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Broxtowe Borough Council is based in 

the county of Nottinghamshire and owns 

around 4,400 properties.

Acuity has been commissioned to 

undertake an independent satisfaction 

survey of the tenants of Broxtowe 

Borough Council to collect data on their 

opinions of, and attitudes towards, their 

landlord and the services provided. 

The survey was designed using the new 

Tenant Satisfaction Measures from the 

Regulator of Social Housing, which 

became mandatory to collect from April 

2023 and are due to be reported for the 

first-time in 2024.

The survey was conducted using a mixed mode approach. Initially letters were sent out with a link to complete the survey 

online, with postal questionnaires were sent to those wishing to use this approach. Finally, a telephone booster survey 

was completed. The survey closed on 20 January 2024 and a total of 1,153 responses were received (373 online, 579 by 

post and 201 by telephone interview). 

For the overall results, Acuity, Housemark and the Regulator of Social Housing recommend that landlords with between 

2,500 and 9,999 properties achieve a sampling error of at least Ñ4% at the 95% confidence level. For Broxtowe Borough 

Council, 1,153 responses were received, and this response is high enough to conclude that the findings are accurate to 

within Ñ2.5%, so well within the required margin of error.

The survey results were checked for representativeness by housing tenure, management area and age to ensure that the 

respondents to the survey closely match those of the whole tenant population. And, as there was a close match there 

was no need to weight the survey results.

The survey is confidential, and the results are sent back to Broxtowe Borough Council anonymised unless tenants give 

their permission to be identified ï 91% of tenants did give permission to share their name all these tenants are happy for 

Broxtowe Borough Council to contact them to discuss any issues they raised. 

The aim of this survey is to provide data on tenantsô satisfaction, which will allow Broxtowe Borough Council to:

Å Provide information on tenantsô perceptions of current services

Å Compare the results with previous surveys, where possible

Å Compare the results with other landlords (where appropriate)

Å Evidence the requirement for business improvement plans

Å Report to the regulator from April 2024 onwards.

Most figures throughout the report show the results as percentages. The percentages are rounded up or down from two 

decimal places in the results file 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. 
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66% Well maintained home

69% Safe home

71%
Repairs - Last 12 

months

63% Time taken - Last repair

62%
Communal areas clean 

& well maintained

56%
Positive contribution to 

neighbourhood

49% Anti-social behaviour

58% Easy to deal with

48% Listens & Acts

57% Keeps you informed

65%
Treats fairly & with 

respect

25% Complaints handling

Overall Satisfaction

66% Key Metrics Summary 2024
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Two-thirds of tenants are satisfied with the 

overall satisfaction provided by the 

Council, and this is one of the highest 

ratings of the questions in the survey, with 

just the repairs service in the last 12 

months (71%) and the provision of a safe 

home (69%) above this.

Three measures received satisfaction 

levels below 50%, these being the way 

anti-social behaviour is dealt with (49%), 

listening to views and acts upon them 

(48%) and handling complaints (25%).

The following pages will show how this 

compares with previous surveys, where 

questions match, against other landlords 

using the TSMs and the comments made 

by tenants will help provide some insight 

into what is driving satisfaction and what 

may be in need of improvement.



National Context
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Satisfaction with services provided (NHF/Housemark median - general needs)

*LCRA only onwards

The results from the survey have fallen 

since the previous survey in 2021, but is 

this to do with Broxtowe Borough 

Councilôs performance or other factors?

When considering the results, it is 

important that the national context and 

external factors should also be 

considered. For example:

Å Cost of Living Crisis, rising poverty 

and reduced local authority funding 

Å Government & Political Changes 

Å Uncertainty about the future

Å Brexit and the economy 

Satisfaction is based on perception 

rather than specific values so can be 

affected by these factors and how 

positive people feel about their lives. 

Factors such as the pandemic also 

altered the way social landlords operate, 

perhaps making them less accessible 

and responsive.  

