
 

Customer Standards Review ï detailed report for Customer Review Group 
 

Introduction 
 
To deliver a high standard housing service we must focus on the things that matter most to our tenants and leaseholders. So, we need an up-to-date 
set of Landlord Commitments which focus on delivering the services that customers most value.  We also need to make sure that we deliver on these 
Commitments, so we will also have a set of performance measures which show how well we are performing against them. 
 

Consultation done so far 
 
We first needed to find out from our tenants and leaseholders what they most want from us as their landlord.  So, we ran a customer survey asking 
questions about the different services that we deliver.  
 
To make sure as many people as possible could take part, we offered it as both an online and telephone survey.  It ran for about 8 weeks, to give 
people plenty of chance to complete it, and we promoted it on our Facebook page and in our tenant bulletin.  We also made sure that new tenants 
signing up for their tenancy were given information about how to take part.   
 
We kept checking the age ranges, ethnicity and postcodes of people completing the survey.  That way, if there were any particular groups of people 
who were not represented in the consultation, we were able to focus the telephone surveys on those groups to make sure their views were heard.   
 
For example, early in the consultation we became aware that not many younger tenants were completing it, even though a high proportion of our 
tenants are younger.  So, we asked Viewpoint ï the organisation undertaking the telephone surveys for us ï to focus on contacting younger tenants. 
 
 

Next steps 
 
The survey closed in early May, and we have been busy looking at all the feedback from it.  Based on all the responses people gave us, we have 
drafted the first version of the new Landlord Commitments.  We now need to find out what customers think of these. 
 
To do this, we have all of you - our group of over 300 customers who volunteered to be part of our óReview Groupô (this was a question included in the 
original survey ï online and over the telephone - so everyone had the opportunity to volunteer).   
 
We are now giving you this detailed report of all the consultation feedback and a copy of the draft new Landlord Commitment (on the separate 
document we sent you).  Once you have had chance to read all of this information, you can then let us know what you think of the Commitments and if 
you feel that they do properly reflect what people told us.   
 
We will do this in a variety of ways, to best suit you.  We should already have been in touch with you to ask how you would like to give us your 
feedback ï as an online survey, a telephone discussion, by post on a paper survey or in an online group discussion. 
 



Who took part in the consultation? 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
 
 

We had 1,183 responses to the survey 
in total: 
   
Å 783 Online surveys 
Å 400 Telephone surveys 

 
Å 1,107 were from council tenants 
Å 76 were from leaseholders 
 

Age 
 

The 55-64 age bracket has the highest response 
rate in total across both surveys 
 
The 55-64 age bracket also has the highest 
response rate for the online survey 
 
But the 25-34 age bracket has the highest 
response rate for the telephone survey. 
 

Ethnicity 
 
76% are from a White British 
background  
 
4% are from an Other White 
Background 
 
11% are from a Black, Asian or 
minority ethnic background 
 
9% did not answer this question / 
preferred not to say 
 

Sex 
 

There has been a slightly 
higher response rate from 
females (57%)  
 

Postcode /Area 
 

We have had the most responses 
from the S5 postcode (13%) 
 

We often struggle to get a good spread of age groups involved in consultation.  So, for this survey 
we tried hard to make sure all ages had their say.  The picture below shows that we managed to 
achieve this.  It shows what proportion of the 1,183 people who took part were in each age group: 
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What did people tell us? 
 
 
The next part of this report describes what people told us in answer to each of the survey questions. 
 

Question: Thinking about all the housing services we provide to you as your landlord, what 3 things in order of priority are most important to you? 
 

 
This chart shows overall how many people gave each element as one of their ótop 3ô priorities: 
 

 
 
 
We have looked at the feedback for each different customer group (e.g. those completing online and those completing over the telephone, tenants or 
leaseholders, different age groups, etc). The main priorities are the same for everyone. 

Doing my repairs
30%

Dealing with nuisance 
neighbours / ASB

17%A clean and tidy 
neighbourhood

13%

Easy to contact you
12%

Improving my home
11%

Sorting my complaints
8%

Value-for-money 
services

4%

Good rehousing advice 
and support

3%

Being able to tell you 
what I think of services

2%



 
As you can see from the chart, by far the thing which customers most want us to do is to sort their repairs.  Dealing with neighbour nuisance and other 
tenancy breaches was the next biggest priority for most customers, followed by a clean and tidy neighbourhood.  The ones which scored the lowest 
and so are of less importance to our current tenants and leaseholders are value for money and giving us their views.  We are acutely aware of the 
very high demand for our rehousing services from our other customers and so are looking to increase the supply of council housing available.  
 
These are some of the actual comments people made in response to this question: 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Question: As your landlord, we provide a repairs service to help ensure that your home is well-maintained.  What 3 things in order of priority would 
you say are the most important to you in providing an effective repairs service? 
 

 
This chart shows overall what proportion of all respondants gave each element as one of their ótop 3ô priorities: 
 

 
 

Again, we looked at this separately for different customer groups. But the top 3 responses were clearly the same for everyone ï getting repairs done 
right first time, good quality repairs and getting them done quickly.  All the other options scored well below these three in all groups. 
 
  
 
 
 
 
 
 
 

Getting my repair done 
right first time

25%

Good quality repairs
24%

Getting my repair done 
quickly

19%

Keeping me up to date 
with my repair

10%

Repair person arriving 
on time

8%

Polite and respectful 
repairs staff

8%

Keeping my home tidy during repair
6%



Question: What 3 things matter to you most in ensuring that your home and neighbourhood is of a good quality and safe to live in? 
 

 
This chart shows overall what proportion of all respondants gave each element as one of their ótop 3ô priorities: 
 

 
There were some minor differences in the ranking order of priorities for different customer groups. But it is clear overall which matter most. The 
exception to this is the one relating to shared areas ï not a key priority for the majority of tenants, but for leaseholders this was one of their top three.  
 
  
 
 
 
 
 
 
 
 

That my home is 
safe
22%

That my home is in 
good repair

20%

That anti social behaviour is dealt with
16%

That the 
neighbourhood is 

clean and tidy
11%

That dumped 
rubbish and 
fly-tipping is 

cleared Χ

That any shared 
areas around my 
home are well 
maintained

8%

That my home is 
energy efficient

7%

That I can do my 
own improvements

5%

That graffitti is 
cleaned up quickly

1%



Question: We want to let you know how we are performing as a landlord. How would you like us to share that information with you? 
 

 
This wasnôt a question about the content of the Commitments themselves, but we wanted to know how we should best share our performance 
information with tenants and leaseholders once the new Commitments are launched.  The responses were as follows: 
 

 
 
As you would expect, there was a difference in answers between the online survey and the telephone one.  People completing the survey online 
mostly ranked email and e-bulletin as their preference, those completing over the telephone ranked a printed annual report as their first choice.  We 
will consider all these options going forward when we start sharing performance information about the Commitments as we are keen to make 
information easily available to as many people as possible. 
 
 
 

Email / e-bulletin, 38%

In a printed annual report, 15%

Via text message, 14%

On the website, 10%

At face-to-face/virtual meetings, 7%

Via social media (e.g. Facebook), 
6%

On posters displayed in housing 
offices,5%

Via my local TARA, 5%




