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Introduction

1 Introduction
1.1 Background
As part of its ongoing commitment to seek the views of its tenants, in June 2018
Charnwood Borough Council commissioned BMG Research to carry out a postal
survey to establish tenant satisfaction with different aspects of the housing service,
including core services to be compared against the HouseMark STAR framework.

1.2 Methodology
A postal survey to a random sample of 2,677 General Needs, and all 272 Sheltered
tenants comprising a letter, questionnaire and reply paid envelope was carried out
from August 2018 to October 2018. For general needs tenants two additional
reminder mailings (which also comprised a letter, questionnaire and reply paid
envelope) were sent to tenants who had not responded by the agreed deadline. To
help encourage return, sheltered tenants received one additional reminder mailing
which was delivered by housing officers. All respondents were provided with the
opportunity to complete the survey online via a URL link and unique BMG ID on the
covering letter. Following this, to boost responses from sheltered tenants, face to face
interviews were undertaken.
In total, 1,014 tenants responded to the survey, representing a response rate of 34%.
Based on a population of 4,479, a sample of 1,014 is subject to a maximum
confidence interval of ±2.71% at the 95% confidence level on an observed statistic of
50%. This means that if all tenants had completed a survey a figure of 50% in this
report would have actually been between 47.29% and 52.71%. The responses varied
by tenancy type, with the differences between general needs and sheltered tenants
displayed in the following table.
Table 1: Returns and response rate
Stock type
General
needs
Sheltered
Total

Stock
size

Mailing
size

Postal
responses

Online
response

Responses
from
mailing

Face to
face
booster
interviews

Total
number of
responses

Confidence
interval

4225

2677

786

28

814 (30%)

-

814

±3.09%

272
4479

272
2949

153
939

2
30

155 (57%)
969 (33%)

45
45

200
1,014

±3.57%
±2.71%

One questionnaire was used for the survey and was developed by Charnwood
Borough Council and BMG Research.
In order to ensure that the survey results reflect the views of tenants, the data was
weighted prior to analysis by tenancy type (General Needs and Sheltered), property
type (bedsit, bungalow, flat, house, and maisonette) and bedroom size (one, two, three
or more). This weighting corrects the relative imbalances within the returns, this is
important to bear in mind when viewing the weighted topline results whereby sheltered
tenants form 6% of the weighted responses rather than the 20% of unweighted
responses.
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The data used in this report is rounded up or down to the nearest whole percentage. It
is for this reason that, on occasions, tables or charts may add up to 99% or 101%.
Where tables and graphics do not match exactly the text in the report this occurs due
to the way in which figures are rounded up (or down) when responses are combined.
Results that do differ in this way should not have a variance which is any larger that
1%. Throughout the report the abbreviation ‘cf.’ is used as shorthand for ‘compared to’
when examining the data, especially among different sample groupings.
In addition to this written report, data tabulations have also been produced which cross
tabulates the data by the following subgroups:
•
•
•
•
•
•
•
•
•
•
•

Tenure
Number of bedrooms (General needs only)
Property type (General needs only)
Property type (Sheltered only)
WARD Group (General needs only) – see below
Sheltered scheme (Sheltered only)
Age (General needs only)
Gender (General needs only)
Gender (Sheltered only)
Length of tenure (General needs only)
Housing benefit (General needs only)

Significant differences found between within these subgroups have been drawn out in
this report.
The written report is based on valid responses, i.e. if a respondent did not answer a
question, or answered it incorrectly they were excluded from the analysis for that
question.
To allow for a meaningful geographical comparison, for general needs tenants, wards
have been grouped together to increase the base sizes. The following table outlines
the wards and resulting ward groupings that are presented in this report.
Table 2: Ward groupings for general needs tenants
Ward group
A
B
C
D
E
F
G
H
I
J
K
L
M

2

Ward
Anstey, Forest Bradgate
Barrow and Sileby West, Sileby, The Wolds
Birstall Wanlip, Birstall Watermead, Rothley `& Thurcaston
East Goscote, Queniborough, Syston East, Syston West, Wreake Villages
Loughborough Ashby
Loughborough Dishley & Hathern, Loughborough Garendon
Loughborough Hastings, Loughborough Lemyngton
Loughborough Shelthorpe
Loughborough Southfields
Loughborough Storer
Mountsorrel, Quorn & Mountsorrel Castle
Shepshed East, Shepshed West
Thurmaston

Key findings

2 Key findings
2.1 Housing services
•

•

•

Over four in five (82%) of tenants are satisfied with the housing service provided,
which represents a significant decline since 2016, where 86% were satisfied.
Correspondingly, while only one in ten (11%) indicate a degree of dissatisfaction,
this represents a significant increase on the 8% who did so in 2016. These
declines in satisfaction are driven by general needs tenants, while results for
sheltered tenants are stable, which makes satisfaction among this group now
significantly higher than general needs tenants as is more commonly the case for
tenant satisfaction surveys.
Over eight in ten tenants indicate satisfaction with the overall quality of their
home (84%), with satisfaction among sheltered tenants significantly higher than
general needs tenants (91% cf. 84%). Results are very consistent with 2016.
Over four in five (85%) tenants indicate satisfaction that their rent provides value
for money which represents a significant increase on the 80% who did so in
2016. Despite reduced levels of overall satisfaction with the overall housing
service provided, this increase is driven by increases in satisfaction among
general needs tenants, from 80% to 84%. Again, sheltered tenants have
significantly higher levels of satisfaction than general needs tenants that their rent
provides value for money (90% cf. 84%).

2.2 Repairs and maintenance service
•

•

•

•

Over three quarters (77%) of tenants indicate satisfaction with the way the
Council deals with repairs and maintenance. While results are very consistent
with those in 2016, sheltered tenants are now significantly more likely than
general needs tenants to be satisfied in this respect (84% cf. 77%).
In terms of planned improvement, overall, two in five (41%) report being offered
at least one of these, less than half the proportion who did so in 2016 (88%),
presumably reflecting the reduced pool of general needs tenants who have yet to
be offered these improvements.
With nine in ten (90%) indicating satisfaction, tenants were most satisfied with the
attitude of workers and the information they received before the work started.
Tenants were least satisfied with how long it took to complete (74%), with one in
five (21%) indicating dissatisfaction with this aspect. Generally, results are largely
consistent with 2016, with the exception that there has been a significant
reduction in levels of dissatisfaction with being told when workers would call, from
17% to 9%.
Of those tenants who had a responsive repair completed in the last 12 months,
over nine in ten (95%) indicate that the repair appointment was kept, a significant
improvement on the 91% who did so in 2016.
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2.3 Neighbourhood
•

•

Close to eight in ten (78%) tenants are satisfied with their neighbourhood as a
place to live. Results are very consistent with 2016, with sheltered tenants
remaining significantly more satisfied with the neighbourhood as a place to live
than general needs tenants (92% cf. 77%).
When provided with the options of potential estate improvements, the most
popular improvements selected by tenants were for new fencing or additional car
parking as was the case in 2016. Results are generally very consistent with 2016,
with the exception that there has been a significant reduction in the proportion of
sheltered tenants who would like to see improvement in the cleaning of
communal hallways, entrances and stairs (from 15% to 6%).

2.4 Communication
•

•

•

•

Two thirds (66%) are satisfied that the Council’s Housing Service gives them the
opportunity to make their views known, in line with the 69% who did so in 2016.
Sheltered tenants continue to be significantly more satisfied compared to general
needs (82% satisfied cf. 65%), however, this continues to be driven by a
relatively high proportion of general needs tenants who are neither satisfied nor
dissatisfied (26%).
While over half (55%) of all tenants are satisfied that the Council’s Housing
Service listens to their views and acts upon them, this represents a decrease on
the 62% wo did so in 2016, although this is more as a result of an increase in the
proportion offering a neither/nor response than an increase in dissatisfaction.
This decrease is driven by general needs tenants, while in contrast sheltered
tenants’ satisfaction has shown a directional increase, increasing the significance
of the gap between the two tenant groups.
Three quarters (75%) of tenants are satisfied that the Housing Service keeps
them informed about things that might affect them as tenants, a significantly
lower proportion than the 81% who did so in 2016, with the declines driven by
general needs tenants. However, this is as a result of an increase in neither/nor
responses rather than an increase in dissatisfaction, where levels have remained
stable (9% cf. 8% in 2016). Nevertheless, this does mean that general needs
tenants are now significantly less positive than sheltered tenants on this measure
(74% cf. 84%).
There continues to be a clear preference for printed materials, whether via
printed newsletter (71%) or letter (56%). While the response options for this
question have changed this year, it is interesting to note that there has been a
significant increase in the proportion preferring text communication, from 6% to
12%. Few tenants prefer social media platforms, even those with internet access
(4% Facebook and 1% Twitter).