The top graph demonstrates how overall 

satisfaction has changed over time for 

Acuityôs clients (tracker only). The 

trendline is downward over the last few 

years. The lower chart shows the results 

from Housemark members with a peak 

in 2015/16 and a slow decline since, this 

starting before the disruption caused by 

the pandemic.
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86%

82%

71%

66%

2017 2019 2021 2024

Net Promoter 

Score
30%

36%

11% 12% 11%

Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied

Overall Satisfaction
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Firstly, tenants were asked, ñTaking 

everything into account, how satisfied or 

dissatisfied are you with the service 

provided by Broxtowe Borough Council?ò 

This is the key metric in any tenant 

perception survey.

Two-thirds of tenants are satisfied (66%), 

although fewer are very satisfied (30%) 

than fairly satisfied (36%). There are 23% 

of tenants dissatisfied, with the remaining 

11% neither satisfied nor dissatisfied.

The Council undertook satisfaction surveys 

in 2017, 2019 and 2021, many of the 

questions in the new survey will not match 

those used previously. However, when 

comparing overall satisfaction in 2023/24 

with the last survey in 2021, satisfaction 

has fallen by 5 percentage points (p.p). 

Later in the report will show how this 

compares with other landlords in the social 

housing sector. 

It is common that older tenants in 

independent living accommodation are 

more satisfied than general needs tenants, 

and that is the case with Broxtowe, 77% 

compared with 61%. Correspondingly, more 

general needs tenants are dissatisfied.

The main body of the report focuses on 

high level scores, towards the end of the 

report a section entitled óUnderstand 

satisfactionô explores the differences by 

tenure, tenant demographics, length of 

tenure and management area breakdowns.

Over Time

61%

77%

13%
7%

26%

16%

General Needs
(802)

Independent Living
(345)

Satisfied Neither Dissatisfied

Housing Need
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66% 69% 71%
63%

11% 9% 9%
10%

23% 22% 20% 28%

Well maintained home
(1143)

Safe home (1124) Repairs - Last 12 months
(767)

Time taken - Last repair
(768)

Keeping Properties in Good Repair
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Two-thirds of tenants are satisfied that 

their home is well-maintained, although 

23% are dissatisfied. It is usual that a few 

more are satisfied that their home is safe, 

and that is the case here where 69% are 

satisfied. Previously, the survey asked 

tenants if they felt their home was safe 

and secure and 79% felt it was, whilst the 

question is a little different, satisfaction 

has fallen by 10p.p. In addition, a fifth of 

tenants remain dissatisfied.

Seven out of ten tenants (69%) had a 

repair carried out by the Council to their 

home in the last 12 months, and of these, 

71% are satisfied, although this is down 

4p.p since 2021. Fewer are satisfied with 

the time to complete their most recent 

repair, a common pattern, and 28% are 

dissatisfied with this. As will be shown 

below, the timescales for completing 

repairs is a common complaint.

Again, independent living residents are 

more satisfied with their home and the 

repairs service than the general needs 

tenants.

Over Time

60%

79%

64%

80%

66%

81%

59%

70%

General Needs Independent Living

Housing Need

55%

60%

65%

70%

75%

80%

85%

2021 2024



28%

26%

19%

11%

9%

8%

8%

7%

7%

7%

7%

7%

Day-to-day repairs - Outstanding / forgotten repairs

Day-to-day repairs - Timescales to complete repairs

Property condition - Damp / mould / condensation

Scheme/Estate Negative - Quality of cleaning service

Communal areas - Frequency of cleaning service

Day-to-day repairs - Communication about repair (before work
started)

Home improvements - New doors or windows

Scheme/Estate Negative - Poor maintenance of communal areas

Grounds maintenance - Frequency of service

Grounds maintenance - Tree maintenance

Grounds maintenance - Grass cutting

Day-to-day repairs - Ease of reporting repair

Comments ï Home or Communal Areas 

Number of respondents: 37910

Tenants not satisfied with their homes or 

communal areas were asked to explain 

why and what could be done to improve 

this, and 379 tenants provided 

comments.  

The main issues raised by tenants are 

repairs which are outstanding or appear 

to have been forgotten, and the 

timescales for completing repairs.

These are common issues and are faced 

by many other social landlords.

There are some suffering from damp and 

mould in their homes, whilst the 

frequency and quality of the cleaning 

service also attracts some comment.

Other comments cover further repairs 

issues such as the communication 

around the repair and the ease of 

reporting as well as the grounds 

maintenance service.

