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Executive summary 

Executive Summary 
Mid-Suffolk and Babergh District Councils jointly 

commissioned Marketing Means to carry out a 

STAR survey. All tenants (general needs and 

sheltered housing tenants) were included in the 

postal survey, along with leaseholders 

(leaseholders). The survey took place between 

May and June 2019.  

Key findings 
The results from the 2019 survey reveal that 

satisfaction in many areas is either similar to that 

found five years ago in 2014 or slightly lower. 

Housing and services 

The survey found that the majority of Mid-

Suffolk’s tenants are satisfied with the overall 

services provided (84%), with the overall quality 

of the home rated slightly lower (79%). 

Value for money 

Nine out of ten tenants are satisfied with the 

value for money of their rent (89%) and 

satisfaction with the value for money of the 

service charge is relatively high (78%).  

The neighbourhood  

Tenants are very happy with their neighbourhood 

as a place to live (88%); and the vast majority of 

Mid-Suffolk tenants feel safe and secure in their 

home and neighbourhood (both 94%). 

Car parking is by far the greatest local problem 

for tenants, with dog fouling, rubbish and noisy 

neighbours also problems for many. One is six 

tenants felt that their neighbourhood had 

improved in the last three years, while a similar 

number felt it had declined. 

Estate services 

The majority of tenants are satisfied with the 

appearance of their neighbourhood (80%), with 

fewer satisfied with estate services (73%).  

Customer services 

Only half of the tenants found it easy to contact 

the right person at Mid-Suffolk (50%); however 

higher ratings were awarded once contact was 

made. Staff were generally rated as helpful (74%), 

able to answer the query in a reasonable time 

(71%) and deal with the query quickly and 

efficiently (70%).  Just under two-thirds were 

satisfied with the final outcome of their query 

(64%). When the reasons for any problems were 

explored, tenants provided a wide range of 

customer related issues often associated with 

reporting repairs. 

Repairs and maintenance 

Three-quarters of tenants are satisfied with the 

repairs and maintenance service (74%), a fall of 

6% since the previous survey.  Tenants awarded 

slightly higher ratings for aspects of the service 

(75% to 82%).  Once again comments from 

tenants covered a wide range of issues. 

Communication and information 

Over two-thirds of tenants felt that Mid-Suffolk 

keeps them informed (71%), much lower than 

recorded in 2014 (80%). Around three out of five 

tenants consider that Mid-Suffolk listens to their 

views and acts upon them (58%). A small number 

of tenants are interested in getting involved – 

either by joining the tenant board (4%) or a 

sounding board (4%). 

Sheltered tenants  

Sheltered tenants are clearly happy with their 

scheme with ratings in the 90s for ease of access 

to all areas of their home and scheme (94%), the 

overall service provided by the scheme manager 

(91%) and the safety and security of their home 

(91%). Other ratings were also as high - the 

emergency call system (89%), the facilities at the 

scheme (88%) and the frequency of contact with 

the scheme manager (87%).  

Generally, the results from customer satisfaction 

surveys reveal that sheltered tenants are more 

satisfied than general needs tenants. This was 

found to be the case at Mid-Suffolk for virtually 

all services measured in the survey (1% to 17% 

higher).   

The only exceptions, where there were almost 

identical ratings from general needs tenants and 

sheltered tenants were for reputation, overall 

repairs service, helpfulness of staff, 

neighbourhood and providing an effective and 

efficient service.  Unusually sheltered housing 

tenants were less satisfied with customer service 

in terms of dealing with a query quickly and 

efficiently and in a reasonable time (3% to 4% 

lower). 

 

 



 
Executive summary 

Background information  

Service priorities  

Maintaining and repairing tenants’ homes is the 

most important service for general needs tenants 

with an average score of 9.28, followed by 

supporting vulnerable tenants which achieved an 

average score of 8.78. Tenants attached slightly 

more importance to tenant engagement and 

involving tenants (7.94) and improving the 

neighbourhood (7.67) compared with providing 

new homes (7.28).   

The most important service for sheltered housing 

tenants was the emergency call system (9.45), 

followed closely the scheme manager (9.25) and 

maintaining and repairing their home (9.20). 

Supporting vulnerable tenants (8.93) was deemed 

more important than tenant engagement (8.22) 

and especially improving the neighbourhood 

(7.14) and proving new homes (6.99).  

Internet 

Only 41% of tenants make use of the internet 

every day to use online services including social 

media. A further 8% of tenants use the internet 

weekly; while 6% use it less frequently.  Around 

two out of every five households say they never 

use the internet (45%). 

Council’s website  

Three out of five tenants are satisfied with the 

Council’s website as a source of useful 

information (61%), while may were neutral (30%) 

and 9% were critical. 

Advice and support  

Just over two-thirds of tenants are satisfied with 

the advice and support regarding managing 

finances (68%), while 57% are satisfied with the 

advice on claiming benefits.  Just under half of 

tenants were also satisfied with the advice and 

support given regarding anti-social behaviour and 

complaints (both 45%). 

Open comments 

While repairs and maintenance (including both 

planned maintenance, property condition and 

responsive repairs) accounted for a third of the 

comments, almost as many tenants mentioned 

environmental issues (neighbourhood problems, 

estate services and local facilities).  One in six 

tenants mentioned customer service or 

communication improvements. 

Further analysis 

Areas of dissatisfaction 

The survey found a few areas with noticeably 

higher levels of dissatisfaction. There are some 

ratings where more than one in ten tenants are 

dissatisfied at Mid-Suffolk and these may be areas 

which Mid-Suffolk would wish to investigate 

further.  

A quarter of tenants said that they were 

dissatisfied with the final outcome of contact 

(25%), with more than one in ten tenants 

dissatisfied with the repairs and maintenance 

service (17%), listening to views (15%), the quality 

of the home (14%), being kept informed (12%) 

and being able to rely on staff (11%). 

Change in satisfaction 

The latest survey only found one area where 

satisfaction had increased on the 2014 survey 

(value for money of the rent – 3% higher). 

In other areas the ratings remain similar to those 

found five years ago (listening to views, 

neighbourhood, estate services, quality of the 

home, service charge, right first time and being 

able to make an appointment) or slightly lower 

(friendly and approachable staff, appearance of 

neighbourhood, quality of repair work). 

Greater falls, which are statistically significant, 

were recorded for aspects of the customer 

service - getting hold of the right person (18% 

lower), helpfulness of staff (8% lower), dealing 

with query in a reasonable time (5% lower) and 

outcome of contact (5% lower).  Satisfaction with 

the overall repairs service is 6% lower and far 

fewer tenants felt that Mid-Suffolk keeps them 

informed (9% lower). 
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Key strands of diversity, property and area 

differences (general need tenants) 

Younger tenants (under 35 years old) are 

considerably less satisfied in many areas (overall, 

home, repairs service, customer service and 

being kept informed), when compared with older 

tenants (aged 60 or over).  Middle-aged tenants 

(aged 35 to 59 years old) tended to be slightly 

less satisfied than older tenants, but often more 

satisfied than younger tenants. 

Area – The survey small differences between the 

three different areas. 

Key driver analysis  

Key driver analysis reveals the most important 

driver for tenants is the quality of the home; 

followed by estate services, customer service, the 

repairs service, being able to recommend the 

Council and delivering the service expected. 

Comparison with other landlords 

The comparison reveals that the overall level of 

satisfaction at Mid-Suffolk for general needs 

tenants (84%) is 3% below the HouseMark 

average (87%) – placing the Council in the third 

quartile. The levels of tenant satisfaction found at 

Mid-Suffolk are above the current HouseMark 

averages for satisfaction with the neighbourhood 

and value for money. Satisfaction with the quality 

of the home, the repairs and maintenance service 

and listening to views are all below the 

corresponding HouseMark averages and all fall 

into the bottom quarter. 

Reputation 

Just under half of the tenants are very loyal and 

happy to promote Mid-Suffolk to friends and 

family and are promoters (47%). Over a quarter 

of tenants are passive (27%) and could be 

persuaded one way or the other, while an 

identical number are detractors (27%) and are 

likely to be negative about Mid-Suffolk. The 

survey found that the overall Net Promoter 

Score for Mid-Suffolk’s tenants is 20, below the 

average score reported by HouseMark (around 

30 for all landlords).  

Tenants are most likely to agree that staff are 

friendly and approachable (80%), the Council 

delivers the service expected (79%), that is 

effective and efficient (78%) and that it treats 

residents fairly (77%).  Slightly fewer tenants feel 

that they can trust their landlord (73%), that they 

can rely on staff to do what they say they will do 

(70%) or that Mid-Suffolk has a good reputation 

(77%).  

Recommendations 

It is recommended that Babergh should look at 

the areas where satisfaction has dropped 

significantly since 2014, as well as the small 

number of areas where more than one than one 

in ten tenants are dissatisfied.   