2.5 Tenant involvement
•

4

As was the case in 2016, only two in five (39%) of all tenants offered a response
to this question. Within this group, requests for information about completing
surveys are the most common (83%), and this is true for both general needs

Key findings

•

•

(84%) and sheltered tenants (71%), although significantly higher amongst the
former.
As was the case in 2016, a relatively low proportion are satisfied with the
opportunities available to become involved in decisions that may affect them
(53%); however, just 8% are dissatisfied, with a high proportion (39%) neither
satisfied nor dissatisfied. Sheltered tenants continue to be significantly more
satisfied on this measure than general needs tenants (63% cf. 53%).
Less than half (48%) of all tenants are satisfied that that their views are being
listened to, a significant decline since 2016 (55%). While there have been
declines for both sheltered (from 64% to 57%) and general needs (from 54% to
47%) tenants, the decline for the latter is statistically significant, and satisfaction
among this group remains significantly lower than among sheltered tenants.
However, it should be noted that levels of dissatisfaction have not increased
notably, and that the declines are driven by an increase in ‘neither’ responses.

2.6 Contact
•

•

•

•

•

Just over half (54%) of tenants state that they have contacted the Council about a
housing issue in the last twelve months, a significant reduction on the 62% who
did so in 2016. General needs tenants remain particularly likely to have done this
(55% cf. 37% of sheltered tenants).
The large majority of those contacting the Council about housing continue to do
so by telephone (88%), although a relatively high proportion also say that they
visit in person (17%). Contact via the website is low (8%) even amongst those
with internet access (12%).
Most of those making contact by telephone were satisfied with how quickly their
call was answered (79%), as was the case in 2016. Those making contact (by
any means) were also satisfied with the ability of the staff member to deal with
their enquiry quickly and efficiently (78%).
As is typical with research of this kind, satisfaction is lowest with the final
outcome of the enquiry, with 64% satisfied but one in four (26%) dissatisfied,
including 18% who were very dissatisfied.
Results are highly consistent with 2016.

2.7 Internet access
•

•

There has been little change in the proportion of tenants who access the internet
either overall (62% cf. 58% in 2016), or by tenant group who do not have access
(general needs 37% cf. 41%, sheltered 65% cf. 71%).
However, there has been a significant shift towards accessing the internet via
smart phone or tablet (from 36% to 44%), and away from home access (from
40% to 35%) such that the former is now the most common method of accessing
the internet. These shifts are evident for both general needs and sheltered
tenants.
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2.8 Anti-social behaviour
•

•

•

Around one in four tenants state they have experienced ASB in the last 12
months (27%), in line with 2016 (26%). General needs tenants continue to be
significantly more likely to have experienced ASB than sheltered tenants (27% cf.
18%), particularly those living in a flat (35%) or bedsit (37%).
As was the case in 2016, only around half (48%) of those who experienced ASB
reported it to the Council. Reasons for not reporting focus on fear of reprisal/not
‘rocking the boat’, a belief that nothing will come of it, or they have reported it to
another organisation.
Around one in three (33%) were satisfied with the length of time it took to resolve
the ASB complaint, however a similar proportion were dissatisfied with the length
it took (35%), much in line with 2016.

2.9 Sheltered tenants
•

Satisfaction remains very high (>88%) for all aspects of sheltered housing, and
has increased significantly in relation to the service provided by their warden
(from 85% to 92%), making this the highest rated aspect in 20018.

2.10 Cleanliness of shared internal areas
•

6

Overall, around half (49%) of all tenants with a shared area indicate satisfaction
with its cleanliness, in line with the 45% of those living in flats who did so in 2016.
However, this again masks considerable differences between general needs and
sheltered tenants that was evident in 2016: while 92% of sheltered tenants are
satisfied with the cleanliness of internal shared areas (cf. 94% in 2016), this falls
to 42% of general needs tenants (compared to 39% in 2016). Correspondingly,
while only 6% of sheltered tenants are dissatisfied in this respect (cf. 4% in
2016), this rises to 43% of general needs tenants (cf. 50% in 2016).

Housing services

3 Housing services
3.1 Overall satisfaction with service provided
All respondents were asked how satisfied they are with the housing service provided
by Charnwood Borough Council. Over four in five (82%) of tenants are satisfied with
the housing service provided, with close to four in ten (37%) very satisfied.
This represents a significant decline since 2016, where 86% were satisfied.
Correspondingly, while only one in ten (11%) indicate a degree of dissatisfaction, this
represents a significant increase on the 8% who did so in 2016.
These declines in satisfaction are driven by general needs tenants, while results for
sheltered tenants are stable, which makes satisfaction among this group now
significantly higher than general needs tenants (89% cf. 82%), with half (50%) very
satisfied (cf. 36% of general needs tenants).
Figure 1: Q1 Taking everything into account, how satisfied or dissatisfied are you with
the overall housing service provided by Charnwood Borough Council? (Valid
responses)
Total (979)

General Needs (786)

Sheltered (193)

37%
36%

Very satisfied

2016 totals
86% Sat.
8% Dissat.

50%
45%
46%

Fairly satisfied
39%
Neither

7%
7%
3%

Fairly dissatisfied

7%
8%
5%

2016 totals
86% Sat.
8% Dissat.

2016 totals
90% Sat.
10% Dissat.

4%
4%
3%

Very dissatisfied

82%
82%

Summary: Satisfied

89%
11%
11%
8%

Summary: Dissatisfied
0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Unweighted sample bases shown in brackets
Arrows indicate statistically significant differences at 95% confidence level between 2018 and 2016
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Beneath this headline finding, analysis of satisfaction levels for the overall service
provided by the ward of general needs tenants shows those in Loughborough Ashby
and Shepshed East, Shepshed West are less satisfied than the average.
As is commonly the case, satisfaction increases with age, from 64% of those aged
under 35, to 94% of those aged 75 or over.
Interestingly, those general needs tenants who have been a tenant less than one year
(88%) indicate markedly higher levels of satisfaction with the housing service provided
by Charnwood Borough Council than general needs tenants who have been a tenant
for 1 to 2 years (73%).
Among sheltered housing tenants, levels of satisfaction are significantly higher than
the average – in fact universal at 100% – in Back Lane, Durham Road and St Pauls.
Figure 2: Satisfaction with the housing service provided by Charnwood Borough
Council (Valid responses)

Ward – GN

Age – GN

Sheltered
scheme

A (74)
B (67)
C (50)
D (82)
E (55)
F (44)
G (112)
H (68)
I (33)
J (50)
K (68)
L (51)
M (32)

88%
86%
84%
84%

×

71%
77%
84%
79%
82%
82%
87%
72%
80%

×

×
×
×
83%

Under 35 (32)
36 to 45 (69)
46 to 55 (129)
56 to 65 (158)
66 to 75 (213)
Over 75 (185)

64%
67%
73%

86%
94%

Aingarth & Fielding (37)
Arnold Smith House, Beresford & St Peters (35)
Sorrell, Babington, Dudley & Grays (52)
Back Lane, Durham Road & St Pauls (34)
Riversdale, St Michaels & Martin (35)

83%
83%
90%
100%
91%
0%

50%

100%

Unweighted sample bases shown in brackets
Ticks/crosses indicate statistically significant differences at 95% confidence level against total
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Housing services
The chart below illustrates the effects of tenants’ perceptions/experiences of different
services provided by Charnwood Borough Council has on their overall satisfaction with the
housing service provided. This shows that dissatisfaction with either rent value for money
perceptions or the quality of the home have the most impact on satisfaction with the overall
housing service provided, with satisfaction levels for the overall service provided dropping to
around a quarter if a tenant is dissatisfied with either of those aspects.
Perceptions of rent value for money have replaced repairs and maintenance service as one
of the aspects that has most impact on satisfaction with the overall housing service provided.
Indeed, levels of satisfaction with the overall service provided among those who are
dissatisfied with rent value for money are significantly lower than they were in 2016 (23% cf.
43%), and this is also the case in relation to those who are dissatisfied with their
neighbourhood as a place to live (49% cf. 63%).
The variations in satisfaction shown below are all statistically significant.
Figure 3: Difference experience / satisfaction with difference aspects of the service
has on overall satisfaction with the service provided
Quality of home

Satisfied (824)
Dissatisfied (91)

Neighbourhood as
a place to live

Satisfied (765)
Dissatisfied (121)

Repairs and
maintenance

Satisfied (755)
Dissatisfied (135)

Rent provides VfM

Satisfied (815)
Dissatisfied (51)

Opportunities to
make views known

Satisfied (631)
Dissatisfied (85)

Listen to views and
act upon them

Satisfied (519)
Dissatisfied (145)

Keeping tenants
informed

92%
27%
91%
49%
95%
34%
90%

23%
95%
35%
97%
40%

Satisfied (701)
Dissatisfied (82)

93%
33%

Property
improvements

Yes (317)
No (542)

79%

Responsive repairs

Yes (440)
No (464)

85%
78%

87%

0%

20%

40%

60%

80%

100%

Average level of satisfaction 82%

Unweighted sample bases shown in brackets
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The chart below highlights the importance of being satisfied with various other
measures rated within this survey has on a tenant’s level of satisfaction with the overall
service provided by Charnwood. As the figure shows, tenants who have positive
perceptions towards other services provided such as repairs and keeping tenants
informed are all significantly more likely than the total average to be very satisfied with
the overall service provided. Conversely, tenants are significantly less likely to be very
satisfied with the overall service provided if they hold negative perceptions for any of
the other services. Just over half (53%) of those satisfied with their views being
listened to and acted upon are very satisfied with the overall service provided. This
may imply that communication has a fairly large influence on tenants perceptions of
the overall service provided.
Figure 4: Q1. Taking everything into account, how satisfied or dissatisfied are you
with the overall service provided by Charnwood’s Housing Service? (Valid responses)

