69% 

Figure 44. Q30 Satisfaction that the council gives tenants the opportunity to make views known 

Unweighted sample size in parentheses. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

66% 69%
47%

2016 2018 2021 (n=779)
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Opportunities to make views known by sub-group 

Tenants in Loughborough Hastings, Loughborough Lemyngton (56%) and Thurmaston (60%) are most 

likely to be satisfied with their opportunities to make their views known, whilst those in Birstall 

Wanlip, Birstall Watermead, Rothley and Thurcaston (35%) and Shepshed East and West (38%) are 

least likely to be satisfied with this measure. 

By age, those 65+ (51%) or 35-44 (48%) are most satisfied with their opportunities to make their views 

known, with the young cohort of tenants the least satisfied in this regard (35%).  

Tenants who are satisfied with how easy the council are to deal with are significantly more satisfied 

with the opportunity to make their views known compared to those dissatisfied with the council being 

easy to deal with (61% cf. 11%). A similar finding can be observed on a total level, with 59% of those 

satisfied with the overall services provided significantly more satisfied with their opportunities to 

make views known compared to those who are dissatisfied with the overall services provided (61% 

cf. 11%). 

Figure 45. Q30 Satisfaction that the council gives tenants the opportunity to make views known  

 
Unweighted sample size in parentheses. 
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Responsiveness of the Charnwood Borough Council  

Around half of tenants (51%) are satisfied with that the council listens to its residents’ views and acts 

upon them, with 14% very satisfied. Around a quarter (24%) of tenants are dissatisfied with this 

measure, with 11% very dissatisfied. This measure is in the lower quartile of satisfaction for this 

measure in the HouseMark 2020/21 benchmark.  

Figure 46. Q13 How satisfied or dissatisfied are you that the council listens to residents’ views and acts on 
them? (n=802) 

 51% 
Satisfied 

25% 
Neither 

24% 
Dissatisfied 

Responsiveness of the Charnwood Borough Council over time 

There has been a significant drop in perceptions for this measure when compared to 2018 (51% cf. 

62%), after seeing an increase between 2016 and 2018. The pandemic has impacted many 

organisations ability to be responsive to its residents, so it may also be the case here for the lower 

perceptions when compared to three years pre-pandemic. 

Figure 47. Q13 Satifaction that that the council listens to residents’ views and acts on them 

Unweighted sample size in parentheses. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

55% 62% 51%

2016 2018 2021 (n=802)
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Responsiveness of the Charnwood Borough Council by sub-group 

Satisfaction with this measure was again lowest amongst those aged 18-34 (35%), followed by those 

45-54 (48%) and 55-64 (48%). Tenants aged 35-44 are most satisfied with their views being listened 

to (57%), followed by those 65+ (53%). 

By area, those in Loughborough Ashby (65%) and Loughborough Hastings and Lemyngton (59%) are 

the most satisfied with their views being listened to and acted upon, with the lowest perceptions 

amongst tenants living in Birstall Wanlip, Birstall Watermead, Rothley and Thurcaston (39%).  

Tenants whose contact preference is either email (38%) or online (36%) are the least satisfied with 

this measure, which may indicate that tenants feel that views given over a digital platform are not 

heard the same as those given through traditional methods. 

Tenants who have made an ASB complaint in the last twelve months are significantly less likely to be 

satisfied that the council listens to their views and acts upon them when compared to those who have 

not made an ASB complaint in the last twelve months (55% cf. 31%). 
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Figure 48. Q13 Satisfaction that the council listens to residents’ views and acts on them 

 

Unweighted sample size in parentheses. 
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Opportunities to become involved 

When asked for perceptions of ways in which tenants can become involved in decision making, 41% 

expressed satisfaction with the ways the council offers tenants to get involved, with 11% very 

satisfied. Conversely, 16% are dissatisfied with this measure, with 7% expressing they are very 

dissatisfied. Perceptions are stable between general needs tenants (41%) and sheltered tenants 

(40%). 43% gave an answer of neither, which may indicate a large proportion of tenants are not aware 

of the ways they can get involved.  

Figure 49. Q31 How satisfied or dissatisfied are you with the ways in which you can become involved in 
decisions that may affect you?   

Opportunities to become involved over time 

Perceptions have significantly dropped since the 2018 survey, with perceptions dropping 16-

percentage points. This may not be a surprising finding however when many of the ways in which 

tenants can traditionally get involved in decision making may have been disrupted as a result of the 

pandemic. 

Figure 50. Q31 Satisfaction with the ways in which to become involved in decisions 

Unweighted sample size in parentheses. 
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Priorities for tenants 

When asked what future improvements tenants would like to see the council prioritise, building or 

acquiring more housing for people (46%), investment in sheltered accommodation (43%) and 

replacing kitchens, bathrooms and heating systems more frequently (42%) were the most popular.  

Figure 51. Q1 Which of the following improvements would you most like to see the council prioritise? (n=792) 

 

46%
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34%
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Section 8: Sheltered tenants 

Satisfaction with sheltered accommodation 

Sheltered tenants were asked about the sheltered service they receive from the council and 

satisfaction with their accommodation. 90% are satisfied with the services provided by their warden, 

a result which has maintained the highest standards observed in 2018. Satisfaction with the alarm 

service has seen a 5-percentage point increase since 2018 (95% cf. 90%). Satisfaction with the 

communal facilities has however seen a drop in satisfaction since 2018, though this remains high at 

86%. Finally, 89% are satisfied with the quality of their accommodation, mirroring that of the 2018 

survey.  

Figure 52. Q32 How satisfied or dissatisfied are you with the following?  

 
Unweighted sample size in parentheses. 
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Appendix A: Unweighted profile 
Tenure Number of responses Percentage 

General needs 704 85% 

Sheltered 121 15% 

 

Area 
Number of 

responses 
Percentage 

Anstey, Forest Bradgate 61 7% 

Barrow and Sileby West, Sileby, The Wolds 70 8% 

Birstall Wanlip, Birstall Watermead, Rothley and Thurcaston 56 7% 

East Goscote, Queniborough, Syston East, Syston West, Wreake 

Villages 
108 

13% 

Loughborough Ashby 51 6% 

Loughborough Dishley and Hathern, Loughborough Garendon 33 4% 

Loughborough Hastings, Loughborough Lemyngton 140 17% 

Loughborough Shelthorpe 64 8% 

Loughborough Southfields 36 4% 

Loughborough Storer 50 6% 

Mountsorrel, Quorn and Mountsorrel Castle 59 7% 

Shepshed East, Shepshed West 74 9% 

Thurmaston 23 3% 
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Property type Number of responses Percentage 

Flat 408 49% 

House 254 31% 

Other 163 20% 

 

Age Number of responses Percentage 

18-34 33 4% 

35-44 44 5% 

45-54 112 14% 

55-64 155 19% 

65+ 481 58% 

 

Gender Number of responses Percentage 

Male 350 42% 

Female 475 58% 
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Appendix B: Survey 
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