The next slide shows some of these 

comments, to give a flavour of how 

tenants feel about their homes and their 

communal areas. These should also help 

the Council target areas in need of 

improvement.



Home or Communal Areas ï Comments 

Number of respondents: 379

Day-to-day repairs ï Timescales to 

complete repairs
Communal area maintenance Other issues

Day-to-day repairs ï 

Outstanding/forgotten repairs

ñThey could do the outstanding repairs and 

inform us as they are doing them.ò

ñI am satisfied with my home, but repairs 

donôt appear to be done on the outside of 

the building, affecting some of my 

neighbours.ò

ñBroxtowe Council used to be very good. 

But now nobody answers the phone, so 

repairs are not done. In fact, people who 

work in Beaseston Office donôt answer the 

phone, so repairs are not maintained.ò

ñI am constantly waiting for outstanding 

repairs to be done. The back door frame is 

warped and needs replacing. They took a 

long time to treat the mould and damp, but it 

has come back. I need ventilation in the 

porch .There are cracks around the 

bedroom window frame. These repairs need 

doing.ò

ñWhen I first moved in no hot water and 

window vents were sellotaped up, toilet was 

leaking, under sink was leaking, donôt have 

living room door, my bathroom floods.ò

ñBroxtowe could get things repaired faster 

then making you wait six weeks or more.ò

ñTakes ages to get anything fixed or looked 

at.ò

ñGetting repairs done when they have 

reported, not a year wait, for windows and 

the other jobs.ò

ñReported repairs in 2021 still waiting for 

repairs to be done the service is diabolical.ò

ñQuicker repairs when reported,. Road on 

our street has deep potholes. Increases in 

rent and council tax but getting less 

services.ò

ñFaster response to repair reports and better 

communication when there are delays.ò

ñRepairs are an ongoing problem it took 2 

years to fix my kitchen ceiling. Repairs are 

shoddy. Sometimes taking multiple attempts 

or fix. Appointments are not kept. Reporting 

a repair is difficult. Repair requests are 

ignored.ò

ñSpeed up maintenance for old people.ò

ñNobody cleans the staircase The area near 

the garbage bins is also neglected.ò

ñOutside areas look scruffy sometimes 

because people deposit unwanted items 

close by the recycling bins and the grass 

area around property. Should be given more 

attention.ò

ñThe entrances are not maintained at all 

both entrances are a mess - not looked after 

at all.ò

ñNo one cleans the communal stairwell. I 

clean my landing occasionally but no one 

else does so it gets dirty really quickly.ò

ñCommunal stairs and walkways do not 

have a cleaner anymore and it shows.ò

ñThe communal areas are dirty & they are 

not cleaned.ò

ñLarge amounts of rubbish left around the 

bin shed. Absolutely disgusting - Addicts 

urinate and poo on the steps to my property. 

These are never cleaned, and my daughter 

has to walk past this everyday - Alcohol 

bottles and cans left on the stairs.ò

ñImproving the quality of cleaning of 

common areas.ò

ñTrees make terrible mess on forecourt, and 

we are not able to sweep it up its a 

disgrace.ò

ñThat the property is not well maintained 

and also the outside areas are not well 

maintained.ò

ñWe pay for outside grass cutting, path 

edging etc , grass is supposed to be cut 

every 10 days during the growing season. 

Its now down to every 2 months (grass 

cutting) path edging not done).ò

ñStairways outside walks not cleaned or 

swept very often. Residentsô car park not 

always accessible due to shoppers, cars not 

belonging to this living area.ò

ñStarted to pay a weekly service charge yet 

have only seen the communal area cleaned 

once in a year.ò

ñBecause the place is surrounded be drug 

users and there is mould in my house.ò

11



52%

35%

27%

21%

16%

9%

7%

7%

5%

5%

4%

4%

Day-to-day repairs - Timescales to complete repairs

Day-to-day repairs - Outstanding / forgotten repairs

Day-to-day repairs - Communication about repair (before work started)

Day-to-day repairs - Ease of reporting repair

Day-to-day repairs - Quality of work

Property condition - Damp / mould / condensation

Day-to-day repairs - Appointments

Day-to-day repairs - Right first time

Home improvements - New doors or windows

Positive comments - Repairs service/workforce

Property condition - Roof repairs

Day-to-day repairs - Contractor

25712

Comments ï Dissatisfaction with Repairs

Number of respondents:

Tenants not satisfied with the repairs and 

maintenance service were asked to provide 

more information and what could be 

improved, and 257 tenants gave comments. 