Total(979)
Quality of
home
Neighbour
hood APTL
Repairs and
maintenance

37%

Satisfied(824)
Dissatisfied(91) 0%
Satisfied(765)
Dissatisfied(121)

Satisfied(815)
Dissatisfied(51) 0%

VFM Rent

44%

48%

44%
40%

47%

47%
34%


✓

✓

✓


48%

43%

47%

23%

Opportunities to
Satisfied(631)
make views known Dissatisfied(85) 2%

48%
34%

Listens to views Satisfied(519)
and acts upon Dissatisfied(145) 5%
them
Keeping tenants Satisfied(701)
Dissatisfied(82) 7%
informed

46%

53%
35%
45%
26%

42%
32%

47%

Repairs in the
L12M

Yes(440)
No(464)

38%
33%

47%
45%

20%
Very satisfied

Unweighted sample base in parenthesis

✓

✓

✓


48%

Yes(317)
No(542)

0%

✓


44%

Improvement
works in L12M

10

✓


27%

9%

Satisfied(755)
Dissatisfied(135) 0%

45%

45%

40%

60%

80%

100%

Fairly satisfied
NPS
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3.2 Key Driver Analysis
3.2.1

Key Drivers Analysis
A method of establishing the key factors that lie behind resident satisfaction is Key
Driver Analysis (KDA). In essence, this KDA seeks to determine the key influences on
overall satisfaction.
We reflect the importance as an index value in which 1.0 is equal to the average
importance across all factors. A level of 2.0 implies that the factor in question is twice
as important as the average. “Key Drivers” are factors that have high importance.

3.2.1.1 Method of Assessing Key Driver Importance
KDA seeks to find the independent variables that have the most influence on a
dependent variable (DV) by assessing the statistical correlation between residents’
ratings on each of the independent variables and their ratings of the DV. This
correlation is based on the proportion of variation in the DV (satisfaction with the
service provided by your landlord) that could statistically be “accounted for” or
“explained” by related variation in the IV’s (all indicators included in the analysis). If the
correlation is high, then the service will be “important” in the sense of the analysis. If it
is low, it will imply that the service is less important. The rationale for this is that a high
level of correlation implies the likelihood that improving satisfaction levels for the
individual service will in turn improve overall residents’ satisfaction. If there is little or
no correlation, this offers no evidence that improving the service might have any
impact on overall satisfaction.
As a result of this analysis, the independent variables are ranked in order of being key
drivers for the DV. The KDA was based on all rating scale type questions in the
survey. The objective was to find the relative impact of individual aspects on
satisfaction with the (overall) service provided by Council Housing.
3.2.1.2 Key drivers of overall satisfaction
The figure overleaf highlights factors that are of above-average importance in
determining residents’ satisfaction with the overall service provided by Charnwood. As
this indicates overall satisfaction appears to be driven by a number of factors such as
the way the Council deals with repairs and maintenance, how they listen to views and
act upon them, the overall quality of homes and rent providing value for money. This
shows that perceptions around the home are a big driver of overall satisfaction for
tenants.
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Figure 5: Key drivers of satisfaction with overall service provided

Q2/3. How satisfied or dissatisfied are
you with...? : The way the Council deals
with repairs and maintenance

34%

Q4/2. How satisfied or dissatisfied are
you that the Council's Housing
Service...? : Listens to your views and
acts upon them

25%

Q2/1. How satisfied or dissatisfied are
you with...? : The overall quality of your
home

23%

Q2/4. How satisfied or dissatisfied are
you with...? : That your rent provides
value for money

18%

0%

12

20%

40%

60%

Housing services

3.3 Quality of home
Over eight in ten tenants indicate satisfaction with the overall quality of their home
(84%), with over one in three indicating they are very satisfied (36%). Only 10%
indicate dissatisfaction with the overall quality of their home.
Notably, nine in ten sheltered tenants are satisfied with the quality of their home (91%),
significantly higher than general needs tenants (84%).
Results are very consistent with 2016.
Figure 6: Q2/1. How satisfied or dissatisfied are you with... The overall quality of your
home? (Valid responses)
Total (984)

General Needs (792)

Sheltered (192)

36%
34%

Very satisfied

2016
totals
84% Sat.
11%
Dissat.

64%
49%
50%

Fairly satisfied
27%
Neither

6%
6%
2%

Fairly dissatisfied

6%
7%
3%

Very dissatisfied

2016
totals
83% Sat.
11%
Dissat.
2016
totals
90% Sat.
8%
Dissat.

4%
4%
5%

84%
84%

Summary: Satisfied

91%
Summary: Dissatisfied

10%
10%
7%

0% 10% 20% 30%
Unweighted sample bases shown in brackets

40%

50%

60%

70%

80%

90% 100%
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As illustrated in the chart overleaf, further analysis of satisfaction levels with the quality
of home by the different subgroups shows:
•

•

•

•
•
•

While general needs tenants living in a bungalow continue to indicate higher
levels of satisfaction (90%) than those living in a flat (84%), house (83%) or
bedsit, these differences are no longer statistically significant;
General needs tenants with two bedrooms are less likely to be satisfied with the
overall quality of their home (75%) than those with one (86%) and those with
three or more bedrooms (85%);
Those who have had improvement works undertaken in the last 12 months are
more satisfied than those who have not (88% cf. 81%), particularly those who
have had central heating works (90%);
Those who have not had a repair in the last 12 months are less satisfied than
average with the overall quality of their home (82%);
As is commonly the case, satisfaction increases with age, from 51% of those
aged under 35, to 97% of those aged over 75.
Female general needs tenants are less satisfied than average with the overall
quality of their home ((82%).

Although, not shown in the figure below, the most notable finding by ward is that those living
in Shepshed East, Shepshed West are less satisfied than average with the overall quality of
their home (74%).
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Figure 7: Satisfaction with the overall quality of home (Valid responses)
Bungalow (144)
Property
type - GN

90%

Flat (346)

84%

House (290)

83%

Bedsit (63)

77%

One (395)
Bedrooms - GN

86%

Two (123)

75%

Three or more (274)

Improve works in
the last 12 months

Type of work

Repair in the last
12 months

Age - GN

×
85%

Yes (317)

88%

No (547)

✓

×

81%

Kitchen or bathroom (157)

89%

Central heating (210)

90%

Door fitted (65)

86%

Yes (446)

86%

No (462)

82%

Under 35 (32)

51%

36 to 45 (69)

×

61%

46 to 55 (133)

×
79%

56 to 65 (160)

×

×

85%

✓

66 to 75 (212)

90%

Over 75 (186)

Gender - GN

✓

97%

Male (321)

✓

87%

Female (471)

82%
0%

20%

40%

60%

80%

×
100%

Unweighted sample bases shown in brackets
Ticks/crosses indicate statistically significant differences at 95% confidence level against total
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3.4 Rent provides value for money
All tenants were asked how satisfied or dissatisfied they are with the value for money
their rent provides. Over four in five (85%) tenants indicate some degree of satisfaction
that their rent provides value for money which represents a significant increase on the
80% who did so in 2016. Despite reduced levels of overall satisfaction with the overall
housing service provided, this increase is driven by increases in satisfaction among
general needs tenants, from 80% to 84%.
Encouragingly, the increases in overall satisfaction are driven by significant increases
in the proportion ‘very satisfied’ across both general needs (from 40% to 47%) and
sheltered tenants (from 53% to 63%).
Again, sheltered tenants have significantly higher levels of satisfaction than general
needs tenants that their rent provides value for money (90% cf. 84%).
Figure 8: Q2/4. How satisfied or dissatisfied are you... That your rent provides value
for money? (Valid responses)
Total (966)

General Needs (782)

Sheltered (184)

48%
47%

Very satisfied

63%
36%
37%

Fairly satisfied
27%
10%
10%

Neither
5%
Fairly dissatisfied

Very dissatisfied

4%
4%
3%
2%
2%
1%

2016
totals
80% Sat.
7%
Dissat.
2016
totals
87% Sat.
8%
Dissat.

85%
84%
90%

Satisfied

Dissatisfied

2016
totals
80% Sat.
7%
Dissat.