Customer contact (and Communications) 

Satisfaction with customer contact in 2019 is 

relatively low and much lower than 2014, this 

should be a key area of focus for the Council.   

Repairs and maintenance service – With 

repairs and maintenance having such an influence 

on tenant satisfaction and identified as the most 

important service this is an area where further 

improvements might be made; which might help 

to stop the small downward trend in satisfaction 

with the quality of home since 2008. 
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1. Introduction 
Marketing Means and Acuity were commissioned 

to undertake an independent survey of Mid-

Suffolk’s tenants and leaseholders to collect data 

on their opinions and attitudes towards their 

landlord and the services provided. The survey 

was designed using HouseMark’s STAR questions 

for tenant satisfaction surveys. 

1.1 About STAR 

In July 2011 HouseMark launched STAR – a set of 

questions designed to measure tenant satisfaction 

in the housing sector. The approach ensures 

social housing providers remain equipped with 

the means of comparing key satisfaction results 

with other landlords and provides a framework 

for trend analysis.  

1.2 Aim of the surveys 

The aim of these surveys is to provide data on 

tenant satisfaction, which will allow Mid-Suffolk 

to: 

• Provide an up-to-date picture of tenant and 

homeowner satisfaction with their homes and 

with the services that Mid-Suffolk provides 

• Compare the current performance against 

previous surveys where possible 

• Compare the performance of Mid-Suffolk as a 

landlord with that of Babergh District 

Council and other social landlords who have 

undertaken STAR surveys 

• Inform decisions regarding service reviews. 

1.3  Sampling frame and fieldwork 

Sampling  

Mid-Suffolk decided to undertake a census of all 

of its tenants and leaseholders.  

Fieldwork 

The survey was planned to take place during a 

six-week period, with two full mailings. The 

option of completing the survey online was also 

made available. 

Marketing Means carried out the administration 

of the first mailout, which was sent out on 13 

May 2019. This consisted of a copy of the 

questionnaire, a covering letter written by Mid-

Suffolk and a reply-paid envelope. 

On 10 June a second reminder comprising a full 

survey pack was sent to all residents who had not 

responded. The survey closed on 28 June.  

In addition to the postal survey, tenants were 

invited to take part by using an online survey, and 

22 general needs tenants and 1 sheltered housing 

tenant completed the online survey. 

1.4 Questionnaire design 

A different STAR questionnaire was designed for 

each group of tenants. The general needs 

questionnaire comprised 39 questions on eight 

pages. The questionnaire was amended for 

sheltered tenants and leaseholders.  

1.5 Response rates 

The overall response from all tenants combined 

was 50%, returning 1,631 of the 3,279 

questionnaires sent out, which was much higher 

than the previous survey in 2014 (32%). The 

response rates from general needs tenants (49%) 

and especially leaseholders (27%) were lower 

than from sheltered tenants (66%).  See Figure 

1.1 for the full figures and response rates.  

1.6 Accuracy 

For the overall results, Feedback and HouseMark 

recommend that surveys of under 10,000 

population achieve a sampling error of at least 

±4% at the 95% confidence level. This means that, 

for example, if 35% of tenants answered ‘Yes’ to 

a particular question, there are 95 chances out of 

100 that the correct figure for all tenants – 

including those who did not respond – would be 

between 31% and 39%.  

For Mid-Suffolk tenants, when the data is 

analysed for all tenants, 1,620 responses were 

achieved. This response was high enough to 

conclude that any figures quoted for tenants at 

this level are accurate to within ±1.7%.  

The raw data has been checked to take into 

account any differences between the responding 

tenants and the total tenant population. As the 

response was representative, weightings were 
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not applied at tenure level. 

1.7 Presenting the findings  

This report presents the findings of the survey 

for all tenants. The report focuses on the key 

findings of the survey and the results are analysed 

by:  

• Tenure  

• Tenant demographics  

• Comparison with the previous survey, and 

• Comparison with the results from other 

landlords. 

Accompanying this report is a full set of data 

tables.  

1.8 Notes to figures 

Throughout this report, the figures show the 

results as percentages and base numbers are also 

shown where appropriate.  

Rounding 

Where results are shown as percentages they 

will have been rounded up or down from one 

decimal place to the nearest whole number and 

for this reason may not in all cases add up to 

100%. Rounding can also cause percentages 

described in the supporting text to differ from 

the percentages in the charts by 1% when two 

percentages are added together. In some parts of 

the report percentages may be expressed to one 

decimal place.  

Excluding ‘don’t know’ and ‘no opinion’ 

In general, in line with the convention for 

satisfaction surveys, only valid responses to 

questions have been included and all non-valid 

responses (for example, where a response to a 

question has not been stated) have been 

excluded. Responses such as ‘no opinion’, ‘can’t 

remember’ or ‘don’t know’ (where these were 

possible responses to questions) are also 

excluded from the base in this report. Where 

these results are excluded this is noted in the 

written comments and charts. 

1.9 Acknowledgements 

Our thanks go firstly to the tenants of Mid-

Suffolk who took part in the survey. We would 

also like to thank the staff of Mid-Suffolk for their 

assistance with the project, and our particular 

thanks go to Vicky Freer and Natalie Lloyd for 

their help throughout the project. 

 

Figure 1.1 Survey sampling, response and reliability 

 

Client group Number 
of tenants 

Sample 
size 

Completed 
surveys 

Response 
rate 

Sampling 
error (%) 

General needs tenants 3,002 3,002 1465 49% ±1.8% 

Sheltered housing tenants 236 236 155 66% ±4.6% 

All tenants 3,238 3,238 1,620 50% ±1.7% 

           

Leasehold 41 41 11 27% ±25.3% 

TOTAL 3,279 3,279 1,631 50% ±1.7% 
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2. Overall services  
The following sections look at the results from 

the survey based on the views of the Council’s 

tenants. The results from leaseholders can be 

found in a separate section towards the end of 

the report (Chapter 17). The ratings for tenants 

have also been compared with the three previous 

surveys undertaken in 2008 and 2014. This 

section examines the overall rating for the 

Council’s services and is often seen as the 

headline figure in the survey. Below in the report 

section 18 explores the differences in the 

relationship between the overall rating and 

individual ratings in an attempt to understand 

what is driving overall satisfaction at the Council.  

The majority of Mid-Suffolk’s tenants (general 

needs tenants and sheltered housing tenants) are 

satisfied with the services provided by Mid-Suffolk 

(84%).  

Tenants were asked, ‘Taking everything into 

account, how satisfied or dissatisfied are you with 

the services provided by Mid-Suffolk?’ Just under 

half of all tenants said they are ‘very satisfied’ 

with the services provided (37%), and over two-

fifths are ‘fairly satisfied’ (47%). Around one in 

ten tenants are dissatisfied (9%), while a further 

7% are undecided (neither satisfied nor 

dissatisfied).  

A slightly higher percentage of sheltered 

residents are satisfied with overall services (88%), 

compared with general needs tenants (84%). 

Figure 2.1: Satisfaction with the services 

provided by Mid-Suffolk  

 

The latest survey reveals that overall satisfaction 

with the Council is 4% lower than five years ago. 

 

 

 

 

 

Figure 2.2: Change in satisfaction with 

services over time  

 

Note: The figure for 2008 is based on the views of general 

needs tenants only. 
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3. Recommending Mid-
Suffolk  
Mid-Suffolk have chosen to assess the extent to 

which tenants’ expectations are being met by way 

of asking a ‘net promoter’ question on the 

likelihood of the tenant to recommend Mid-

Suffolk to family or friends. This type of question 

is drawn from private sector surveys as providing 

a useful insight into the general attitude of 

tenants towards their landlord and particularly 

the extent to which they feel engaged as a 

‘customer’. 

Mid-Suffolk included in the current survey the 

‘net promoter’ question which looks at the 

likelihood of the tenant to recommend Mid-

Suffolk to family or friends. This type of question 

is drawn from private sector surveys as providing 

a useful insight into the general attitude of 

tenants towards their landlord and particularly 

the extent to which they feel engaged as a 

‘customer’. 

The Net Promoter Score, or NPS®, is based on 

the fundamental perspective that every 

company’s customers can be divided into three 

categories: Promoters, Passives and Detractors.  

By asking one simple question, ‘How likely is it 

that you would recommend your landlord to a 

friend or colleague?’ it is possible to then track 

these groups and get a clear measure of your 

organisation’s performance through your tenants’ 

eyes. Tenants respond on a 0-to-10 point rating 

scale and are categorised as follows: 

Promoters (score 9-10) are loyal enthusiasts 

who will promote and support the landlord, 

increasing their reputation. 

Passives (score 7-8) are satisfied but 

unenthusiastic tenants who can easily become 

detractors depending on circumstances. 

Detractors (score 0-6) are unhappy customers 

who can damage your organisation and hold back 

development and growth through negative word-

of-mouth.  