Tenants most frequently referred to the 

timescales to complete repairs and 

outstanding or forgotten repairs. These are 

also common areas of concern for other 

social landlords, which may be due to some 

landlords still trying to catch up after the 

pandemic, as well as being faced with 

issues around increased costs and 

shortages of labour and materials. In 

addition, expectations about times to 

complete work can be high and difficult to 

match. We now live in a society where items 

can be ordered and delivered the next day, 

but it is virtually impossible to operate a 

repairs service on this basis. 

Therefore, it is vital that Broxtowe Borough 

Council keeps tenants clearly informed 

about repair schedules and how long they 

can expect to wait, with updates if this 

changes. 

Tenants also commented upon the 

communications about the repair, reporting 

and the quality of work, whilst some have 

issues with damp and mould in their homes.

Overleaf has examples of the main areas of 

concern to help better understand the 

issues that some have with the repairs 

service.



Dissatisfaction with Repairs ï Comments 

Number of respondents: 257

Day-to-day repairs ï 

Outstanding/forgotten repairs
Day-to-day repairs ï Other issues Other matters

Day-to-day repairs ï Timescales to 

complete repairs

ñIt took three months to actually get 

someone out after moving in, just left in 

limbo.ò

ñWe were waiting for about 2 months for tap 

sink repair when int the meantime water 

was quickly running from the sink. We have 

reported twice already the entrance door 

problems, and we are still waiting.ò

ñGet repairs done quicker. Iôve had rain 

coming through the ceiling since June. Itôs 

been left so long that thereôs a hole in 

ceiling as big as a tennis ball, and plaster 

keeps falling down.ò

ñOriginally repair raised early part 2022 but 

told not to be completed till 2024.ò

ñTimescale for repairs, I understand that 

things happen, and they use outside 

contractors but if you are maintaining 

properties, you still need to take into 

account how it affects each individual.ò

ñTake too long in arranging and when they 

turn up, they tell me what they are going to 

do but donôt do it.ò

ñThey have not resolved my issues and I 

have extreme mould and damp.ò

ñRecently my guttering on my bungalow was 

repaired but it was not fixed back together 

with it still leaking, hope it is done before the 

icy weather.ò

ñThey should have come back to check 

something re the electrics, but they have not 

been back. The repair is still outstanding ( 

bathroom light not working)ò

ñWe have rung a couple of times about 

outstanding repairs and they have not got 

back to us.ò

ñStill waiting for the chimney to be painted 

and weather strip on chimney sealed, still 

leaks in living room.ò

ñThey need to do the repairs. When you call, 

they should take notes and log the repair so 

there is a record.ò

ñJust listen to the customer, listen to what the 

problems are and understand but they are 

not and when we report serious repairs, they 

need to get onto it.ò

ñAgain, its more to do with communication - I 

believe people understand that circumstances 

canôt always be helped i.e. change of times or 

dates etc. but sometimes just being notified 

would be appreciated.ò

ñAppointments was missed, and no one let 

me no or an explanation why. works not 

carried out for a long time. Had to go through 

housing disrepair claim to get anywhere then 

still was a long time and overall stressful 

process.ò

ñThe quality of internal work needs to be 

improved so as not to redo what employees 

do.ò

ñTry to cut corners to save money, but in the 

long run it cost more as job then has to be 

done again but correctly.ò

ñDifficult to get in touch with them, can be on 

hold for a long time with no answer until you 

give up.ò

ñGetting through is the major problem.ò

ñCalled and get no answer, left messages to 

be called back still nothing.ò

ñI would like to be kept in the loop. I need 

them to change the back door. It has gaps 

and its warped.ò

ñEmails are ignored phone calls, fall on deaf 

ears.ò

ñBe more easily available to respond to 

queries or complaints by phone or email.ò

ñListen to tenants and look after the 

properties like they are supposed to.ò

ñSort the windows out and mould in the 

kitchen cupboards.ò

ñDamp proofing wall damp inside.ò

ñMore attention should be paid to senior 

citizens homes. e.g. a yearly check on 

guttering, gardens.ò

ñEvery room needs plastering, my back door 

is falling off. My attic is full of cement, it fell 

in when they fitted a new roof on. All the 

insulation is flattened by the stuff that fell in.ò

ñIt is getting better now we got a new repairs 

manager.ò
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62% 56% 49%

10% 23%
25%

28% 21% 26%

Communal areas clean & well
maintained (569)