5%
6%
5%

0%
10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Unweighted sample bases shown in brackets
Arrows indicate statistically significant differences at 95% confidence level between 2018 and 2016
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Further analysis finds those general needs tenants living in Loughborough Storer
(94%) and East Goscote, Queniborough, Syston East, Syston West, Wreake Villages
(92%) are the most satisfied that their rent provides value for money, while in contrast
those in Loughborough Shelthorpe are less satisfied than average in this respect
(68%).
As shown in the figure below, those with one bedroom are significantly more satisfied
than average with the value for money of their rent (88%), and those with three or
more bedrooms significantly less so (81%).
Again, satisfaction with rent value for money largely increases with age, from 75% of
those aged under 35 to 95% of those aged over 75.
Tenants without a disability are more likely than average to be satisfied with the value
for money of their rent (89%).
Figure 9: Satisfaction that rent provides value for money (Valid responses)

Property type - GN

Bedrooms - GN

Ward group - GN

Disability

Bungalow (147)
Flat (336)
House (286)
Bedsit (62)

91%
85%
82%
85%

One (390)
Two (122)
Three or more (270)

88%
83%
81%

✓
✓

×

A (72)
B (71)
C (50)
D (82)
E (53)
F (45)
G (110)
H (68)
I (31)
J (49)
K (68)
L (52)
M (31)

89%
89%
85%
92%
76%

✓

88%
84%

68%

×80%

94%
82%
84%
86%

Yes (244)
No (216)

84%
89%
0%

20%

40%

60%

80%

✓

100%

Unweighted sample bases shown in brackets
Ticks/crosses indicate statistically significant differences at 95% confidence level against total
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3.5 Advice and support on paying rent
All respondents were asked how satisfied or dissatisfied they are with the advice and
support provided on paying rent. After removing non-applicable, over eight in ten
(86%) tenants state that they are satisfied with the advice and support provided on
paying rent, with half (51%) stating they are very satisfied. This represents a
significant increase on 2016, where 81% were satisfied with the advice and support
provided on paying their rent, with general needs tenants again driving the increase
(from 80% to 85%).
Just one in fifty (2%) are dissatisfied in this respect, a significant decrease on the
already very low levels (5%) who did so in 2016.
Directional increases in the proportion of sheltered tenants who are satisfied with the
advice and support provided when paying their rent mean that they are now
significantly more satisfied in this respect than general needs tenants (91% cf. 85%).
Satisfaction with this aspect again increases with age, from 79% of those aged under
35 to 92% of those aged over 75.
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Figure 10: Q3 How satisfied or dissatisfied are you with the advice and support
provided on paying your rent? (Valid responses) N/A Removed
Total (860)

General Needs (684)

Sheltered (176)

51%
51%
46%

Very satisfied

2016
totals
81% Sat.
5%
Dissat.

35%
34%

Fairly satisfied

46%
12%
13%

Neither
7%
Fairly dissatisfied

Very dissatisfied

1%
1%
1%

1%
1%
1%

2016
totals
87% Sat.
4%
Dissat.

86%
85%
91%

Summary: Satisfied

Summary: Dissatisfied

2016
totals
80% Sat.
5%
Dissat.

2%
2%
2%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Unweighted sample bases shown in brackets
Arrows indicate statistically significant differences at 95% confidence level between 2018 and 2016
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4 Repairs and maintenance service
4.1 Repairs and maintenance
Over three quarters (77%) of tenants indicate satisfaction with the way the Council
deals with repairs and maintenance, with approaching four in ten (38%) stating they
are very satisfied with the way the Council deals with repairs and maintenance.
While results are very consistent with those in 2016, sheltered tenants are now
significantly more likely than general needs tenants to be satisfied in this respect (84%
cf. 77%).
Figure 11: Q2/3. How satisfied or dissatisfied are you with... The way the Council deals
with repairs and maintenance? (Valid responses)
Total (981)

General Needs (797)

Sheltered (184)

38%
37%

Very satisfied

2016
totals
79% Sat.
12%
Dissat.

49%
39%
40%
34%

Fairly satisfied

Neither

8%
8%
6%

Fairly dissatisfied

9%
9%
6%

2016
totals
79% Sat.
12%
Dissat.
2016
totals
84% Sat.
11%
Dissat.

7%
7%
4%

Very dissatisfied

77%
77%

Summary: Satisfied

84%
15%
16%
10%

Summary: Dissatisfied

0%

10%

20%

Unweighted sample bases shown in brackets

20

30%

40%

50%

60%

70%

80%

90%

Repairs and maintenance service
As illustrated below further analysis on levels of satisfaction show:
•

•

•
•

Satisfaction with the way the Council deals with repairs and maintenance largely
increases with age, from 63% of those aged under 35 to 86% of those aged over
75.
By Ward Group, general needs tenants living in Shepshed East, Shepshed West
(61%), Loughborough Ashby (64%) and Loughborough Shelthorpe (66%) are
significantly less satisfied than average with this aspect;
Sheltered tenants living in flats are significantly more likely than average to be
satisfied with the way the Council deals with repairs and maintenance (88%).
There are no significant different differences between various deprivation levels.

Figure 12: Satisfaction with the way the Council deals with repairs and maintenance?
(Valid responses)

Age - GN

Ward Group - GN

Property type SH

Levels of
deprivation

×
×72%

Under 35 (33)
36 to 45 (69)
46 to 55 (131)
56 to 65 (162)
66 to 75 (214)
Over 75 (188)

63%
61%

75%
81%
86%

A (74)
B (71)
C (50)
D (83)
E (55)
F (45)
G (113)
H (72)
I (32)
J (51)
K (67)
L (53)
M (31)

✓

85%
80%
86%
83%
64%

×76%
83%

66%

×78%

79%
74%

61%

Bedsit (49)
Flat (116)

×79%
73%
88%

1 - Least deprived (59)
2 (95)
3 (146)
4 (234)
5 - Most deprived (447)

✓

82%
81%
81%
75%
76%
0%

20%

40%

60%

80%

100%

Weighted sample bases shown in brackets
Ticks/crosses indicate statistically significant differences at 95% confidence level against total
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4.2 Offered property improvements
All respondents were asked to state whether in the last 12 months they have been
offered a new kitchen or bathroom, a new door fitted, or new central heating. As
illustrated below, a fifth (22%) of all tenants state that they were offered a new kitchen
or bathroom, a quarter (26%) a new door, and one in ten (9%) new central heating.
Overall, two in five (41%) report being offered at least one of these.
In each instance, the proportion saying they have received an offer is significantly
lower than was the case in 2016, driven by significant decreases among general
needs tenants, presumably reflecting the reduced pool of such tenants who have yet to
be offered these improvements.
As a consequence of these decreases among general needs tenants, they are no
longer significantly more likely than sheltered tenants to have been offered any
improvements (42% cf. 35%), although they remain significantly more likely to have
been offered a new door (26% cf. 18%).
Figure 13: Q7 In the last 12 months have you been offered any of the following? (Valid
responses)
Total (910)

General Needs (728)

Sheltered (182)

22%
A new kitchen or bathroom

2016: 46%
2016: 48%
2016: 12%

22%
16%

2016: 36%
2016: 37%
2016: 12%

26%
A new door fitted

26%
18%

9%
New central heating

2016: 15%
2016: 16%
2016: 12%

9%
11%

59%
None of these

58%

65%
0%
10%
20%
Weighted sample bases shown in brackets
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30%

40%
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60%

70%

2016: 35%
2016: 32%
2016: 72%
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The following groups are more likely than average to have been offered any
improvements:
•
•
•

Those with one bedroom (52%);
Those living in bungalows (55%) and flats (51%);
Those with a disability (48%).

The following groups are less likely than average to have been offered any
improvements:
•
•
•
•
•

Those with three or more bedrooms (32%);
Those living in houses (31%);
Those living in Loughborough Ashby (27%) and Anstey, Forest Bradgate (32%);
Those living in the Sorrell, Babington, Dudley and Grays Sheltered Scheme
(15%);
Female general needs tenants (38%).

In addition, the likelihood to have been offered any improvements increases with age,
from 30% of those aged under 35, to 51% of those aged over 75.
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4.3 Agree to property improvements
All respondents who stated that they were offered an improvement to their property in
the last 12 months were asked if they agreed to have this improvement work carried
out. Nine in ten (90%) who were offered improvements work agreed to have this work
done to their property, in line with the 88% who did so in 2016.
The 28 respondents who stated that they did not agree to have this improvement work
undertaken, were asked to select from a list of seven reasons, why. The most
prominent reasons were ill health (18 respondents), that the work would have caused
too much disruption (14 respondents), that they did not feel the work was necessary
(10 respondents), or that they did not like the proposed changes (8 respondents).
Those who did agree to having improvements undertaken on their property were
asked if the workers kept to the schedule, of which over half (51%) stated they always
did, 38% stated they sometimes did, and 11% stated they did not keep to the
scheduled appointments. Again, these results are very much in line with 2016.
They were also asked if the work was started after April 2018, and close to a fifth
(19%) reported that it was.
Figure 14: Q8 Did you agree to have this improvement work carried out on your
property? Q9 If you turned down the offer of a new kitchen, new bathroom or new
central heating, please tell us why? Q11. Was the work started after April 2018? Q12.
Did the workers keep to the scheduled appointments? (Valid Response)

Yes
90%
Did the workers keep to
the scheduled
appointments? (225)