 

 

Figure 3.1: Net Promoter question breakdown  

 

Just under half of the tenants are very loyal and 

happy to promote Mid-Suffolk to friends and 

family and are promoters (47%). Over a quarter 

of tenants are passive (27%) and could be 

persuaded one way or the other and an identical 

percentage are detractors (27%) and are likely to 

be negative about Mid-Suffolk.  

Curiously fewer sheltered tenants are promoters 

of Mid-Suffolk and more are detractors. 

Figure 3.2: Net Promoter scores by area  

 

 

Net Promoter Score 

NPS® is calculated by taking the percentage of 

customers who are Promoters and subtracting 

the percentage who are Detractors. The result is 

known as the Net Promoter Score – it is not a 

percentage. The Net Promoter Score for Mid-

Suffolk is 20 – just below the score for 2014 (23).   

In order to be of use to the organisation, the Net 

Promoter Score needs to be put into context. In 

the commercial sector it is reported that 

companies with the most efficient growth 

operate with an NPS® of 50 to 80. The average 

company stutters along at an NPS® of only 5 to 

10 – in other words their Promoters barely 

outnumber their Detractors. Many companies 

have negative NPS® scores – which means that 

they are creating more Detractors than 

Promoters and this may be a reason for low 

profitability and growth, no matter how much is 
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spent to acquire new business. 

The average rating from HouseMark is currently 

a score of 33, which puts the Council slightly 

below the rating for many social providers. 
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4. Service priorities  
Tenant satisfaction surveys provide an excellent 

and timely opportunity to consult tenants 

regarding which services they would like to see 

prioritised over the forthcoming years. Mid-

Suffolk took the opportunity to consult their 

tenants on this through the survey. 

Tenants were asked to score on a scale of 1 to 

10 how important each service was to them.  

General needs tenants 

As Figure 4.1 very clearly shows, maintaining and 

repairing tenants’ homes is the most important 

service for tenants with an average score of 9.28.  

This is followed by supporting vulnerable tenants 

which achieved an average score of 8.78. 

Tenants attached slightly more importance to 

tenant engagement and involving tenants (7.67) 

compared with improving the neighbourhood 

(7.67) and providing new homes (7.28).   

Figure 4.1: Service priorities for general needs 

tenants  

 

 

Sheltered housing tenants 

The most important service sheltered housing 

tenants the emergency call system (9.45), 

followed closely by the scheme manager (9.25) 

and maintaining and repairing their home (9.20). 

Supporting vulnerable tenants (8.93) was deemed 

more important than tenant engagement (8.22) 

and especially improving the neighbourhood 

(7.14) and proving new homes (6.99). 

Figure 4.2: Which services are most important 

to sheltered tenants  
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5. Quality of the home  
This section looks at the results from the survey 

based on the views of the Council’s tenants with 

their home. Landlords are required to ensure 

that tenants’ homes meet the standard set out in 

the Government’s Decent Homes Guidance and 

continue to maintain their homes to at least this 

standard. 

The majority of Mid-Suffolk’s tenants are satisfied 

with the overall quality of the home (79%), with a 

third of tenants ‘very’ satisfied (31%) and far 

more ‘fairly’ satisfied (48%). One in seven tenants 

are dissatisfied with the quality of their home 

(14%). Relatively few tenants fell into the middle 

ground of being neither satisfied nor dissatisfied 

with the quality of their home (7%).  

As the chart below demonstrates, a slightly 

higher percentage of sheltered housing tenants 

are satisfied with the quality of the home 

compared with general needs tenants (4% 

higher). 

 

Figure 5.1: Satisfaction with the home 

 

 

The latest survey found that tenants rated the 

quality of the home in 2019 marginally lower than 

in the previous survey undertaken five years ago 

(80%).  

Figure 5.2: Change in satisfaction with the 

quality of the home over time  
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6. Value for money  
Landlords have always concentrated a lot of 

effort into achieving value for money in meeting 

their objectives and there is much more emphasis 

on achieving this for both landlord and tenant. 

This means managing resources economically, 

efficiently and effectively to provide quality 

services and homes, and planning for and 

delivering year-on-year improvements in value for 

money. 

6.1  Value for money (rent) 

Around nine out of ten tenants are satisfied with 

the value for money of their rent (89%). Very few 

tenants are either dissatisfied (4%) or neither 

satisfied nor dissatisfied (7%). Slightly more 

sheltered housing tenants are satisfied with the 

value for money of the rent compared with 

general needs tenants (4% higher).  

Figure 6.1: Satisfaction with value for money 

of the rent 

 

Tenant satisfaction with the value for money 

from the rent is 3% higher than five years ago.   

Figure 6.2: Change in satisfaction with the 

value for money of the rent  

 

6.2  Value for money (service 

charge) 

Just over three-quarters of tenants are satisfied 

with the value for money of their service charge 

(78%). Few tenants are dissatisfied (8%), while 

more are neither satisfied nor dissatisfied (14%). 

Once again sheltered housing tenants are slightly 

more satisfied (8% higher). 

Figure 6.3: Satisfaction with value for money 

of the service charge  

 

Satisfaction with the value for money from the 

service charge is1% higher than the level found in 

2014. 

Figure 6.4: Change in satisfaction with the 

service charge  
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7. Neighbourhood and 
estate services  
This section examines tenants’ views of their 

neighbourhood, in terms of whether it is a good 

place to live. Mid-Suffolk is committed to 

providing a safe and attractive environment by 

building and strengthening communities and 

working in partnership to improve 

neighbourhoods.   

7.1  A place to live 

Seven out of eight tenants are satisfied with the 

neighbourhood as a place to live (88%), with just 

over half of the tenants ‘very’ satisfied (53%) 

rather than ‘fairly’ satisfied (35%).  Few tenants 

are dissatisfied with their neighbourhood or 

neither satisfied nor dissatisfied (both 6%).  

The survey found little difference between 

sheltered housing tenants and general needs 

tenants in terms of satisfaction with the 

neighbourhood. 

Figure 7.1: Satisfaction with the 

neighbourhood as a place to live 

 

 

Satisfaction with the neighbourhood as a place to 

live has fallen slightly over the last five years (2% 

lower). 

Figure 7.2: Change in satisfaction with the 

neighbourhood over the last six years  

 

7.2 Feeling safe and secure 

The vast majority of Mid-Suffolk tenants feel very 

safe and secure in their home (94%); with 53% 

stating that they felt ‘very safe’ and 41% feeling 

‘quite safe’. Some 4% of tenants said they felt ‘not 

very safe’ and 2% did not feel safe at all in their 

home. 

Figure 7.3: How safe residents feel in their 

home  

 

An identical percentage of tenant’s residents feel 

safe and secure in their community (94%). With 

slightly fewer general needs tenants feeling safe 

and secure (94%) compared with sheltered 

housing tenants (96%). Overall 6% of tenants do 

not feel safe or secure in their neighbourhood. 

Figure 7.4: How safe residents feel in their 

community 

 

7.3  Local problems 

Local problems by tenure 

Almost two-thirds of general needs tenants 

reported local problems car parking (60%), with 

dog fouling (45%) and problems with rubbish or 

litter (36%) the next two biggest problems for 

tenants.  

Noisy neighbours were a problem for around a 

quarter of general needs tenants (26%), while 

other problems with pets, noise from traffic and 

disruptive teenagers pose a problem for around 

one in five (19% to 22%). 

Among sheltered housing tenants, problems with 

car parking was by far the greatest local problem 

(47%), followed by rubbish or litter (25%) and 

dog fouling (22%). 

Just over one in ten sheltered tenants had 

88%
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45% 44% 49%50% 50% 47%

4% 5% 3%1% 1% 1%

All tenants General needs Sheltered

Very safe Quite safe Not very safe Not safe at all



 

Page 10  

 

problems with disruptive children, noisy 

neighbours, other problems with pets, noise from 

traffic, other crime and drunk or rowdy 

behaviour (11% to 14%). 

As a rule, general needs tenants typically report a 

higher percentage of local problems compared 

with sheltered tenants, and the pattern is one 

often found at other landlords. At Mid-Suffolk 

this was consistently the case, with general needs 

tenants reporting much higher levels of local 

problems. 

Figure 7.5: Different levels of local problems 

reported by tenants (% minor and major 

problem) 
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 Car parking 60% 47% 

 Dog fouling/dog mess 45% 22% 

 Rubbish or litter 36% 25% 

 Noisy neighbours 26% 14% 

 Other problems with 
pets/animals 

22% 12% 

 Noise from traffic 22% 13% 

 Disruptive children/teenagers 19% 13% 

 Drug use or dealing 16% 8% 

 Other crime 15% 13% 

 Drunk or rowdy behaviour 12% 11% 

 Vandalism and graffiti 10% 9% 

 People damaging your 
property 

8% 6% 

 Racial or other harassment 6% 4% 

 Abandoned or burnt out 
vehicles 

3% 4% 

 

Minor or major problems for general needs 

tenants  

It is important to note that many local problems 

were minor problems rather than major 

problems. Having said that just under a third of all 

tenants felt that there were major problems with 

the top three issues. 