Positive contribution to
neighbourhood (995)

Anti-social behaviour (856)

Responsible Neighbourhood Management
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Over half the tenants stated that they live in 

a building with communal areas that 

Broxtowe Borough Council is responsible for 

maintaining (55%). Of these tenants, 62% 

are satisfied with the cleaning and 

maintenance of their communal areas, 

however, 28% remain dissatisfied. 

Satisfaction is highest in 

Eastwood/Brinsley/Newthorpe (72%), and at 

its lowest in Stapleford/Bramcote/Trowell.

Slightly fewer tenants are satisfied with the 

positive contribution Broxtowe Borough 

Council makes to their neighbourhood 

(56%), whilst a fifth are dissatisfied, and 

23% are neither satisfied nor dissatisfied. 

This may partly be due to a lack of visibility 

and awareness; maybe the Council could do 

more to communicate and promote the 

impact it has in the area. 

Half the tenants are satisfied with the 

Councilôs approach to handling anti-social 

behaviour with the remainder split between 

those who are dissatisfied and those neither 

one or the other. There is little difference 

between the areas in terms of the handling 

of ASB from 44% in Chilwell/Toton to 56% in 

Beeston.

As with all the measures in the survey, 

tenants of independent living schemes are 

more satisfied than their general needs 

counterparts.

Management Area

53%

72%

51%

66%

44%

59%

General Needs Independent Living

Housing Need

64%

61%

72%

66%

49%

59%

51%

52%

62%

56%

56%

44%

49%

54%

45%

Beeston

Chilwell/ Toton

Eastwood/ Brinsley/
Newthorpe

Kimberley/ Nuthall/
Watnall/ Awsworth

Stapleford/
Bramcote/ Trowell
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58%
48%

65% 57%

25%

14%
19%

20%
20%

15%

28% 33%
15% 23%

60%

Easy to deal with
(1129)

Listens & Acts (1041) Treats fairly & with
respect (1109)

Keeps you informed
(1075)

Complaints handling
(302)

Respectful & Helpful Engagement
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Around six out of ten tenants find 

Broxtowe Borough Council easy to deal 

with (58%), and a similar percentage are 

satisfied that they are kept informed about 

things that matter to them (57%). A higher 

percentage feel that they are treated fairly 

and with respect (65%). Satisfaction has 

decreased by 5p.p for the Council being 

easy to deal with since 2021.

Slightly fewer tenants are satisfied that 

the Council listens to their views and acts 

upon them (48%), satisfaction has 

decreased, this time by 4p.p compared 

with the previous survey. A third of tenants 

are dissatisfied. Satisfaction with this 

metric can be influenced by a range of 

interactions tenants have with their 

landlords, including the handling of 

repairs and anti-social behaviour. 

Over a quarter of tenants (29%) said they 

had made a complaint to the Council in 

the last 12 months, although it is not clear 

how many, if any, are complaints following 

a failure of service, or service requests, 

such as reporting repairs, which are yet to 

be fully actioned. Nevertheless, just a 

quarter of tenants are satisfied with the 

handling for their complaint (25%), with 

over twice as many dissatisfied (60%). 

Again, independent living tenants are 

more satisfied on each of these measures 

for engagement.