Agreed to
property
improvements

Yes always = 51%
Yes sometimes = 38%
No = 11%

No
10%

Ill heath

18

The work would have caused too much disruption

14

I did not feel the work was necessary

10

I did not like the proposed changes

8

We did the work ourselves

6

Inconvenient at the time

5

Other
The work had already been done
Unweighted sample base = 356 / 28 / 225
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4.4 Satisfaction with property improvements
All respondents who indicated having improvements work carried out in the last 12
months were asked how satisfied or dissatisfied they were with various aspects of this
work.
With nine in ten (90%) indicating satisfaction, tenants were most satisfied with the
attitude of workers and the information they received before the work started. Tenants
were least satisfied with how long it took to complete (74%), with one in five (20%)
indicating dissatisfaction with this aspect.
Generally, results are largely consistent with 2016, with the exception that there has
been a significant reduction in levels of dissatisfaction with being told when workers
would call, from 17% to 9%.
Figure 15: Q10. Thinking about the improvement work (new kitchen, new bathroom,
new central heating), how satisfied or dissatisfied were you with...? (Valid Response)
The attitude of workers (246)

90%

5% 4%

The information you received before the
work started (255)

90%

5%5%

Overall quality of work (246)

87%

4% 9%

Being told when workers would call (255)

85%

6% 9%

Keeping dirt and mess to a minimum (247)

83%

8%

How long it took to complete (243)

74%
0%

Summary: Satisfied

Neither

6%
50%

9%

20%
100%

Summary: Dissatisfied

Unweighted sample bases shown in bracket
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4.5 Responsive repairs carried out in the last 12 months
Respondents were all asked to indicate if, other than the new kitchen, new bathroom
or new central heating work previously outlined, they have had a responsive repairs
completed in the last 12 months. Half (50%) of all tenants indicate that they have had a
repair completed in the last 12 months, in line with 2016 (48%).
Again, there are no significant differences in the proportion of general needs and
sheltered tenants reporting responsive repairs, but those living in Anstey, Forest
Bradgate (62%) and Shepshed East, Shepshed West (63%) are significantly more
likely than average to report having responsive repairs, and those living in Barrow and
Sileby West, Sileby, The Wolds (34%) and Loughborough Shelthorpe (36%)
significantly less so.
Of those tenants who had a repair completed in the last 12 months, over nine in ten
(95%) indicate that the repair appointment was kept, a significant improvement on the
91% who did so in 2016.
Figure 16: Q13. Other than the new kitchen, new bathroom, new central heating work
outlined above, have you had a repair completed within the last 12 months? Q14. If
you had an appointment for this repair was it kept? (Valid Response)

Tenure

Yes
50%

No
50%

Yes
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95%

No

3%

Did not have an appointment

2%

Unweighted sample base = 927 / 434

General needs = 50%
Sheltered = 44%
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4.6 Satisfaction with responsive repairs
All respondents who indicated reporting a repair in the previous 12 months were asked
how satisfied or dissatisfied they were with various aspects of the repair. As is typical
for findings on repairs and maintenance, satisfaction is highest with the attitude of
workers (94% satisfied); by contrast satisfaction is lowest with the repair being done
‘right first time’ (82%) with 13% indicating dissatisfaction with this aspect, although the
majority remain satisfied.
Results are highly consistent with those in 2016.
Figure 17: Q15. Thinking about your last completed repair, how satisfied or
dissatisfied were you with...? (Valid Response)

The attitude of workers (428)

94%

4% 2%

Keeping dirt and mess to a minimum (429)

94%

2%4%

Being told when the operative would
attend to carry out the repair (436)

92%

3% 5%

The time of the appointment (440)

89%

7% 3%

How long it took to complete the repair
(427)

89%

5%6%

The time taken before work started (418)

86%

6% 8%

The overall quality of work (430)

85%

6% 8%

The repair being done 'right first time'
(429)

Summary: Satisfied

0%
Neither

82%

5% 13%

50%
Summary: Dissatisfied

100%

Weighted sample bases shown in brackets
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5 Neighbourhood
5.1 Neighbourhood as a place to live
Close to eight in ten (78%) tenants are satisfied with their neighbourhood as a place to
live, with around four in ten very satisfied (39%). One in six (15%) tenants are
dissatisfied with the neighbourhood as a place to live.
Results are very consistent with 2016, with sheltered tenants remaining significantly
more satisfied with the neighbourhood as a place to live than general needs tenants
(92% cf. 77%).
Figure 18: Q2/2. How satisfied or dissatisfied are you with ...? : Your neighbourhood
as a place to live? (Valid responses)
Total (973)

General Needs (790)

Sheltered (183)

39%
37%

Very satisfied

70%
39%
40%

Fairly satisfied

2016 totals
81% Sat.
13% Dissat.

23%
8%
8%
3%

Neither

8%
9%

Fairly dissatisfied

2016 totals
80% Sat.
13% Dissat.

1%

2016 totals
95% Sat.
3% Dissat.

6%
7%
3%

Very dissatisfied

78%
77%

Summary: Satisfied

92%

15%
15%

Summary: Dissatisfied
4%
0%

10%

20%

Unweighted sample bases shown in brackets
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As illustrated overleaf, further analysis on satisfaction with the neighbourhood as a
place to live shows that:
•
•

•
•

•

•
•

•

General needs tenants living in a two-bedroomed home are less likely than
average to be satisfied with their neighbourhood as a place to live (70%);
General needs tenants living in a bungalow (91%) are significantly more satisfied
than average and those living in either a flat (71%) or maisonette/bedsit (56%)
less so;
Sheltered tenants living in flats are more satisfied than those living in bedsits
(96% cf. 86%).
Tenants living in Loughborough Hastings, Loughborough Lemyngton (53%)
continue to be the least satisfied with their neighbourhood as a place to live, while
those living in Anstey, Forest Bradgate and Shepshed East, Shepshed West are
more likely than average to be satisfied with their neighbourhood (both 89%).
Sheltered tenants living in Arnold Smith House, Beresford & St. Peters (93%),
Sorrell, Babington, Dudley and Grays (92%) and Back Lange, Durham Road, St
Pauls (97%) are more satisfied than average.
Satisfaction increases with age, from 54% of those aged up to 35, up to 89% of
those aged over 75.
Those tenants who stated in the survey that they experienced anti-social
behaviour in the last 12 months are again unsurprisingly significantly less
satisfied with the neighbourhood as a place to live than tenants who did not
indicate experiencing anti-social behaviour (50% cf. 87%).
As may be expected, those least deprived are significantly more satisfied with
their neighbourhood as a place to live than those who are most deprived (91% cf.
73%).
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Figure 19: Satisfaction with the neighbourhood as a place to live? (Valid responses)
Bedrooms

Property
type - GN

Property
type - SH
Property
type - GN

Ward
group - GN

Sheltered
scheme

One (395)
Two (122)
Three or more (273)
Bungalow (146)
Flat (342)
House (289)
Maisonette/bedsit (62)

75%
70%
81%

×

91%
71%
56%

×
80%

×

Bedsit (49)
Flat (115)
A (74)
B (69)
C (50)
D (81)
E (54)
F (45)
G (113)
H (71)
I (32)
J (49)
K (68)
L (53)
M (31)

86%

✓
89% ✓
96%

77%
85%
85%
70%
82%
53%

×

73%
84%
82%
81%
89%

64%

Aingarth & Fielding (34)
Arnold Smith House, Beresford & St Peters (31)
Sorrell, Babington, Dudley & Grays (52)
Back Lane, Durham Road & St Pauls (33)
Riversdale, St Michaels & Martin (33)

Age - GN

Experienced
ASB

Levels of
deprivation

35 or under (33)
36 to 45 (69)
46 to 55 (132)
56 to 65 (161)
66 to 75 (213)
Over 75 (182)

Yes (242)
No (689)
1 - Least deprived (59)
2 (95)
3 (145)
4 (231)
5 - Most deprived (443)

✓

✓

91%
93%
92%
97%
90%

✓
✓
✓

54%

×69%
×
70%
74%
81%
89%

50%

×

✓

✓
91%
✓
81%
87%

83%
80%
73%

×

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Unweighted sample bases shown in brackets
Ticks/crosses indicate statistically significant differences at 95% confidence level against total
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5.2 Estate improvements
All respondents were asked to select, from a list of seven improvements, which three
improvements they would most like to see. As was the case in 2016, the most
commonly selected estate improvements were for new fencing (48%, although this
was selected mostly by general needs tenants), or additional car parking (44%).
Results are generally very consistent with 2016, with the exception that there has been
a significant reduction in the proportion of sheltered tenants who would like to see
improvement in the cleaning of communal hallways, entrances and stairs (from 15% to
6%).
Figure 20: Q6 Out of the following list of improvements, which three improvements
would you most like to see? (Valid responses)
Total (844)

General Needs (720)

Sheltered (124)
48% 2016: 47%
49% 2016: 49%

New fencing
17%

2016: 16%
44%
45%

Additional car parking
in your
neighbourhood

36%
37%
37%

External painting
30%

34%
34%

Additional exterior
lighting (not street
lighting)

40%
18%
18%

Internal painting of
hallways, stairs and
landings (flat only)
Cleaning of
communal hallways,
entrances and stairs
(flat only)
Improvements to
garages