 

 

 

Figure 7.6: Local problems for all tenants  

 

7.4 Is the neighbourhood improving 

or declining? 

One in six of Mid-Suffolk’s tenants felt that their 

neighbourhood had improved in the last six years 

(16%), 3% lower than in 2014.   

The majority of tenants (63%), however, felt that 

it had stayed the same.  Of concern to Mid-

Suffolk is likely to be the fact that around a fifth 

of tenants felt that their neighbourhood had 

declined in the last three years (17% slightly and 

4% greatly). 

The survey found only a small difference between 

general needs and sheltered housing tenants. 

Figure 7.7: How the neighbourhood has 

changed in the last six years  
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 Racial or other harassment

 Abandoned or burnt out
vehicles

Major problem Minor problem

16%

16%

17%

63%

62%

68%

21%

22%

15%

All tenants

General needs

Sheltered

Improved Stayed the same Declined



Page 11  

 

8. Estate services  
The following analysis of results looks at tenant 

satisfaction with estate services to help improve 

the overall quality and feel of the 

neighbourhoods.  

8.1  Overall appearance of 

neighbourhood  

Four-fifths of tenants are satisfied with the 

appearance of the neighbourhood (80%) – some 

4% lower than in 2014 (84%). 

Sheltered housing tenants are considerably more 

satisfied (91%) than general needs tenants (79%) 

with the appearance of their neighbourhood; 

although a number are dissatisfied (8% overall). 

Figure 8.1: Satisfaction with the appearance 

of the neighbourhood by tenure 

 

8.2  Overall estate services  

Fewer tenants are satisfied with the overall estate 

services (73%), a fall of 4% in the last five years. 

Sheltered tenants (84%) awarded a much higher 

rating compared with general needs tenants 

(72%). One in ten tenants are dissatisfied with the 

estate services (10%). 

Figure 8.2: Satisfaction with the overall estate 

services by tenure 
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9. Customer contact  
Providing excellent customer service is a 

fundamental part of landlord services to ensure a 

positive relationship with its tenants. This section 

examines how staff dealt with the various queries 

and enquiries raised by tenants. The views of 

tenants who had not been in contact with Mid-

Suffolk in the last 12 months, or who had no 

opinion, have been excluded from this section.  

Level of contact 

Just over half of the tenants had contacted Mid-

Suffolk with a query in the twelve months prior 

to the survey (56%), which is slightly lower than 

many social landlords. A much higher percentage 

of general needs tenants (59%) had made contact 

compared with sheltered tenants (33%). 

9.1  Ease of contacting the right 

person 

Half of the tenants said that it was easy to get 

through to the right person at Mid-Suffolk when 

they had a query (50%). However, over a third of 

tenants found it difficult (36%), while 14% said it 

was neither easy nor difficult.  

Sheltered tenants found it easier to contact the 

right person at Mid-Suffolk compared with 

general needs tenants (7% higher).  

Figure 9.1: Satisfaction with ease of contact 

by tenure 

 

9.2  Helpfulness of staff 

Three quarters of tenants found staff helpful 

when they got in touch (74%), with sheltered 

tenants rating the helpfulness of staff marginally 

higher (76%) than general needs tenants (74%).  

Around one in ten tenants found staff unhelpful 

(12%), with 13% awarding a neutral rating.  

 

 

Figure 9.2: Satisfaction with the helpfulness of 

staff by tenure 

 

9.3  Query answered in a reasonable 

time  

Over two-thirds of tenants said that their query 

was answered in a reasonable time (71%), while 

many said it was not (29%). Slightly fewer 

sheltered tenants found staff able to answer their 

query in a reasonable time (68%) compared with 

general needs tenants (71%).  

Figure 9.3: Satisfaction with ability to deal 

with query  

 

9.4  Ability of staff to deal with query 

quickly and efficiently 

Over two-thirds of tenants said that staff were 

able to deal with their query quickly and 

efficiently (70%), with sheltered tenants not as 

impressed (65%) as general needs tenants (70%).  

Figure 9.4: Satisfaction with ability to deal 

with query  

 

9.5  Final outcome of query 

Just under two-thirds of tenants are satisfied with 

the final outcome of their query (64%). The rating 

rises to 70% for sheltered tenants. 
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A quarter of tenants are dissatisfied with the final 

outcome of their query (25%). 

Figure 9.5: Satisfaction with final outcome 

 

Change in satisfaction over time  

When the results for customer contact are 

compared against the ratings from the 2014 

survey, the survey revealed that all of the ratings 

have declined considerably (5% to 18% lower). 

Figure 9.6: Change in customer contact over 

time  

9.6  Reasons given for lack of 

satisfaction with customer contact and 

what needs to be improved 

Tenants who were not satisfied when they 

contacted their landlord or feel that Babergh 

could do something to improve their customer 

contact were asked to provide details.  Some 279 

tenants commented; including 162 tenants (45%) 

who specifically mentioned customer contact 

issues and a further 117 tenants who provided 

other comments. 

Of the comments which were directly linked to 

customer service many mentioned the fact that it 

took a long time to contact someone (12%) and 

linked to this that there are no direct lines (4%) 

or they did not like the automated system (2%).  

Other comments mentioned that staff did not call 

them back (7%), the query was not resolved (4%) 

or took a long time (2%).  A number of tenants 

mention the need to improve customer service 

(5%). 

Figure 9.7: Why residents are not satisfied 

with customer contact  

Customer contact 
No of 

tenants 
% 

Long time to get through/not quick at 
responding/Don't answer phones 40 12% 

Did not call /email back 23 7% 

Better customer care, customer 
service 16 5% 

Problem not resolved 12 4% 

No direct lines/Never know where to 
ring 12 4% 

Can't use the computer/get online so 
cannot access the service/form 9 3% 

Hard to contact named person/right 
person or department 7 2% 

Took a long time to resolve 
problem/issue 7 2% 

Do not keep us informed of progress 6 2% 

Do not like automated system 5 2% 

Lack of knowledge 4 1% 

Kept on hold/passed around to 
different people 3 1% 

Want face to face contact 3 1% 

Staff don't communicate with each 
other 3 1% 

Inconsistent - some staff good/some 
bad 3 1% 

Complaints/issues not followed up or 
dealt with 3 1% 

Accessibility e.g. of centres, offices 3 1% 

Don't keep promises 2 1% 

Not very helpful or professional 1 0% 

   

Not all comments were directly related to 

customer service, and those are shown in the 

next table – with the majority not unexpectedly 

linked to the repairs service (30%) – including 

outstanding repairs. 

Figure 9.8: Other comments as to why 

residents are not satisfied with customer 

contact (number of residents) 

Day-to-day repairs and maintenance service (30%) 

Outstanding repairs 42 

Quicker repairs 22 

Had to keep reporting/chasing repair to get it fixed 15 

64%

64%

70%

11%

11%

15%

25%

25%

15%

All tenants

General needs

Sheltered

Satisfied Neither Dissatisfied

50%

74%

71%

64%

68%

82%

76%

69%

Getting hold of the
right person

Helpfulness of staff

Reasonable time

Final outcome

2019 2014
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Quality of repair work 4 

Some repairs not covered/rechargeable 3 

Gave up in the end and did the job themselves 3 
Better communication between landlord and 
contractors 3 

Repairs service generally 2 
Provide appointments, at the right times, tell us 
when, be on time 2 

Jobs get forgotten 2 

Recognise some repairs are urgent for residents 2 

Deem repair work as not important/high priority 2 

Right first time 1 

Contractors just turn up 1 

Treat residents/belonging /homes with respect 1 

Did not turn up with right fittings 1 

Tenant services and management (7%) 

Property adaptations needed, wet rooms etc. 6 

Help for older residents/health issues 4 

Enforce tenancy agreement 4 

Take on more staff 3 

Want to move, transfer 2 

Rent issues, rent statements 2 

Gardening service or cheaper service  1 

Housing Officers - longer hours 1 

Poor condition of property at letting 1 

Neighbours, neighbourhood or local problems (4%)  

Problems with neighbours, noise 4 

Car parking 3 

Litter, graffiti, vandalism 2 

Problems with pests 2 

Dogs noise or fouling 1 

Drugs related problems 1 

Poor condition of property (4%) 

Damp problems, better ventilation 7 

Poor property condition/maintenance 3 

Inspect property 2 

External property maintenance 1 

Insulation needed 1 

Deal with defects on new build 1 

Communications and information (2%)   

Should listen more carefully/do not seem 
interested 4 

Improve communication 3 
Planned works such as replacement kitchens and 
bathrooms (2%) 

Improvement works (Kitchens, bathrooms) 5 

New windows 1 

Estate and grounds maintenance (1%) 

Fences and gates 2 

Paths and driveways 1 

Trees and hedges 1 

Grounds maintenance - grass cutting/ gardeners 1 

Positive comments (2%) 

General, happy, no problems 3 

Staff - approachable, easy to contact 3 

Repairs service 1 

Other (4%) 

Other 4 

Negative comment 3 

Neutral comment/not applicable 3 
Problems with rubbish collection, areas, skips, 
need wheelie bins 2 

Issues with benefits/struggling to manage 1 

  

 

 

 

 

 

 

 

 

 



Page 15  

 

10. Repairs and 
maintenance service 
Tenant surveys almost universally find that 

satisfaction with the repairs and maintenance 

service is the most important factor in 

determining overall satisfaction with the landlord. 