Over Time

54%

67%

45%

57%
61%

72%

54%

64%

23%

33%

General Needs Independent Living

Housing Need

20%

30%

40%

50%

60%

70%

80%

2017 2019 2021 2024



31%

20%

13%

12%

9%

9%

9%

8%

7%

6%

5%

4%

Customer services & contact - Answering phones

Customer services & contact - Return call / email

Day-to-day repairs - Ease of reporting repair

Customer services & contact - Accessibility / Language barriers

Day-to-day repairs - Timescales to complete repairs

Customer services & contact - Call/contact handling - passed around

Day-to-day repairs - Communication about repair (before work started)

Day-to-day repairs - Outstanding / forgotten repairs

Customer services & contact - Care, empathy, support etc

Organisational policies - Staff availability, weekend, emergency cover

Customer services & contact - Time taken to resolve enquiry

Positive comments - Attitude of staff

Number of respondents:

Comments ï Customer Service & 
Communications 

42118

Tenants who stated that they are not 

satisfied with customer service and 

communications, were asked to provide 

more information and what Broxtowe 

Borough Council could improve, and 421 

tenants commented, over a third of all 

those responding. 

The main issues appear to be linked with 

tenants complaining about the way the 

phones are answered, or not answered, 

and then when they do get through, that 

calls are not returned when promised. 

This makes getting in contact to report 

issues difficult and will affect the score for 

being easy to deal with.

Some issues are linked to the repairs 

service, particularly the ease of reporting 

repairs and the communication about the 

repair, whilst others refer to the care, 

empathy and support they receive and the 

availability of staff, particularly out of 

normal hours.

However, some took the opportunity to 

make positive comments about the 

attitude of the staff.

The comments on the next slide focus on 

these main areas and will help the 

Council target areas in need of 

improvement.



Customer Service & Communications ï Comments 

Number of respondents: 421

Customer service & contact ï Return 

call/email

Customer service & contact ï Other 

issues
Other matters

Customer service & contact ï 

Answering calls

ñTakes hours to answer a phone call.ò

ñIts a joke from top to bottom I ring up , most 

of the time thereôs no answer. Send emails, 

no response.ò

ñThey donôt respond to emails, and you 

canôt get through on the phone.ò

ñCan never get through on the phone. The 

coordinator never seems to be on site. Used 

to pop in every week, hardly see her now 

and then we are told not my job.ò

ñAnswer the phones and if answered donôt 

say no one available.ò

ñMore people to answer the phone.ò

ñIôve been into the council office and tried to 

phone them and I canôt get any response 

from anybody at all they look at you vacant 

and there is never anyone at the end of the 

phone to take a message or anything.ò

ñLetters ignored, lost. Cut off on phone, or 

extension not answered. Not updated or 

contacted about ASB complaint cases. 

Promises to contact you not kept.ò

ñThe phone communication is very bad 

because a returned call will take 3 days.ò

ñListen to what we say and respond 

quickly.ò

ñQuicker call backs, stop being put on hold 

then disconnected. More call backs to 

residents with repair issues.ò

ñCommunicate more and respond quicker.ò

ñI just think Iôm never heard. I report things 

and they donôt reply to my emails, I get no 

response. Iôve been here ten years and I 

never get any response; Iôve given up.ò

ñSometimes taking ages to respond to the 

emails or they forwarding emails from one 

person to another . Responses needs to be 

chased.ò

ñInformation to wait for call back, and never 

back to you.ò

ñNever ring you back when you report a 

problem or wants to deal with it.ò

ñAll proof in emails, barely any responses. 

Phone lines are a shambles.ò

ñSome customer service staff treat Council 

tenants like a lower life form and can be 

extremely confrontational. Also, some staff 

members donôt return calls, even when their 

colleagues send multiple reminder emails.ò

ñTreating tenants with respect, Iôm disabled 

not stupid. Independent living - a joke more 

like, jail! They want to know everything and 

have to ask to do anything to 

property/garden, the property is never a 

home too many rules.ò

ñDifficult to phone, get passed from one 

service to the other and no action taken.ò

ñDifficult to get through to the right people on 

phone so you have to physically go into the 

council offices to try and sort anything out.ò

ñSome are good, and some are not. 