24%
17%
18%
6%
7%
7%
5%

2016: 44%
2016: 44%
2016: 38%
2016: 39%
2016: 39%
2016: 35%
2016: 35%
2016: 36%
2016: 32%
2016: 20%
2016: 20%
2016: 29%
2016: 18%
2016: 18%
2016: 15%
2016: 5%
2016: 5%
2016: 5%

0%
10%
20%
30%
40%
50%
60%
Unweighted sample bases in parentheses
Arrows indicate statistically significant differences at 95% confidence level between 2018 and 2016
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Clearly general needs tenants living in different types of homes will have different
priorities, and this is illustrated below.
For those living in bungalows the three top priorities are car parking (54%), external
painting (52%) and new fencing (49%).
For those living in flats the three top priorities are car parking (45%), internal painting
of hallways, stairs and landings and cleaning of communal hallways, entrances and
stairs (both 44%).
For those living in houses the three top priorities are new fencing (71%), additional
lighting (34%) and car parking (54%).
Figure 21: Q6 Out of the following list of improvements, which three improvements
would you most like to see? (Valid responses)
Bungalow (133)

Flat (320)

House (257)
54%

Additional car parking
in your
neighbourhood

45%
42%
52%

External painting

33%
39%
49%

New fencing

25%

71%
29%
24%

Additional exterior
lighting (not street
lighting)

45%
11%
9%

Improvements to
garages

4%

Internal painting of
hallways, stairs and
landings

0%

Cleaning of
communal hallways,
entrances and stairs

0%

44%
0%

44%
0%

0%
20%
Unweighted sample bases in parentheses
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6.1 Opportunity to make views known
Two thirds (66%) are satisfied that the Council’s Housing Service gives them the
opportunity to make their views known, in line with the 69% who did so in 2016.
Sheltered tenants continue to be significantly more satisfied compared to general
needs (82% satisfied cf. 65%), however, this continues to be driven by a relatively high
proportion of general needs tenants who are neither satisfied nor dissatisfied (26%).
Outright dissatisfaction remains at one in ten or below amongst both tenure types.
Figure 22: Q4/1. How satisfied or dissatisfied are you that the Council's Housing
Service... Gives you the opportunity to make your views known (Valid responses)
Total (937)

General Needs (750)

Sheltered (187)

28%
27%

Very satisfied

45%
38%
38%
38%

Fairly satisfied

2016 totals
69% Sat.
8% Dissat.

25%
25%

Neither
12%
Fairly dissatisfied

Very dissatisfied

6%
6%
3%

2016 totals
69% Sat.
8% Dissat.

4%
4%
3%

2016 totals
78% Sat.
9% Dissat.

66%
65%

Satisfied

82%
10%
10%

Dissatisfied
6%

0%
10%
20%
30%
Unweighted sample bases shown in brackets

40%

50%

60%

70%

80%

90%
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As illustrated overleaf, further analysis on the levels of satisfaction by subgroups
shows:
•

•

•
•

•
•

General needs tenants living in a three-bedroom property are significantly less
likely than average to be satisfied that the Council’s Housing Service gives them
the opportunity to make their views known (61%);
General needs tenants living in a bungalow (75%) are significantly more satisfied
than average with the opportunities to make views known and general needs
tenants living in a house (61% are significantly less satisfied than average;
Sheltered tenants living in a flat are significantly more satisfied than average in
this respect than those living in bedsits (91% cf. 67%);
Sheltered tenants living in Arnold Smith House, Beresford & St. Peters (82%),
Sorrell, Babington, Dudley and Grays (90%) and Back Lange, Durham Road, St
Pauls (85%) are more satisfied than average;
Again satisfaction tends to increase with age, from 56% of those aged 35 or
under, to 71% of those aged over 75.
Those contacting the Housing Service in the last 12 months are significantly less
likely to be satisfied compared to those who have not (61% cf. 71%).

By Ward Group, and not shown in the figure below, the only notable difference is that those
living in Loughborough Shelthorpe are significantly less likely than average to be satisfied
that the Council’s Housing Service gives them the opportunity to make their views known
(50%).
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Figure 23: Satisfaction that the Council's Housing Service gives you the opportunity
to make your views known (Valid responses)
One (374)
Number of
bedrooms - GN

69%

Two (119)

62%

Three or more (257)

61%

×

Bungalow (137)

75%

Flat (329)

Property type GN

66%

House (271)

61%

×

Maisonette/bedsit (62)

67%

Bedsit (49)

67%

Property type SH

Flat (119)

91%

Aingarth & Fielding (35)

✓
85% ✓
90%

Back Lane, Durham Road & St Pauls (32)
Riversdale, St Michaels & Martin (33)

36 to 45 (69)
Age - GN

46 to 55 (130)
56 to 65 (154)

74%

56%

×
55%
×

50%

63%

66 to 75 (200)

75%

Over 75 (164)

Contacted Housing
Service in the last 12
months

Yes (465)
No (433)

✓

82%

Sorrell, Babington, Dudley & Grays (52)

35 or under (33)

✓

76%

Arnold Smith House, Beresford & St Peters (35)
Sheltered
scheme

✓

✓

71%

61%

×
71%

✓

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Unweighted sample bases shown in brackets
Ticks/crosses indicate statistically significant differences at 95% confidence level against total
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6.2 Listening to views and acting upon them
While over half (55%) of all tenants are satisfied that the Council’s Housing Service
listens to their views and acts upon them, this represents a decrease on the 62% wo
did so in 2016, although this is more as a result of an increase in the proportion
offering a neither/nor response than an increase in dissatisfaction.
This decrease is driven by general needs tenants, while in contrast sheltered tenants’
satisfaction has shown a directional increase, increasing the significance of the gap
between the two tenant groups.
Figure 24: Q4/2. How satisfied or dissatisfied are you that the Council's Housing
Service... Listens to your views and acts upon them (Valid responses)
Total (915)

General Needs (731)

Sheltered (184)

21%
20%

Very satisfied

30%
34%
33%

Fairly satisfied

45%

2016 totals
62% Sat.
15% Dissat.

28%
29%

Neither
15%
10%
11%
7%

Fairly dissatisfied

2016 totals
62% Sat.
15% Dissat.

7%
7%

Very dissatisfied

2016 totals
69% Sat.
13% Dissat.

3%

55%
53%

Satisfied

75%
17%
18%

Dissatisfied
11%

0%
20%
40%
60%
80%
Unweighted sample bases shown in brackets
Arrows indicate statistically significant differences at 95% confidence level between 2018 and 2016
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As illustrated overleaf, breaking these figures down by key subgroups shows:
•

General needs tenants living in a bungalow are significantly more satisfied than
average (63%) that the Council’s Housing Service listens to their views and acts
upon them, as are sheltered tenants who live in flats (82%);
Sheltered tenants living in Sorrell, Babington, Dudley and Grays and those living
in Back Lane, Durham Road and St Pauls are more likely than average that the
Council’s Housing Service listens to their views and acts upon them (both 86%);
Those contacting the Housing Service in the last 12 months continue to be
significantly less likely to be satisfied than those who have not (50% cf. 60%).

•

•

Figure 25: Satisfaction that the Council's Housing Service listens to your views and
acts upon them (Valid responses)
Bingalow (130)
Property type –
GN

Flat (320)

53%

House (269)

52%

Maisonette/bedsit (58)

Property type –
SH

Sheltered
scheme

63%

✓

49%

Bedsit (46)

61%

Flat (119)

82%

Aingarth & Fielding (33)

68%

Arnold Smith House, Beresford & St Peters (33)

69%

✓

Sorrell, Babington, Dudley & Grays (51)

86%

Back Lane, Durham Road & St Pauls (34)

86%

Riversdale, St Michaels & Martin (33)

Contacted Housing
Service in last 12
months

Yes (460)
No (419)

✓
✓

60%

50%

×
60%

✓

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%100%
Unweighted sample bases shown in brackets
Ticks/crosses indicate statistically significant differences at 95% confidence level against total
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6.3 Keeping tenants informed
Tenants were asked how good or poor they feel the Housing Service is at keeping
them informed about things that might affect them as tenants. Three quarters (75%) of
tenants are satisfied that this is done, a significantly lower proportion than the 81%
who did so in 2016, with the declines driven by general needs tenants.
However, this is as a result of an increase in neither/nor responses rather than an
increase in dissatisfaction, where levels have remained stable (9% cf. 8% in 2016).
Nevertheless, this does mean that general needs tenants are now significantly less
positive than sheltered tenants on this measure (74% cf. 84%).
Figure 26: Q4/3. How satisfied or dissatisfied are you that the Council's Housing
Service...Keeps you informed about things that might affect you as a tenant (Valid
responses)
Total (938)

General Needs (758)

Sheltered (180)

37%
37%
37%

Very satisfied

38%
37%

Fairly satisfied

47%
16%
17%

Neither

2016 totals
81% Sat.
8% Dissat.

9%
Fairly dissatisfied

Very dissatisfied

4%
4%
3%

2016 totals
80% Sat.
8% Dissat.

2016 totals
85% Sat.
6% Dissat.