This section looks at satisfaction with this key 

service at Mid-Suffolk and reports any differences 

in satisfaction between the subgroups in the 

survey.  

10.1  Overall satisfaction 

The 2019 survey found that 74% of tenants are 

satisfied with the repairs and maintenance 

service. The survey revealed that few tenants are 

‘very’ satisfied (29%) with the service. Just under 

a fifth of tenants are dissatisfied with the repairs 

service (17%), of which 7% are ‘very’ dissatisfied. 

A small number of tenants are neutral when it 

comes to rating the repairs service (9%).  

As the chart below shows, Mid-Suffolk’s repairs 

service is rated identically by the two tenant 

groups. 

Figure 10.1: Satisfaction with the repairs and 

maintenance service by tenure 

 

The rating for the repairs and maintenance 

service from general needs tenants has decreased 

by 6% since the rating recorded in 2014. 

 

Figure 10.2: Change in satisfaction with the 

repairs and maintenance service over time 

 

10.2  Satisfaction with last repair 

Some 60% of tenants had reported a repair in the 

last twelve months, with more sheltered tenants 

(64%) reporting repairs than general needs 

tenants (60%). 

The majority of Mid-Suffolk tenants are satisfied 

with the quality of the work (82%), while around 

three-quarters are satisfied with being able to 

make an appointment (77%) and the repair being 

completed on the first visit (75%). 

Figure 10.3: Satisfaction with the last repair  

 

Change in satisfaction over time   

Over the last five years there has been a slight fall 

in satisfaction with the quality of the repair work 

(4% lower), with marginal increases in the other 

two measures (both 1% higher). 

Figure 10.4: Satisfaction with the last repair 

over time 

 

10.3  Keeping appointments  

Nine out of ten tenants who had an appointment 

said it was kept (92%), while 8% said it was not 

kept. 
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10.4  Proof of identity 

Four out of five tenants (79%) said that the 

Council employees or other contractors showed 

their proof of identity, while 21% said no proof 

was shown. 

10.5  Gas servicing arrangements 

Around two-thirds of tenants (70%) are satisfied 

with the gas servicing arrangements, with very 

few dissatisfied (3%). 

Figure 10.5: Satisfaction with the last repair 

over time 

 

10.6  Reasons given for lack of 

satisfaction with the repairs service 

and what needs to be improved 

Some 250 tenants provide 324 comments on 

how to improve the repairs service. Providing a 

quicker service, dealing with outstanding repairs 

and getting the repair right the first time 

accounted for over a third of the comments. 

Other comments mentioned by more than ten 

tenants included the quality of the work, 

appointment issues, finish off repair work, treat 

residents with respect and keep them informed 

of progress. 

Figure 10.6: Why residents are not satisfied 

with the repairs service  

Day-to-day repairs and maintenance service (80%) 

Quicker repairs 41 13% 

Outstanding repairs 39 12% 

Right first time 32 10% 

Quality of repair work 30 9% 

Provide appointments, at the right times, tell 
us when, be on time 

22 7% 

Finish off repair 20 6% 

Treat residents/belonging /homes with 
respect 

13 4% 

Keep residents informed 13 4% 

Contractors just turn up 9 3% 

Check repairs done, inspect work 8 2% 

Improve contractors 5 2% 

Had to keep reporting/chasing repair to get 
it fixed 

5 2% 

Better communication between landlord 
and contractors 

5 2% 

Jobs get forgotten 4 1% 

Did not turn up with right fittings 3 1% 

Contractors did not show ID 3 1% 

Repairs service generally 1 0% 

Some repairs not covered/rechargeable 1 0% 

Gave up in the end and did the job 
themselves 

1 0% 

Use local contactors/staff for each area 1 0% 

Hard to get repairs done 1 0% 

Multiple repairs done in one go 1 0% 

Poor condition of property (4%) 

Damp problems, better ventilation 9 3% 

External property maintenance 4 1% 

Poor property condition/maintenance 1 0% 

Planned works (3%) 

Improvement works (Kitchens, bathrooms) 6 2% 

Central heating, better heating system 2 1% 

New windows 2 1% 
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11. Communication, 
information and 
involvement 
Over recent years social landlords have put a lot 

of time and resources into ensuring that they 

have effective and clear communication channels 

in place, and that information given out to tenants 

is clear and easy to understand.  

11.1  Keeping tenants informed 

Over two-thirds of tenants feel that Mid-Suffolk 

is good at keeping them informed about things 

that might affect them as a tenant (71%). A 

number of tenants said that Mid-Suffolk was poor 

in this area (12%), while 18% are neutral (neither 

good nor poor).  

As the chart below shows slightly more sheltered 

housing tenants felt that Mid-Suffolk is good at 

keeping them informed (73%) compared with 

general needs tenants (70%).  

Figure 11.1: Keeping informed about things 

that might affect tenants  

 

11.2  Listens to views and acts on 

them 

Around three out of five tenants feel that their 

landlord listens to their views and acts upon 

them (58%). Many tenants are neither satisfied 

nor dissatisfied (2%), while 15% of tenants are 

actually dissatisfied with how Mid-Suffolk listens 

to their views and acts upon them.  

More sheltered tenants felt listened to (63%), 

compared with general needs tenants (57%).  

 

 

 

Figure 11.2: Listens to views and acts upon 

them by tenure 

 

Change in satisfaction over time (general 

needs tenants) 

The latest survey found that there had been a 

considerable drop in the percentage of tenants 

who felt that the Council keeps them informed 

(9% lower), while the fall in percentage of tenants 

who feel that the Council listens to their views is 

much smaller (2% lower). 

Figure 11.3: Change in satisfaction over time  

 

11.3  Getting involved  

A number of tenants are interested in getting 

involved – either by joining the tenant board (4%) 

or a sounding board (4%). 

Figure 11.4: Percentage of tenants who are 

interested in getting involved 
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12. The internet  
With more and more emphasis and increasing 

reliance on communications via new technology 

in the wider marketplace, landlords are 

endeavouring to ensure that their tenants are not 

excluded or marginalised through lack of access 

to electronic information and contact. Landlords 

also wish to assess tenant preferences for 

different types of communications via different 

media.  

12.1  Internet use 

Only 41% of tenants make use of the internet 

every day to use online services including social 

media. A further 8% of tenants use the internet 

weekly; while 6% use it less frequently.  Nearly 

half of all households say they never use the 

internet (45%). 

Sheltered tenants are less likely to use the 

internet with just 26% using it daily compared to 

43% of general needs tenants and 61% saying they 

never use it compared to 45% general needs. 

The percentage of households with internet 

access is much lower than the national average of 

90% households having internet access (Office for 

National Statistics – August 2018). 

Figure 12.1: Internet access by customer 

group  

 

12.2  Reasons for using the internet 

Sending and receiving emails is the most common 

use of the internet with 83% of internet users 

using it for this purpose. Also popular is social 

media (70%) and online shopping (67%).  Three 

out of five tenants also use the internet for online 

banking or news & information (61% to 63%). 

A third of tenants use the internet for booking 

travel and holidays (33%), while a quarter look at 

sports or leisure information (22%).   

Figure 12.2: How tenants use the internet 

 

Other users of the internet given by tenants 

include accessing health services, blogs & forums, 

gaming, job searches, listening to music, hobbies, 

reading, streaming TV & films, paying bills, training 

& studying and for work. 

12.3  Council’s website 

Three out of five tenants are satisfied with the 

Council’s website as a source of useful 

information (61%), while many are neutral (30%).  

Some 9% of tenants are critical of the website. 

Figure 12.3: Satisfaction with Council’s 

website 
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13. Advice and support  
Providing advice and support is a vital service for 

those tenants who rely on their landlord or 

support worker. This section examines tenant 

satisfaction in key areas. Tenants who have never 

used the services were excluded from the 

analysis. 

13.1  Satisfaction with advice and 

support provided  

Two-thirds of tenants are satisfied with the 

advice and support regarding managing finances 

(68%), while 57% are satisfied with the advice on 

claiming benefits. 

Just under half of tenants were also satisfied with 

the advice and support given regarding anti-social 

behaviour and complaints (both 45%). 

Relatively few needs tenants are actually 

dissatisfied with the support and advice given, 

although noticeably more were with the advice 

on complaints (16%). 

Sheltered tenants are generally more satisfied 

with the support and advice given by the Council 

compared with general needs tenants (4% to 17% 

higher). 

