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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.
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Introduction

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 N4% 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 K2.5%, 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 T 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 tenantsod sat
A Provide information on tenantso6 perceptions of curre
A Compare the results with previous surveys, where possible
A Compare the results with other landlords (where appropriate)
A Evidence the requirement for business improvement plans

A 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.



Overall Satisfaction

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
guestions 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.
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Well maintained home

Safe home

Repairs - Last 12
months

Time taken - Last repair

Communal areas clean
& well maintained

Positive contribution to
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Anti-social behaviour

Easy to deal with

Listens & Acts

Keeps you informed

Treats fairly & with
respect

Complaints handling
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The results from the survey have fallen N a‘“ O n al CO n tEXt

since the previous survey in 2021, but is
this to do with Broxtowe Borough
Council 6s performanc Overall Services (Acuity Clients)

When considering the results, it is
important that the national context and
external factors should also be
considered. For example:

Cost of Living Crisis, rising poverty
and reduced local authority funding
Government & Political Changes
Uncertainty about the future

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, Satisfaction with services provided (NHF/Housemark median - general needs)
The top graph demonstrates how overall
satisfaction has changed over time for @
Acuityods clients (tr ‘ '

80%

Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3
(19/20) (20/21) (20/21) (20/21) (20/21) (21/22) (21/22) (21/22) (21/22) (22/23) (22/23) (22/23) (22/23) (23/24)* (23/24) (23/24)

perhaps making them less accessible
and responsive.
L S S SN
84%
81%
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.

10/11 11/12 12/13 13/14 14/15 15/16 16/17 17/18 18/19 19/20 20/21 21/22 22/23

*LCRA only onwards



Overall Satisfaction




Firstly, t enaTaking wer
everything into account, how satisfied or
dissatisfied are you with the service
provided by
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
guestions 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 ent
satisfactiond explor
tenure, tenant demographics, length of

tenure and management area breakdowns.
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Overall Satisfaction

36%
30%

11% 12% 11%
Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied

Over Time Housing Need

e B B

77%

61%

26%

16%

" 1R

General Needs Independent Living

13%

(802) (345)
2017 2019 2021 2024
m Satisfied Neither m Dissatisfied
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10%

Two-thirds of tenants are satisfied that

Keeping Properties in Good Repair
their home is well-maintained, although

0 0,
23% are dissatisfied. It is usual that a few

more are satisfied that their home is safe, 11% 9% 9%

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 66% 69% 1%
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 Well maintained home Safe home (1124) Repairs - Last 12 months Time taken - Last repair

repair carried out by the Council to their (1143) (767) (768)
home in the last 12 months, and of these,

71% are satisfied, although this is down . . q
4p.p since 2021. Fewer are satisfied with / Over Time \ Housing Nee \
the time to complete their most recent

repair, a common pattern, and 28% are 85%
dissatisfied with this. As will be shown

below, the timescales for completing 80%
repairs is a common complaint.
0
Again, independent living residents are 5%
more satisfied with their home and the
repairs service than the general needs 70%
[]

tenants.
65%

79% | 80% [ 81%
70%

60%

‘ ** 55% N
ﬂ 2021 2024 General Needs Independent Living




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.

Comments i Home or Communal Areas

—
/

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

Number of respondents: 379
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Home or Communal Areas i Comments

Day-to-day repairs i Day-to-day repairs i Timescales to . :
: : . Communal area maintenance Other issues
Outstanding/forgotten repairs complete repairs

iThey could do the out sitgdnoditblyel Schoii’dS gtd t nfiNgdodyp sl £@@Stadeest aigaRSS%vimeg 3% g%ty

inform us as they are dohiemd fak&§Mg® you wait sitRewddkdage RoéMe. &S al % nfhfoh! &Gletads . %

nloam o satistied with mynThaiess abylels %P qlelts any iPUAg! diexadedr |00ked el ss l%le! T%S rible m
(0]

dondot appear to be donejon the outside because people deposit unwanted items we are not able to sweep it up its a

the building, affecting some of my 5 _ . close by the recycling bins and the grass disarace. o

nei ghbours. o AGetting repairs done WhBasambunl prdparty. BidMdoe given more L

~ _ reported, not a year wait, for windows and attention. o AThat the property is

ABroxtowe Council used (the Bo& hVe&' ¥ o%0%sO G- and also the outside areas are not well