5%
5%
4%

75%
74%

Summary: Satisfied

84%
Summary: Dissatisfied

9%
9%
7%

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%
Unweighted sample bases shown in brackets
Arrows indicate statistically significant differences at 95% confidence level between 2018 and 2016
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Further analysis on the levels of satisfaction indicated by the different subgroup finds:
•

•
•

General needs tenants living in a maisonette/bedsit are significantly less likely to
indicate satisfaction the Council’s Housing Service keeps tenants informed than
average (51%);
Sheltered tenants living in flats are significantly more likely than average to be
satisfied that the Council’s Housing Service keeps tenants informed (90%);
Sheltered tenants living in Sorrell, Babington, Dudley and Grays (88%) and those
living in Back Lane, Durham Road and St Pauls (91%) are more likely than
average to be satisfied in this respect.

By Ward Group, the only significant differences are that general needs tenants living in
Loughborough Dishley & Hathern, Loughborough Garendon are significantly more
likely than average to be satisfied that the Council’s Housing Service keeps tenants
informed (89%), and those living in Loughborough Shelthorpe are significantly less
likely than average to be so (64%).
Figure 27: Satisfaction that the Council's Housing Service keeps you informed about
things that might affect you as a tenant (Valid responses)
Bungalow (138)
Property
type – GN

80%

Flat (327)

73%

House (280)
Maisonette/bedsit (59)

Property
type – SH

Sheltered
scheme

Bedsit (46)

76%
51%

×
70%

Flat (115)

Aingarth & Fielding (34)

Arnold Smith House, Beresford & St Peters (31)

90%

83%
77%

✓
91% ✓

Sorrell, Babington, Dudley & Grays (51)

88%

Back Lane, Durham Road & St Pauls (32)
Riversdale, St Michaels & Martin (32)

✓

77%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%100%

Unweighted sample bases shown in brackets
Ticks/crosses indicate statistically significant differences at 95% confidence level against total
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6.4 Communication preference
All tenants were asked by what means they prefer to be kept informed, from a given
list of methods. As the figure below indicates, there continues to be a clear preference
for printed materials, whether via printed newsletter (71%) or letter (56%).
General needs tenants are significantly more likely than sheltered tenants to prefer
electronic newsletter (17% cf. 5%), and information on the website (7% cf. 0%).
While the response options for this question have changed to include letter this year,
making direct comparison impossible, it is interesting to note that there has been a
significant increase in the proportion preferring text communication, from 6% to 12%.
Few tenants prefer social media platforms, even those with internet access (6%
Facebook and 1% Twitter).
Figure 28: Q5 What is your preferred method of being informed about things that
might affect you as a tenant? (Valid responses)
Total (979)

General Needs (793)

Sheltered (186)
71%
71%
75%

Printed newsletter posted to you
56%
57%
50%

Letter
Electronic newsletter sent to you
by email

5%

12%
13%
11%

Text

Information on website
0%

7%
8%

3%
4%
2%

Facebook

Twitter

16%
17%

1%
1%
0%
0%

20%

Unweighted sample bases shown in brackets
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7 Tenant involvement
7.1 Interest in involvement activities
Respondents were asked which of a number of ways of getting involved with
Charnwood Borough Council they would like to receive more information about.
As was the case in 2016, only two in five (39%) of all tenants offered a response to this
question. Within this group, requests for information about completing surveys are the
most common (83%), and this is true for both general needs (84%) and sheltered
tenants (71%), although significantly higher amongst the former.
Sheltered tenants are more likely than general needs to request information about
attending meetings (20% cf. 12%), and about attending the Charnwood Housing
Residents Forum (14% cf. 7%).
While changes to the response categories for this question preclude making direct
comparisons with 2016, there is evidence that sheltered tenants have become less
likely to want information about face-to-face methods of getting involved, such as
attending meetings, joining a tenant group or attending one of the Forums, and more
likely to want information about completing surveys.
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Figure 29: Q16 There are a number of ways in which you can get involved with
Charnwood Borough Council. Are you interested in Charnwood Borough Council
sending you more information about any of the following please put a X in as many
boxes as apply (Valid responses)
Total (397)

General Needs (304)

Completing surveys

71%

Attending meetings

12%
12%

Joining a tenants group / community

11%
11%
13%

Attending the Senior Citizens Forum

11%
11%
15%

Attending an Estate Walkabout

Sheltered (93)
83%
84%

20%

11%
11%
7%

Attending the Charnwood Housing Residents
Forum

8%
7%

Becoming a Member of the Housing
Management Advisory Board

8%
8%
6%

Attending a Tenant Networking Event

6%
6%
5%

Attending a focus group

5%
5%
6%

Being a member of an interview panel for
recruitment to senior vacant posts

5%
5%
5%

Being a member of the Readers' Panel

4%
4%
4%

14%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%
Unweighted sample bases shown in brackets
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7.2 Opportunities to become involved in decisions
On the theme of involvement, tenants were also asked to rate the opportunities
available to become involved in decisions that may affect them. As was the case in
2016, a relatively low proportion are satisfied (53%); however, just 8% are dissatisfied,
with a high proportion (39%) neither satisfied nor dissatisfied.
Sheltered tenants continue to be significantly more satisfied on this measure than
general needs tenants (63% cf. 53%).
Figure 30: Q17 How satisfied or dissatisfied are you with opportunities to become
involved in decisions that may affect you? (Valid responses)
Total (832)

General Needs (663)

Sheltered (169)

23%
23%
20%

Very satisfied

30%
30%

Fairly satisfied

43%
39%
40%

Neither

2016 totals
57% Sat.
5% Dissat.

31%
Fairly dissatisfied

Very dissatisfied

5%
5%
3%

2016 totals
67% Sat.
10% Dissat.

2016 totals
56% Sat.
5% Dissat.

3%
3%
3%

53%
53%

Summary: Satisfied

63%

Summary:
Dissatisfied

8%
8%
6%

0%
10%
20%
Unweighted sample bases shown in brackets

30%

40%

50%

60%

70%
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7.3 Views are being listened to
Tenants were also asked to rate how satisfied or dissatisfied they are that their views
are being listened to. Less than half (48%) of all tenants are satisfied that this is the
case, a significant decline since 2016 (55%).
While there have been declines for both sheltered (from 64% to 57%) and general
needs (from 54% to 47%) tenants, the decline for the latter is statistically significant,
and satisfaction among this group remains significantly lower than among sheltered
tenants.
However, it should be noted that levels of dissatisfaction have not increased notably,
and that the declines are driven by an increase in ‘neither’ responses.
Figure 31: Q18 How satisfied or dissatisfied are you that your views are being listened
to? (Valid responses)
Total (844)

General Needs (671)

Sheltered (173)

16%
16%
16%

Very satisfied

32%
31%

Fairly satisfied

40%
36%
36%

Neither

2016 totals
55% Sat.
14% Dissat.

30%
8%
8%
8%

Fairly dissatisfied

8%
8%

Very dissatisfied

2016 totals
64% Sat.
13% Dissat.

2016 totals
54% Sat.
14% Dissat.

5%

48%
47%

Summary: Satisfied

57%
Summary:
Dissatisfied

17%
17%
14%

0%
10%
20%
30%
40%
50%
60%
Unweighted sample bases shown in brackets
Arrows indicate statistically significant differences at 95% confidence level between 2018 and 2016

44

Contact

8 Contact
8.1 Contact in the last 12 months
Just over half (54%) of tenants state that they have contacted the Council about a
housing issue in the last twelve months, a significant reduction on the 62% who did so
in 2016. General needs tenants remain particularly likely to have done this (55% cf.
37% of sheltered tenants).
Those aged 35 and under are significantly more likely than all other age groups to
have contacted the Council about a housing issue (85%).
The large majority of those contacting the Council about housing continue to do so by
telephone (88%), although a relatively high proportion also say that they visit in person
(17%). Contact via the website is low (8%) even amongst those with internet access
(12%).
Figure 32: Q19 Have you contacted the Council about a housing issue within the past
12 months? Q20 How did you contact the Council? (Valid responses)
Tenure
General needs = 55%
Sheltered = 37%

No
46%

Yes
54%

By telephone via the contact
centre

88%

In person
Via our website

Age (general needs)
35 and under = 85%
36-45 = 58%
46 -55 = 64%
56-65 = 56%
66-75 = 50%
75+ = 45%

17%
8%

By letter

5%

Other

5%

Unweighted sample base = 954 / 486
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8.2 Satisfaction with contact
Most of those making contact by telephone were satisfied with how quickly their call
was answered (79%), as was the case in 2016. Those making contact (by any means)
were also satisfied with the ability of the staff member to deal with their enquiry quickly
and efficiently (78%).
As is typical with research of this kind, satisfaction is lowest with the final outcome of
the enquiry, with 64% satisfied but one in four (26%) dissatisfied, including 18% who
were very dissatisfied.
Results are highly consistent with 2016.
Figure 33: Q21-Q23. How satisfied or dissatisfied were you with the following...? (Valid
responses)

How quickly your call was answered (451)

79%

7% 13%

Ability of the person you dealt with to deal
with your enquiry efficiently and quickly (471)

78%

9% 14%

The final outcome (472)