Figure 13.1: Satisfaction with advice and 

support 

 

13.2  Further information  

A number of tenants asked for further 

information to be sent to them on a range of 

issues, as shown in the table below. 

Figure 13.2: Further information requests 

 
General 
housing 

Sheltered 
housing 

Managing household expenses 6% 6% 

Dealing with rising costs of fuel 
prices 

12% 5% 

Making sure you receive the 
benefits you are entitled to 

26% 25% 

Ensuring personal possessions 
are insured 

7% 9% 

Help moving or swapping your 
home 

15% 11% 

Moving to a smaller property 6% 0% 
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14. Sheltered 
accommodation  
This section is based on the analysis of the 

questions asked specifically to sheltered tenants 

about their home help and care services, the 

emergency call system and the service they 

receive from their Scheme Manager.   

The vast majority of sheltered tenants are clearly 

happy with the ease of access to all areas of their 

home and scheme (94%), the overall service 

provided by the Scheme Manager (91%), and the 

safety and security of their home (91%), 

Elsewhere satisfaction levels are all in the high 

80s (87% to 89%). Very few tenants dissatisfied 

(1% to 7%) with any of the measures. 

The majority of ratings have remained at similar 

levels to 2014 (1% higher to 3% lower). 

Figure 14.1: Satisfaction with sheltered 

accommodation and services  
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15. Perceptions 
The quality of a landlord’s customer service is 

largely determined by how it meets tenants’ 

expectations. If tenants perceive their needs are 

not being met, the landlord’s service reputation 

suffers. As expectations are an ever-evolving 

process it is important to keep in touch with 

tenants to find out if expectations are being met 

and, if not, what can be done to improve 

services.  

Tenants were asked whether they agreed or 

disagreed with eight statements about how Mid-

Suffolk performs its duties as a landlord. 

Tenants are most likely to agree that staff are 

friendly and approachable, the Council delivers 

the service expected, one that is efficient and 

effective and treats residents fairly (77% to 80%). 

Around three-quarters of tenants trust their 

landlord (73%), while slightly fewer agree that 

they can rely on staff to do what they say they 

will do (70%) or that Mid-Suffolk has a good 

reputation (69%). 

A large number of tenants are neutral (13% to 

25%), while fewer disagree with the statements 

(5% to 11%). 

Figure 15.1: Views on Mid-Suffolk  

 

Sheltered housing tenants have a slightly more 

positive perception of Mid-Suffolk compared with 

general needs tenants (2% to 9% higher). 

Figure 15.2: Views on Mid-Suffolk by 

tenure 
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16. Landlord 
improvements  
Tenants were given the opportunity to make 

comments on whether, if there was one thing 

that Mid-Suffolk could improve, what they would 

like it to be.  Some 620 tenants wrote comments 

in the survey about the improvements they 

would like to see to Mid-Suffolk’s services, of 

which very few were positive (2%). 

The biggest areas where tenants would like to 

see improved services are the neighbourhood 

and estate services and the repairs service 

(including both planned maintenance and 

responsive repairs). 

Almost a quarter of the comments were linking 

to the repairs and maintenance service, including 

planned works and property condition. Some 

17% of tenants would like to see improvements 

in the day-to-day repairs service, with providing a 

quick service the most frequent comment. A 

number of tenants said that they would like to 

see major improvement works to their 

properties (10%); with bathrooms and kitchens 

the most often mentioned. Linked to this, were a 

range of comments about 

the poor condition of the 

property (6%), which 

included external property 

maintenance and problems 

with damp. 

One in six tenants 

mentioned that they would 

like to see improvements 

in their neighbourhood 

(17%), with two-thirds of 

the comments mentioning 

car parking issues. 

One in ten tenants felt that 

there could be 

improvements to estate 

services, with grounds 

maintenance, problems 

with trees and hedges and 

fences, gates, paths and 

driveways mentioned by 

many tenants (10%). 

 

 

A number of tenants mentioned that they would 

like to see improvements in customer services 

(11%) and communications (6%).  

Tenancy management issues (11%) focused 

comments from tenants who needed property 

adaptations and help and services for older 

tenants. A range of other comments, which were 

not always housing related, were mentioned by 

tenants (8%). 

A more detailed breakdown is provided on the 

next page. 

 

 

 

 

 

 

Figure 16.1: Summary of how Mid-Suffolk 

could improve its services  
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Figure 16.2: Detailed breakdown of how 

Mid-Suffolk could improve its services  

Note: the numbers are the number of tenants who made the comment 
while the percentage in each group is given alongside the group heading. 

 
Neighbours, neighbourhood or local problems (17%) 

Car parking 62 

Standard of tenant gardens 11 

Problems with neighbours, noise 9 

Improved security, lighting needed 7 

Traffic calming needed/speeding cars 5 

Litter, graffiti, vandalism 4 

ASB 1 

Drugs related problems 1 

Neighbourhood needs improving 1 

Crime 1 

Do not feel safe 1 

Day-to-day repairs and maintenance service (17%) 

Quicker repairs 39 

Repairs service generally 18 

Quality of repair work 9 

Right first time 7 

Provide appointments, at the right times, tell us 
when, be on time 

5 

Check repairs done, inspect work 5 

Outstanding repairs 5 

Improve contractors 4 

Some repairs not covered/rechargeable 3 

Finish off repair 2 

Treat residents/belonging /homes with respect 1 

Had to keep reporting/chasing repair to get it fixed 1 

Jobs get forgotten 1 

Contractors damaged home/belonging 1 

Use local contactors/staff for each area 1 

Tenant services and management (11%) 

Property adaptations needed, wet rooms etc. 16 

Gardening service or cheaper service  9 

Better tenant mix, vet tenants 8 

Stop increasing rents, lower rents 6 

Want to move, transfer 5 

Poor condition of property at letting 5 

Rent issues, rent statements 4 

Help for older residents/health issues 3 

Provide a decorating service/handyman 
service/window cleaning 

2 

Take on more staff 2 

Enforce tenancy agreement 2 

Improve computer/technology support/help with 
digital shift 

1 

Need weekend coverage 1 

Lower heating costs 1 

Want to buy property 1 

Overcrowding 1 

Need more room 1 

Service charge too high/poor value/paying for 
service not received 

1 

Customer contact (11%) 

Be more understanding & honest, treat fairly 11 

Long time to get through/not quick at 
responding/have to keep chasing 

11 

No direct lines 11 

Accessibility e.g. of centres, offices 10 

Don't keep promises 7 

Did not call /email back 4 

Complaints/issues not followed up or dealt with 4 

Better customer care, customer service 2 

Complaints handling 1 

Do not like automated system 1 

Numbers keep changing 1 

Hard to contact named person/right person or 
department 

1 

Kept on hold/passed around to different people 1 

Staff rudeness, treat tenants with respect 1 

Want face to face contact 1 

Not efficient with problems 1 

Not very helpful or professional 1 

Took a long time to resolve problem/issue 1 

Do not keep us informed of progress 1 

Planned works such as replacement kitchens and 
bathrooms (10%) 

Improvement works (Kitchens, bathrooms) 42 

Central heating, better heating system 9 

Doors - internal or external, porch 6 

New windows 3 

Estate and grounds maintenance (10%) 

Grounds maintenance - grass cutting/ gardeners 16 

Trees and hedges 12 

Fences and gates 11 

Paths and driveways 10 

Maintenance/decoration of communal areas 5 

Drainage, flooding problems 5 

Communal cleaning 2 

Estate/services  1 

Lifts (keep in good repair) 1 

Poor condition of property (6%) 

External property maintenance 13 

Poor property condition/maintenance 7 

Damp problems, better ventilation 5 

Inspect property 2 

Need internal decoration 2 

Insulation needed 1 
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Roof repairs 1 

Problems with pests 1 

Need better property security 1 

Carry out fire safety check 1 

Communications and information (6%) 

Improve communication 27 

Visit us 4 

Should listen more carefully/do not seem 
interested 

3 

More events, meetings 1 

Local facilities (2%) 

Lighting, street lighting 8 

More local facilities needed (shops etc.) 1 

Provide play areas for children 1 

Need / improve local transport 1 

Problems with refuse storage 1 

Positive comments (2%) 

General, happy, no problems 7 

Staff - approachable, easy to contact 1 

Staff - caring 1 

Staff - helpful, solve queries 1 

Other (10%) 

Other 18 

Problems with rubbish collection, areas, skips, 
need wheelie bins 

9 

Poor condition of the roads, road repairs 6 

Don’t know 5 

More energy efficient, environmental, group 
purchase, solar panels etc. 