But now nobody answers the phone, so 5 _ _ NThe entrances are not maintgined gat all

repairs are not done. In fact, people who iReported repairs in 2@gdghlentrrcdshréaméssi- dol Idbked dftér I _

work in BeasestonOf f i ce dondt ah8®@irenhko be done thegzsepyijceg is diabolical .mWe pay for outside gr

phone, so repairs are ng i paienet ai G . ¢ h . _ edging etc, grass is supposed to be cut

i ¢ Mmuifeaieh Alepl s when RABObhedci eBASAt AR o mmysRAd ayk hufidy hd'Folwihg seabon

Al am constantly waiti rPgStegfhasdegpipatholgsylaciegsegs in clean my landing occasionally but no one Its now down to every 2 months (grass

repairs to be done. The back door frame is rent and council tax but getting less el se does so it gets digfytiy el InVa U TeCukyli Yn-g® n

warped and needs replacing. They took a services. o AcCommunal stairs and wal o i '

has come back. | need ventilation in the communication when there are delays. o sa\/\f‘e%t V_esfky %% -t%n. Resi

porch .There are cracks around the ) . . fAiThe communal areas ar elwaypaceegsiblgdue thshgppegs cars not

bedroom window frame. These repairs need ARepairs are an ongoingoRrebhbameidgt ot ook 2 belonging to this |ivi

doing. o years to fix my kitchen ceiling. Repairs are _ &S q K
_ _ shoddy. Sometimes taking multiple attempts ilarge amounts of rubbifs ht alretfetd aroo WPrAdy tah ewe e

AWhen 1 first moved i n opfg AppSiftmeMiPatetdt kept Reporting bin shed. Absolutely disgusting - Addicts have only seen the communal area cleaned

window vents were sellotaped up, toilet was a repair is difficult. Repair requests are urinate and poo on the steps to my property. once I n a year.o

l'eaking, under sink was glneakeidn %, donc“)t‘ have Theseareneverc[eaned,andmydaughter iBecause the place is

l'iving room door, my bathroom floods. 0 has to walk past this everyday - Alcohol users and there is mou

fSpeed up maintenance HhoktPld RAAPLANSE | eft on the stairs.o

Number of respondents: 379




Tenants not satisfied with the repairs and
maintenance service were asked to provide

more information and what could be Comments | Dissatisfaction with Repairs

improved, and 257 tenants gave comments.
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Tenants most frequently referred to the / a8

timescales to complete repairs and Day-to-day repairs - Timescales to complete repairs _ 52%
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 Day-to-day repairs - Communication about repair (before work started)
iIssues around increased costs and
shortages of labour and materials. In

Day-to-day repairs - Outstanding / forgotten repairs 35%

0
addition, expectations about times to - 21%
complete work can be high and difficult to

match. We now live in a society where items Day-to-day repairs - Quality of work 16%
can be ordered and delivered the next day,

but itis virtually impossible to operate a Property condition - Damp / mould / condensation

Day-to-day repairs - Ease of reporting repair

repairs service on this basis.

Therefore, it is vital that Broxtowe Borough Day-to-day repairs - Appointments . 704
Council keeps tenants clearly informed

about repair schedules and how long they . 204
0

can expect to wait, with updates if this Day-to-day repairs - Right first time

changes.

Tenants also commented upon the Home improvements - New doors or windows 5%

communications about the repair, reporting
and the quality of work, whilst some have Positive comments - Repairs service/workforce 5%
issues with damp and mould in their homes.

Overleaf has examples of the main areas of Property condition - Roof repairs I 4%
concern to help better understand the
iIssues that some have with the repairs

service. %

Day-to-day repairs - Contractor I 4%

Number of respondents: 257
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Dissatisfaction with Repairs I Comments

DEyH-0ly gl | Tineseelies o DEVAD-GEY IS | Day-to-day repairs i Other issues Other matters
complete repairs Outstanding/forgotten repairs

ilt took three months tiAdl haecot thalvley npet resol vedAgriinssues aodel t o-1do agyi t g £1ognMuing £ aitd o e

someone out after moving in, just left in have extreme moul d and bdieverpeaplé understand that circumstances them to change the back door. It has gaps
Ll e, @ iRecently my gutterlngd$n?ﬁvtabﬂvﬁéalt%§/ﬂ \r?vmﬁ%dped dnd i tCsh afadrep o . of T MeS ¢
AnWe were waiting for alreparédbitwas motfiked batkdogethera p ates eic. but Sometimes Jus 9 R E | d h
- : - . woul d be appreciated. o” mail s are ignore p
sink repair when int the meantime water with it still leaking, hope it is done before the ears. o
was quickly running from the sink. We have icy weather. o AAppoi nt ments was mi ssed, and no oneI | et |

i iBe more eas.i avali a
D e e o S The v, shoul d pave come THIEEENSMAGMpoter D08 TOL PRT LY ARG
P ' somethlng rea}he electrlc% bl?t they have not carried outfor a long ime. Ha 9 9

housing disrepair claim to get anywhere then Listen to tenants and

=]