Sometimes I will ring them up and they cut me 

off then I have to wait half an hour again to get 

through again, I donôt know why they are doing 

that.ò

ñMy concerns have not been raised and I have 

been a victim of discrimination too.ò

ñThe housing services need to listen more 

and inform tenants of what is happening. It 

is difficult to contact them over the 

telephone as I do not have access to a 

computer, as an 88-year-old.ò

ñOur property is independent living 

accommodation, our I.L.O which we have at 

the moment is never here either on holiday 

or sick on the odd times she does show its 

either nothing to do with me or donôt know. It 

used to be very good a few years ago, what 

went wrong?ò

ñMore staff in the council office to help 

people.ò

ñYour phone staff are brilliant when you can 

get in contact with them the general 

workmen I have had are also brilliant but 

inspectors and above do not listen or act 

upon there words.ò

ñThe out of hours service is a nightmare and 

the customer service was awful. On the 

other hand, the staff on the normal line are 

normally very helpful and pleasant.ò
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In addition, tenants were asked how they 

feel about the cost-of-living crisis.

Despite the news that inflation is falling, 

although fuel bills donôt appear to be, the 

survey found that 91% of tenants are still 

at least slightly concerned about the 

cost-of-living crisis. Some 53% of 

tenants are very concerned and 38% are 

slightly concerned; just 9% of tenants 

are not at all concerned. 

Evidence from similar surveys shows 

that those struggling financially are often 

less satisfied with their homes and the 

services provided by their landlord, and 

this somewhat appears to be the case 

with Broxtowe Borough Council.

In regard to the overall service provided, 

57% of tenants who are very concerned 

are satisfied, compared with 76% of 

those who are slightly concerned and 

84% of those not at all concerned. 

This pattern holds true for most of the 

measures in the survey. In fact tenants 

who are very concerned awarded ratings 

on average 26% lower than tenants who 

are not concerned.

Anything Broxtowe Borough Council can 

do to alleviate these concerns will not 

only improve tenantsô lives but also could 

positively impact satisfaction. 
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As has been shown throughout this 

report, satisfaction has fallen generally 

since the previous survey, although only 

five questions matched the previous 

survey, and these are shown here.

To be statistically significant, changes 

need to be greater than the margin of 

error for both surveys, so more than 

around 6%; just one measure shows a 

change greater than this, the home being 

safe where satisfaction has fallen from 

79% to 69%.

Overall satisfaction is down by 5p.p, with 

the Council being easy to deal with down 

by the same amount and the recent 

repairs service and listening to views 

both down by 4p.p.

To some extent this could have been 

expected with satisfaction generally 

falling across the sector, but this could be 

affected by the severe pressures on 

Councils in particular, as well as the 

current cost-of-living crisis, which has 

been shown above to be having an 

impact.

The full use of the TSM questions does 

allow comparisons over time when future 

surveys are completed using the same 

questions again.



Year-on-Year Change  

2021 2024

Overall satisfaction 71% 66%

Well maintained home -- 66%

Safe home 79% 69%

Repairs - Last 12 months 75% 71%

Time taken - Last repair -- 63%

Communal areas clean & well maintained -- 62%

Positive contribution to neighbourhood -- 56%

Anti-social behaviour -- 49%

Easy to deal with 63% 58%

Listens & Acts 52% 48%

Keeps you informed -- 57%

Treats fairly & with respect -- 65%

Complaints handling -- 25%

Change

-5%

-10%

-4%

-5%

-4%
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The table to the right also illustrates the 

results for 2024, compared with those 

from 2021 (where questions match). 

This once again highlights that 

satisfaction has fallen, but only 

significantly for the safety of the home, 

but the falls for other ratings should be of 

concern.

Those measures where no previous 

question matches will act as a baseline 

to compare future surveys against.
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The charts opposite show both the levels 

of satisfaction and dissatisfaction with the 

range of services provided. 

Two-thirds of tenants are satisfied with 

the overall service, and this sits towards 

the top of the range of satisfaction 

measures. Above this are satisfaction with 

the repairs service in the last 12 months 

(71%) and the home being safe (69%), 

whilst the home being well maintained is 

at the same level.

Three measures have less than half the 

tenants satisfied, dealing with ASB, 

listening to tenantsô views and acting upon 

them and handling complaints where just 

25% are satisfied.

Correspondingly, the highest level of 

dissatisfaction is for the handling of 

complaints (60%) and listening to views 

(33%), with 23% of tenants dissatisfied 

with the overall services they receive.
