3 

Improve website 3 

Help for disabled residents 2 

Pets policy 2 

More financial efficiency 2 

Already commented in an earlier Q 2 

Neutral comment/not applicable 2 

Free phone 1 

Bedroom tax 1 

Area for mobility scooter  1 

Issues around building more homes generally 1 

Domestic abuse services 1 
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17. Leaseholders  
This section is based on the analysis of results 

asked specifically of Mid-Suffolk’s leaseholders. A 

questionnaire that was worded slightly differently 

was sent to all leaseholders, reflecting the 

differences between the tenures in the services 

provided. At the time of the survey Mid-Suffolk 

had 41 leaseholders. All leaseholders received a 

survey and 11 responded (27%).  Due to the 

relatively low response rate and the small 

number of leaseholders to start with the results 

from the leaseholder survey are not very reliable. 

 

The chart below provides a summary of the 

results from the 2019 survey. 

Figure 17.1: Leaseholder satisfaction  
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18. Understanding 
overall satisfaction  
The overall rating for Mid-Suffolk’s services was 

examined at the beginning of the report in 

Chapter 2: this rating is often seen as the 

headline figure in the survey. This section now 

explores the differences in the relationship 

between the overall rating and individual ratings 

in an attempt to understand what is driving 

overall satisfaction at Mid-Suffolk.  

18.1  Key services 

The majority of Mid-Suffolk’s tenants are satisfied 

with the overall services, and encouragingly the 

rating is one of the highest in the survey (84%) – 

suggesting a good degree of customer loyalty 

towards the Council.  

Figure 18.1: Satisfaction with key services for 

all tenants  

 

The overall rating for landlord services is below 

the two highest ratings received in the survey for 

the value for money of the rent and the 

neighbourhood.   

The overall rating is slightly higher than the 

ratings awarded for the quality of the home and 

staff being friendly and approachable; and 

noticeably higher than the ratings awarded for 

quality of the home, repairs service, estate 

services and listening to views. 

18.2  Dissatisfaction and lower levels 

of satisfaction  

Inevitably the survey found some areas with 

lower satisfaction and for Mid-Suffolk this can be 

taken to be where satisfaction falls below 70% - 

often linked to communication and customer 

contact (being kept informed, relying on staff and 

listening to views) and reputation.  

Sometimes, where satisfaction is lower than in 

other areas, the remaining tenants can be split 

between those who fall into the ‘neither satisfied 

nor dissatisfied’ middle ground and those who 

are actually dissatisfied. The difference between 

these two groups of tenants is important – as it 

can signal areas where tenants do not have 

strong opinions or, more worryingly, areas where 

a high percentage of tenants are actually 

dissatisfied.  

The survey found a few areas with higher levels 

of dissatisfaction. There are some ratings where 

more than one in ten tenants are dissatisfied at 

Mid-Suffolk (quality of the home, listening to 

views, repairs service and outcome of contact – 

14% to 25% dissatisfied). and these may be areas 

which Mid-Suffolk wish to investigate further  

Figure 18.2: Dissatisfaction with services  
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18.3  General needs and sheltered 

tenants  

Generally, the results from customer satisfaction 

surveys reveal that sheltered tenants are more 

satisfied than general needs tenants. This was 

found to be the case at Mid-Suffolk for virtually 

all services measured in the survey (3% to 17% 

higher).   

The were some exceptions the ratings were very 

similar or general needs tenants were slightly 

more satisfied – reputation, helpfulness of staff, 

repairs service, dealing with query efficiently and 

in a reasonable time (2% higher to 5% lower). 

18.4  Changes in satisfaction levels  

Overall satisfaction has fallen by 4% since the 

previous survey in 2014.  The latest survey only 

found one area where satisfaction had increased 

on the 2014 survey (value for money of the rent 

– 3% higher). 

In other areas the ratings remain similar to those 

found five years ago (listening to views, 

neighbourhood, estate services, quality of the 

home, service charge, right first time and being 

able to make an appointment – 1% higher to 2% 

lower) or slightly lower (friendly and 

approachable staff, appearance of neighbourhood, 

quality of repair work – 3% to 4% lower). 

All of these changes in satisfaction levels between 

the latest survey and the one undertaken in 2014 

fall within the sampling errors for combining the 

two surveys (±4.2%).  Elsewhere the differences 

are greater which means that some of the 

changes are statistically significant. 

Greater falls in satisfaction were recorded for 

aspects of the customer service - getting hold of 

the right person (18% lower), helpfulness of staff 

(8% lower), dealing with query in a reasonable 

time (5% lower) and outcome of contact (5% 

lower).  Satisfaction with the overall repairs 

service is 6% lower and far fewer tenants felt that 

Mid-Suffolk keeps them informed (9% lower). 

 

 

 

 

Figure 18.3: Change in satisfaction over the 

last five years  

 2019 2014 Change 

Services provided by landlord 84% 88% -4% 

Quality of home 79% 80% -1% 

Value for money of rent 89% 86% 3% 

Service charge (FRM) 78% 77% 1% 

Neighbourhood  88% 90% -2% 

Appearance 80% 84% -4% 

Estate services 73% 75% -2% 

Getting hold of right person 50% 68% -18% 

Helpfulness of staff 74% 82% -8% 

Reasonable time 71% 76% -5% 

Final outcome 64% 69% -5% 

Repairs service 74% 80% -6% 

Able to make an appointment 77% 76% 1% 

Overall quality of work 82% 86% -4% 

Repair right first time 75% 74% 1% 

Keeping residents informed 71% 80% -9% 

Listens to views 58% 60% -2% 

Friendly and approachable staff 80% 83% -3% 

 

The falls in satisfaction can be found among both 

general needs and sheltered housing tenants. 

18.5  Diversity analysis  

The results for general needs tenants have been 

examined in more detail and any comments are 

made where there are differences in satisfaction 

in terms of tenant and property characteristics. It 

is important to note, however, that the 

differences do not necessarily mean that there is 

a causal link. A full breakdown can be found in 

the accompanying data tables.  

Number of bedrooms – The survey found little 

difference in terms of satisfaction depending on 

the number of bedrooms in each property.   

Property type – Tenants living in flats consistently 

awarded lower ratings compared with tenants 

living in bungalows or houses. 

Health issues and wheelchair use – The survey 

found that tenants with a health issue which 

limited their activities a lot or households with 

wheelchair users are marginally less satisfied 

tenants with no issues or non-wheelchair users; 

however the differences are very small and not 

statistically significant. 
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Analysis by age - Younger tenants (under 35 

years old) are considerably less satisfied in 

virtually all areas (with only two exceptions – 

neighbourhood and getting hold of the right 

person).  Middle-aged tenants (aged 35 to 59 

years old) tended to be slightly less satisfied than 

older tenants, but often more satisfied than 

younger tenants. 

Area – The survey found only slight differences at 

area level.  Tenants in Area 1 are slightly less 

satisfied with the value for money of the service 

charge, customer service and listening to views. 

In Area 2 tenants awarded the highest rating for 

overall services but less impressed with estate 

services.  Satisfaction with customer services and 

the repairs service is higher in Area 3, however 

tenants are less satisfied with the appearance of 

their neighbourhoods. 

Figure 18.4: Satisfaction at area level 

 

18.5  Correlation  

Correlation is commonly used in customer 

satisfaction research to carry out key-driver 

analysis. The higher the correlation the stronger 

the relationship is between the responses to two 

questions. Correlation should be treated with 

some caution, however, because it does not 

demonstrate that one factor is the cause of 

another. The correlation coefficient is calculated 

using a standard statistical formula to quantify the 

degree to which two variables (the ratings) are 

associated, and will always be a value between -1 

and +1. A large positive correlation means that 

two ratings 'move together' -- when one goes up, 

the other tends to go up. Negative correlation 

means the ratings move in opposite directions -- 

when one goes up, the other goes down. A 

correlation of 0 usually means the variables are 

not associated. It is generally accepted that a 

coefficient of 0.6 or more suggests a strong 

association.  

The strongest correlations for Mid-Suffolk are 

between overall satisfaction and delivering the 

service expected, being effective and efficient, 

estate services, the repairs service and being able 

to recommend the landlord and trust.  

Other areas with a relatively strong correlation 

are trust, relying on staff, dealing with queries & 

final outcome, treating residents fairly, having a 

good reputation and listening to views. 

There are also moderate associations in many 

other areas. 

Figure 18.5: Correlation with overall 

satisfaction  

Service Correlation 

Providing service expected 0.59 

Effective and efficient service 0.57 

Estate services 0.57 

Repairs & maintenance service 0.56 

Recommend 0.56 

Trust  0.55 

Can rely on staff  0.54 

Deal with query 0.54 

Treats residents fairly 0.53 

Good reputation in my area 0.53 

Final outcome 0.52 

Listens to views 0.52 

Value for money of service charge 0.50 

Keeping residents informed 0.50 

Being able to make an appointment 0.48 

Friendly and approachable staff 0.48 

Quality of home 0.46 

Overall quality of work 0.45 

Query dealt with in a reasonable time 0.45 

Value for money of rent 0.44 

Repair being done right first time 0.44 

Helpfulness of staff 0.42 

Getting hold of the right person 0.36 

Appearance of neighbourhood 0.33 
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Neighbourhood as a place to live 0.32 

 
Key: orange = strong correlation, yellow = moderate 

correlation and white = weak correlation 

 

18.6  Key driver analysis  

Key driver analysis is used to examine the 

relationship between the different variables (the 

questions asked in the survey) and to determine 

which elements of the service are the key drivers 

for customers’ overall satisfaction. Multiple 

regression is used to analyse the relationship 

between several key satisfaction questions and 

determine which ones have the most influence.  