NfGet repairs done qui c keenhackl Therrepairtissstill outstanding (

coming through the cei lbiartc roiomcd i Jgthrte nolttc“wsorI%t'fl\ﬁag")”%ngt'meandOvera”StreSSfUI properties |ike they a
b('EI'en b!eftt S"(t))IIIar?dnlf:leste:hat ~tv\peereose aruhnogl a cnouple q'fh | ?bo tf t ISort the WInOItowsbeOUt
ceiling as big as a tennis ball, p i outstanding repairs and they have not got f e q T&ay 0 i nternali (Won Knp ”ceuepdbso a r0d <. ey
keeps falling down. 0 b K > |mproved SO as notto redo what employees
“or g - _ _ ac{C to HEs t bnt _ fiDamp proofing wall da
AOrigina y repair rais ar u
told not to be complete qc’:} d% 072 q_hlmneyctu? B8, R&L AT € AMoree nfolnte®N t ipqunt S Mo wlnd
a dweather strlp on chimriey sealed still citizens homes. e.a. a vearly check on

I . long run it cost more as job then has to be g. ayearly
ATi mescal e for repalrs,lelakusndenrsitla/nmgtrra)tom.od N ain but correctlgyUtoter'”ga gardens. o
s rielgjeisin, el sy Uee @Uile AThey need to do the reoaierag you caI I
contractors but if you are maintaining thev should take notes and lod the repair so BEYF T c uYVt et n t ofuEcVhe "'wi tThO Otk eMf € dcSa nP pdes
properties, you still need to take into ¢ hye re s ; 9 ; dp 5 hold foralong time W|th no answer until you is falling off. My attic is full of cement, it fell
account how it affects h nd|V|deuaI give up. (‘) mwhentlheyﬁttedanewroofor]:,IL\IIthe
. . nJu I| n_ to the customer e o.wh Itsgul at i on 1's attene
fTake too | ong i n arra pl%blemgareandundergtandbuttth%yaYe nbet ?l ?I o u gk ?hen Imtajlosr pertotbllnem boet .
turn up, they tell me what they are going to ~ 9 g

. . R not and when we report serious repairs, they nCalled and get no ansWwgina Ieerf ty messages to
do but donét do it.o . ! g

need to get onto it.o be called back stil!] not hi ng. o

Number of respondents: 257
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Over half the tenants stated that they live in

grt;lj(itlg\i/\rl]g gg?oﬁg?gggr?(l:ﬁlifﬁ;g?;sibIe for Res p ons I b I e Nel g h b our h 0]0) d M an ag em ent

maintaining (55%). Of these tenants, 62%
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are satisfied with the cleaning and
maintenance of their communal areas,
however, 28% remain dissatisfied.

Satisfaction is highest in 10% et 25%
Eastwood/Brinsley/Newthorpe (72%), and at
its lowest in Stapleford/Bramcote/Trowell.
Slightly fewer tenants are satisfied with the 2 56%
positive contribution Broxtowe Borough
Council makes to their neighbourhood
0 i i i i i - - - - - .
(56%), whilst a fifth are dissatisfied, and Communal areas clean & well Positive contribution to Anti-social behaviour (856)
23% are neither satisfied nor dissatisfied. . i
This may partly be due to a lack of visibility maintained (569) neighbourhood (995)

and awareness; maybe the Council could do

more to communicate and promote the Management Area Housing Need
impact it has in the area.

Half the tenants are satisfied with the
Council 6s appr oasotial t Beeston 64% 59% 56%

behaviour with the remainder split between

72%

those who are dissatisfied and those neither _ 66%
one or the other. There is little difference Chilwell/ Toton 61% 51% | 44% 59%
between the areas in terms of the handling 33% | 5104
of ASB from 44% in Chilwell/Toton to 56% in Eastwood/ Brinsley/ =50, 9% 44%
Beeston. Newthorpe 0 0
As with all the measures in the survey,
tenants of independent living schemes are Kimberley/ Nuthall/ 0 0 0
more satisfied than their general needs Watnall/ Awsworth o6%e beve S4%
counterparts.