64%
0%

Satisfied
Unweighted sample bases shown in brackets
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9 Internet access
There has been little change in the proportion of tenants who access the internet either
overall (62% cf. 58% in 2016), or by tenant group who do not have access (general
needs 37% cf. 41%, sheltered 65% cf. 71%).
However, there has been a significant shift towards accessing the internet via smart
phone or tablet (from 36% to 43%), and away from home access (from 40% to 35%)
such that the former is now the most common method of accessing the internet. These
shifts are evident for both general needs and sheltered tenants.
Figure 34: Q24 What method(s) do you currently use to access the internet...? (Valid
responses)
Total (883)

General Needs (718)

Sheltered (165)

2016: 40%
2016: 41%
2016: 16%

35%

From home using a
computer or laptop

36%
18%

2016: 36%
2016: 38%
2016: 13%

43%

Via a mobile phone / smart
phone / tablet

45%
22%

2016: 9%
2016: 9%
2016: 6%

7%

In other such places such
as work or a public library

7%
4%
38%

Do not have access to the
internet

37%
65%
0%

20%

40%

60%

2016: 42%
2016: 41%
2016: 71%
80%

Unweighted sample bases shown in brackets
Arrows indicate statistically significant differences at 95% confidence level between 2018 and 2016
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10 Anti-social behaviour
All respondents were asked if they have been a victim of, or witnessed, anti-social
behaviour (ASB) in the last 12 months. Around one in four tenants state they have
experienced ASB in the last 12 months (27%), in line with 2016 (26%).
General needs tenants continue to be significantly more likely to have experienced
ASB than sheltered tenants (27% cf. 18%). By property type, general needs tenants
living in a flat (35%) or bedsit (37%) are most likely to have experienced ASB.
By Ward Group experience of ASB continues to be highest for general needs tenants
living in Loughborough Hastings, Loughborough Lemyngton (42%), although the high
levels of ASB noted in Loughborough Storer in 2016 (39%) are less evident (30%).
Those respondents who stated experiencing ASB in the last 12 months were asked if
they reported this to the Council. As was the case in 2016, only around half (48%) of
those who experienced ASB reported it to the Council. Thirty-one of the thirty-eight
individuals who said they reported this to another agency reported it to the police.
Reasons for not reporting focus on fear of reprisal/not ‘rocking the boat’, a belief that
nothing will come of it, or they have reported it to another organisation.
Figure 35: Q25 Have you been a victim of, or witnessed, anti-social behaviour in your
neighbourhood in the last 12 months? Q26 Did you report this anti-social behaviour to
the Council? (Valid Response)

Yes
27%

Tenure
General needs = 27%
Sheltered = 18%

Victim of, or
witnessed
ASB
No

Property type - GN
Bungalow = 23%
Flat = 35%
House = 21%
Maisonette/bedsit = 37%

73%

No Reported
52%
ASB

Unweighted sample base = 962 / 244

48

Yes
48%

Why not?
Fear of reprisal = 27%
No action is taken = 25%
Reported to other org = 23%

Anti-social behaviour

10.1 Final outcome of anti-social behaviour complaint
All respondents who reported ASB to the Council in the last 12 months were asked
how satisfied or dissatisfied they were with the length of time it took to resolve the ASB
complaint. Around one in three (33%) were satisfied with the length of time it took to
resolve the ASB complaint, however a similar proportion were dissatisfied with the
length it took (35%), much in line with 2016.
Again the most prominent response provided by tenants is that they were very
dissatisfied with how long it took to resolve the ASB complaint (25%).
Around one in five (21%) tenants who reported ASB in the last 12 months state that
their complaint is still ongoing.
Figure 36: Q29 How satisfied or dissatisfied were you with how long it took to resolve
your anti-social behaviour complaint? (Valid responses)
2018 (124)

2016 (116)
14%

Very satisfied

18%
19%
18%

Fairly satisfied

12%

Neither

9%
10%
8%

Fairly dissatisfied

25%
26%

Very dissatisfied
21%
20%

Anti-social behaviour complaint is still ongoing

33%
36%

Summary: Satisfied

35%
34%

Summary: Dissatisfied
0%

5%

10%

15%

20%

25%

30%

35%

40%

Unweighted sample bases in parentheses
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11 Sheltered tenants
All sheltered respondents were asked to rate how satisfied or dissatisfied they are with
four different aspects of sheltered housing. As illustrated below, satisfaction remains
very high (>88%) for all aspects, and has increased significantly in relation to the
service provided by their warden (from 85% to 92%), making this the highest rated
aspect in 20018.
Figure 37: Q30. How satisfied or dissatisfied are you with ...? (Valid Response –
Sheltered only)
Satisfied

Neither

Dissatisfied

The service provided by your warden (186)

92%

3%6%

The alarm service (182)

90%

4% 6%

Your communal facilities e.g. lounge (183)

90%

4%6%

The quality of your accommodation (181)

89%

3% 8%

0%

20%

40%

60%

80%

100%

Unweighted sample bases shown in brackets

Analysis on the satisfaction levels for these four aspects by scheme shows that:
•
•

Sheltered tenants living in Riversdale, St Michaels, & Martin are significantly less
satisfied with the service provided by their warden than average;
By contrast, those living in Back Lane, Durham Road and St Pauls are universally
positive about the service their warden provides and the alarm system;

Table 3: Satisfaction with different aspects of sheltered housing by scheme (valid
responses)

Aingarth
&
Fielding

Arnold
Smith
House,
Beresford &
St Peters

Sorrell,
Babington,
Dudley &
Grays

Back Lane,
Durham
Road & St
Pauls

Riversdale,
St
Michaels &
Martin

The service provided by your warden

89%

94%

94%

100%

80%

The alarm service

91%

81%

94%

100%

83%

Your communal facilities e.g. lounge

85%

97%

92%

84%

90%

The quality of your accommodation

89%

90%

87%

97%

93%

Service aspect
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12 Cleanliness of internal shared areas
All respondents were asked whether they have a shared entrance, stairs or corridors.
Over a third (36%) report that they do, with this rising to close to three quarters (71%)
of sheltered tenants.
In 2016 only respondents who live in a flat were asked how satisfied or dissatisfied
they are with the cleanliness of internal shared areas, whereas this year this question
included all those with a shared area.
Overall, around half (49%) of all tenants with a shared area indicate satisfaction with
its cleanliness, in line with the 45% of those living in flats who did so in 2016.
However, this again masks considerable differences between general needs and
sheltered tenants that was evident in 2016: while 92% of sheltered tenants are
satisfied with the cleanliness of internal shared areas (cf. 94% in 2016), this falls to
42% of general needs tenants (compared to 39% in 2016).
Correspondingly, while only 6% of sheltered tenants are dissatisfied in this respect (cf.
4% in 2016), this rises to 43% of general needs tenants (cf. 50% in 2016).
Figure 38: Q32 How satisfied or dissatisfied are you with the cleanliness of these
internal shared areas? (Valid responses)
Total (336)

General Needs (213)

Very satisfied

15%

Sheltered (123)

23%
72%

26%
27%
21%

Fairly satisfied

Neither
2%

13%
15%
15%
17%

Fairly dissatisfied
0%
Very dissatisfied
6%

23%
26%

Summary: Satisfied

42%

Summary: Dissatisfied
6%

0% 10% 20% 30%
Unweighted sample bases shown in brackets

49%
92%

38%
43%
40%

50%

60%

70%

80%

90% 100%
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Appendix: Statement of Terms
Compliance with International Standards
BMG complies with the International Standard for Quality Management Systems
requirements (ISO 9001:2015) and the International Standard for Market, opinion and social
research service requirements (ISO 20252:2012) and The International Standard for
Information Security Management (ISO 27001:2013).
Interpretation and publication of results
The interpretation of the results as reported in this document pertain to the research problem
and are supported by the empirical findings of this research project and, where applicable,
by other data. These interpretations and recommendations are based on empirical findings
and are distinguishable from personal views and opinions.
BMG will not publish any part of these results without the written and informed consent of the
client.
Ethical practice
BMG promotes ethical practice in research: We conduct our work responsibly and in light of
the legal and moral codes of society.
We have a responsibility to maintain high scientific standards in the methods employed in
the collection and dissemination of data, in the impartial assessment and dissemination of
findings and in the maintenance of standards commensurate with professional integrity.
We recognise we have a duty of care to all those undertaking and participating in research
and strive to protect subjects from undue harm arising as a consequence of their
participation in research. This requires that subjects’ participation should be as fully informed
as possible and no group should be disadvantaged by routinely being excluded from
consideration. All adequate steps shall be taken by both agency and client to ensure that the
identity of each respondent participating in the research is protected.
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With more than 25 years’ experience, BMG
Research has established a strong reputation
for delivering high quality research and
consultancy.
BMG serves both the public and the private
sector, providing market and customer insight
which is vital in the development of plans, the
support of campaigns and the evaluation of
performance.
Innovation and development is very much at the
heart of our business, and considerable
attention is paid to the utilisation of the most up
to date technologies and information systems to
ensure that market and customer intelligence is
widely shared.