Key driver analysis is useful to identify service 

areas in which increases in satisfaction could 

potentially lead to an increase in the overall 

satisfaction rating.  

As Figure 18.6 shows, the most important driver 

for tenants is the quality of the home, followed 

by estate services, deliver the services expected, 

customer services and the repairs service and 

being able to recommend the Council.  

These findings clearly show the strong influence 

of the quality of the home and estate services; 

backed by good customer service and repairs 

service for Council tenants. 

 

 

 

 

 

 

 

 

 

 

 

Figure 18.6: Key driver analysis – overall satisfaction and key services 
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19. Comparison with 
Mid-Suffolk and other 
landlords  
Undertaking a STAR survey, based on a widely 

used standard question set, helps landlords to 

benchmark the satisfaction of their tenants 

against other landlords with similar 

characteristics, such as size, type and location. It 

provides a broader dimension than internal 

targets may offer, assisting both the landlord and 

any tenant scrutiny panel in assessing 

performance levels and areas of improvement. 

19.3  Comparison with HouseMark  

Landlords who subscribe to HouseMark are able 

to upload and benchmark their STAR results as 

they did for STATUS surveys. The results from 

the Mid-Suffolk survey have been compared 

against HouseMark’s data tables for 2016/18.  

Note: the current figures from HouseMark reflect those 

landlords who have posted their results and should not be 

taken to be representative of any national averages. 

All tenants - The comparison reveals that the 

overall level of satisfaction at Mid-Suffolk for 

general needs tenants (84%) is 3% below the 

HouseMark average (87%) – placing the Council 

in the third quartile.  

The levels of tenant satisfaction found at Mid-

Suffolk are above the current HouseMark 

averages for satisfaction with the neighbourhood 

(3% higher) and value for money (rent 3% higher 

and service charge 6% higher) – placing Mid-

Suffolk in the second quartile for these three 

performance areas.  

Satisfaction with the quality of the home, the 

repairs and maintenance service and listening to 

views are all below the corresponding 

HouseMark averages (6% to 12% lower) and all 

fall into the bottom quarter. 

General needs tenants – The comparison for 

general needs tenants reveals a mixed picture 

with ratings in the top quartile (neighbourhood 

and value for money of the rent and service 

charge), third quartile (overall services and 

repairs service) and bottom quartile (quality of 

the home and listens to views). 

Sheltered housing tenants – Once again the 

performance is mixed with ratings in the top 

quartile (value for money of the rent and service 

charge), third quartile (overall services and 

neighbourhood) and bottom quartile (quality of 

the home, repairs service and listens to views). 

Figure 19.1: HouseMark key STAR comparison for all tenants (2017/19) 
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19.2  Comparison with Mid-Suffolk 

District Council  

Mid-Suffolk and Mid-Suffolk District Council have 

jointly commissioned the STAR surveys and the 

findings provide a great opportunity to examine 

the differences between the two Councils – from 

the tenant perspective.  

In many areas the difference between the two 

Councils was very small (3% difference), however 

below we list the differences for general needs 

and sheltered tenants separately.  It is also 

noteworthy that many of the differences are 

similar to those found in the last survey. 

General needs tenants 

Comparing general needs tenants’ views of 

customer service at the two Councils reveals that 

Mid-Suffolk’s tenants are more impressed with 

the appearance of their neighbourhood and the 

neighbourhood as a place to live, 

A higher percentage of Mid-Suffolk’s general 

needs tenants are satisfied with the repairs 

service, but fewer are satisfied with gas servicing 

arrangements. 

Figure 19.2: Comparison of general needs 

tenants with Mid-Suffolk DC 

Service area  
Difference (negative where Mid-
Suffolk’s performance is lower) 

%  

Environment 

Neighbourhood as a place to live 9% 

Appearance 5% 

Repairs and maintenance 

Repairs & maintenance service 5% 

The repair being done right first time 4% 

Gas servicing -7% 

 

Sheltered housing tenants 

Mid-Suffolk’s sheltered housing tenants are more 

satisfied with the appearance of their 

neighbourhood.   

In terms of customer contact, far more Mid-

Suffolk tenants find it easier to contact the right 

person, however fewer are satisfied with how 

their enquiry is handled – dealt with quickly and 

efficiently and in a reasonable time.  More 

sheltered housing tenants at Mid-Suffolk feel they 

are kept informed compared to those at Mid-

Suffolk.   

 

Higher ratings were also awarded for aspects of 

the repairs service, but not as many are satisfied 

with gas servicing. 

Mid-Suffolk tenants also awarded slightly higher 

ratings for some aspects of their sheltered 

housing scheme. 

Figure 19.3: Comparison of sheltered housing 

tenants with Mid-Suffolk DC 

Service area  
Difference (negative where Mid-
Suffolk’s performance is lower) 

%  

Environment 

Appearance 14% 

Customer contact 

Getting hold of the right person 12% 

Dealing with the query in a reasonable 
time 

-13% 

Dealing with the query quickly & 
efficiently 

-12% 

Repairs and maintenance 

Being able to make an appointment 11% 

Quality of the work 7% 

The repair being done right first time 8% 

Gas servicing -7% 

Communications 

Being kept informed 9% 

Sheltered scheme 

Frequency of contact with Scheme 
Manager 

4% 

Overall service provided by Scheme 
Manager 

7% 

The facilities at your scheme 5% 
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20. Conclusion 
The results from the 2019 STAR survey reveal 

that the majority of tenants are satisfied with the 

overall landlord service provided by the Council. 

Compared with the previous survey carried out 

in 2014, the survey found a downward trend in 

key service areas. 

The results from the survey show that a relatively 

high percentage of tenants (84%) are satisfied 

with the landlord services provided, some 4% 

lower than five years ago.  

Satisfaction with the quality of the home, value 

for money, estate services and the 

neighbourhood are at similar levels to those 

found in 2014 (2% lower to 3% higher). 

Tenants rated customer contact with the Council 

much lower than five years ago, with ratings 

some 5% to 18% lower.  Over a third of tenants 

found it difficult to contact the right person (36%) 

and a quarter were left dissatisfied after contact 

(25%).  Comments provided by tenants on 

customer contact were wide ranging and provide 

further insight.  Only 58% of tenants felt that the 

Council listens to their views and far fewer now 

feel they are kept informed (71%). 

Satisfaction with the overall repairs and 

maintenance service (74%) is 6% lower than in 

2014.  Tenants comments were once again wide 

ranging, suggesting that there is more of a general 

dissatisfaction which has increased over time, 

rather than any one particular aspect of the 

service.  Given that a high percentage of 

customer contact is linked to repairs and 

maintenance there are many parallels between 

the open comments made by tenants in this area. 

The survey included a number of perception 

questions which reveal that the majority of 

tenants have a positive view of the Council and 

correlation with overall satisfaction shows how 

important it is that tenants feel that the Council 

delivers an effective and efficient service, one that 

is expected, has a good reputation, that they can 

trust their landlord and can rely on staff to do 

what they say they will do.  

 

 

The tenants made a number of suggestions for 

the priorities the Council should be focusing on 

and gave suggestions for improvements to 

service. Repairs was a constant feature with the 

need for quicker repairs dominating. Dealing with 

neighbourhood issues and estate services and 

improving some aspects of customer contact are 

also important to tenants.  

Recommendations 
It is recommended that Babergh should look at 

the areas where satisfaction has dropped 

significantly since 2014, as well as the small 

number of areas where more than one than one 

in ten tenants are dissatisfied.   

Customer contact (and Communications) 

Satisfaction with customer contact in 2019 is 

relatively low and much lower than 2014, this 

should be a key area of focus for the Council.   

Repairs and maintenance service – With 

repairs and maintenance having such an influence 

on tenant satisfaction and identified as the most 

important service this is an area where further 

improvements might be made; which might help 

to stop the small downward trend in satisfaction 

with the quality of home since 2008. 
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About Acuity 

Acuity Research & Practice provide tenant satisfaction survey and benchmarking 

services, helping housing providers to improve services and engage with their 

tenants through an understanding of satisfaction, performance and profiling data.  

We focus on providing information that will inform performance improvement: 

positive outcomes for providers and tenants, not just box-ticking. Our services are 

highly flexible, always carefully tailored to the requirements and budgets of our 

customers. 

We have been providing consultancy services to the social housing sector for over 

21 years. We work in partnership with HouseMark to support the benchmarking 

activities of smaller and specialist housing providers. 