A\ tapleford/

@& S 49%  56% | 45%
(‘ﬂ} @COW Trowell . : ° General Needs Independent L|V|ng
)




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 RGSpGthUl &. HE'prl Engagement

=y Broxtowe
=+ Borough
139/

R COUNCIL

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.

20%

33%

20%

14%

19%

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

15%

. o : : _ : Easy to deal with Listens & Acts (1041)  Treats fairly & with Keeps you informed  Complaints handling
are dissatisfied. Satisfaction with this (1129) respect (1109) (1075) (302)

metric can be influenced by a range of
interactions tenants have with their

landlords, including the handling of .

repairs and anti-social behaviour. / Over Time \ / Housing Need
80%

Over a quarter of tenants (29%) said they °

had made a complaint to the Council in

2%
the last 12 months, although it is not clear 70% 67% S
how many, if any, are complaints following ® 61% ¢
a failure of service, or service requests, 60% .\. 54% 54% 57%
such as reporting repairs, which are yet to
be fully actioned. Nevertheless, just a 50% 45%
guarter of tenants are satisfied with the
handling for their complaint (25%), with 40% 33%
over twice as many dissatisfied (60%). 23%
Again, independent living tenants are 30%
more satisfied on each of these measures B
for engagement.

20%
% K 2017 2019 2021 2024/ General Needs Independent L|V|ng
L AN
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Tenants who stated that they are not CO m m en tS I Cu Sto m er SerVI C e &
satisfied with customer service and

communications, were asked to provide CO m m U n | C at | O n S

more information and what Broxtowe
Borough Council could improve, and 421

tenants commented, over a third of all Customer services & contact - Answering phones _ 31%
those responding.
The main issues appear to be linked with Customer services & contact - Return call / email _ 20%
tenants complaining about the way the
phones are answered, or not answered, Day-to-day repairs - Ease of reporting repair - 13%
and then when they do get through, that
calls are not returned when promised. _ - _
This makes getting in contact to report Customer services & contact - Accessibility / Language barriers - 12%
issues difficult and will affect the score for
being easy to deal with. Day-to-day repairs - Timescales to complete repairs 9%
Some issues are linked to the repairs
service, particularly the ease of reporting Customer services & contact - Call/contact handling - passed around - 9%
repairs and the communication about the
repair, whilst others refer to the_care, Day-to-day repairs - Communication about repair (before work started) - 9%
empathy and support they receive and the
availability of staff, particularly out of . : .
e —— Day-to-day repairs - Outstanding / forgotten repairs 8%
:c;vlllg\gzréi?i(\)/zic:?norﬁélslfsoapbrz)our:l:kr:gy 2 Customer services & contact - Care, empathy, support etc 7%
attitude of the staff.

_ Organisational policies - Staff availability, weekend, emergency cover 6%
The comments on the next slide focus on
these main areas and will help the _ _ _
Council target areas in need of Customer services & contact - Time taken to resolve enquiry . 5%

improvement.
Positive comments - Attitude of staff l 4%

Number of respondents: 421
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Customer Service & Communications 1 Comments

Customer service & contact i Customer service & contact i Return Customer service & contact i Other
: : . Other matters
Answering calls call/lemail issues

fiTakes hours to answer fial hpeh prheo neealclommuni cat i dirsoime cailsy olm@d ser vi ce gSrthaf fhoturselahtg Gy ngGicle
Ailts a joke from tap t b ecause a r et ugr nuepd 1c al It ntawts Illkdalfot/ver kfeeforriland (Earybiet ffo and inform tenants of what is happening. It
of the time thereds no nd_n swern. te nNd1 ad maniel ss,ay egrﬂnlﬁyqo%rg%aBoHatli S0, Some sta is difficult to contact them over the

no response. 0 quickly.o donot return cadephdne asd dothét halehbcBssth & € 1 T

col I eagues send mul ti plesmpite?, BY aR 8§ dar-of A igl s - 0

AThe dondt respond t o AeQmdiclkse,r amd ly drrmcks, st ap put on hol d
can(){ get through on tHf@ndin:onnacted Morecallybacksto Qr eatln tenants with nroeusrpepcrto,perqng q'Squnldeedp
. residents with repair L{?)g_gndegendent living - & joke more accommodation, our I.L.O which we have at
AiCan never get through t'he phone. h “ke jailt heywanttoknoweverythmgand the moment is never here either on holiday
coordlnatorneverseemstobeonS|te. Used Co mmuni cate more and haéetdBiddoanythiker . o s etk @ e erll es S clees ahanie
to pop in every week, hardly see her now Al i ust .t h\i nk 1 6m nev e PoReygarden, thqpropegyplson?vprat hingesither nothing to do w
and then we are told ngt  my hje%/b ‘d%not reply t&OoMF &AL Many| rydesny @ usedtobe verygood afew years ago, what
AfAnswer the phones and riefs pomswer d d vdo méete n h e mefficuit ® phong, §edpassed flom dne | went wrong?o
say no one available.onever get any response;sekOveegtioetnheup.tdhher andg IVIBréC%‘t%’fftqke”thoe 20 u
AiMore people to answer fitStoenmeghomees. d aki ng ages ﬁth)ff'estIotndtotogetthehrougl:hemplEh@ right people o
il ove been into the co uewalls orthegf]pr}gvardln%emallﬁ féomtor}eI e d phogesquu have to physmallygo into the st af f ar L
phone them and | canot pa:seonto%g%ther Pees%o%sgsnneedst Sl council offices to try agnet(]llncon(%actP thathe%%hegenegal °
from anybody at all they look at you vacant chase ASome are good, and s o mewoskmen | naoehad are also brilliant but
and there is never anyone at the end of the Alnformation to wait f cemetengs| wilripgshemcup angtheycuting v e rinspectors and above do not listen or act
phone to take a message acrk &mytyiung. o offthenlhavetowanhal_fanhouragalntoge} upon there words. o
through again, | dondédt know why they are doing

iLetters ignored, | ost .iN®ewterofrfi nggn yphiomea,ckorwhertyeou report a iThe out of” hours serv
extension not answered. Not updated or problem or wants to dea}]IMywngRCértﬁso e e begﬁécusé?%uleréeévgevg}aﬂ;lgwﬂ:ll Or']]?ée\é%

i ~ . rh t taff o normal 'l r
gontacteqlaboutASI?compIamtca;ses. : AAI Ootf T TR hb@bﬁqu RNt ifme Sof O WS € 8 r | ”Hd‘raFnéPFy Q/%roy i,
romises o contac yOL‘Dhno He’lqﬁes are a shambles. o
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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 bill s
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 1 mprove
positively impact satisfaction.
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Trends




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

guestions again.

Trend Over Time
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~@-Keeps you informed
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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
guestion matches will act as a baseline
to compare future surveys against.
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The charts opposite show both the levels Sat | S f aCt | on & D| SS at | S f aCt | on

of satisfaction and dissatisfaction with the
range of services provided.

Two-thirds of tenants are satisfied with Satisfaction with measures Dissatisfaction with measures

the overall service, and this sits towards
the top of the range of satisfaction Repairs - Last 12 months 71% Complaints handling _ 60%

measures. Above this are satisfaction with
the repairs service in the last 12 months

; Safe home 69% Listens & Acts - 33%
(71%) and the home being safe (69%), ’
[ [ intained i .
whilst the home belng well maintained is Well maintained home 66% Communal areas c|ear| &.We” - 28%
at the same level. maintained

Three measures have less than half the Overall satisfaction
tenants satisfied, dealing with ASB,

|l i stening to tenants
them and handling complaints where just
25% are satisfied.

66% Easy to deal with - 28%

65% Time taken - Last repair - 28%

(@]

Treats fairly & with respect upo

Time taken - Last repair

63% Anti-social behaviour - 26%

Correspondingly, the highest level of

dissatisfaction is for the handling of Communal areas clean & well - L -

; . , : o 62% tained h 0
complaints (60%) and listening to views maintained ’ Well maintained home 23%
(33%), with 23% of tenants dissatisfied _ . _ _ .
with the overall services they receive. Easy to deal with - 58% Overall satisfaction - 23%

Keeps you informed - 57% Keeps you informed - 23%
Positive contribution to 0 -
neighbourhood - 56% Safe home 22%
Anti-social behaviour - 49% Positive contribution to neighbourhood - 21%
Listens & Acts - 48% Repairs - Last 12 months - 20%
Complaints handling . 25% Treats fairly & with respect . 15%

















































