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1  Executive Summary 

This report contains a written summary of the findings of the STATUS Survey 

undertaken with general needs and sheltered tenants on behalf of St Leger Homes.  

In total, 1,858 tenants responded to the postal survey, representing an overall 

response rate of 37% (this figure comprises 1387 general needs respondents 35% 

response rate) and 471 sheltered respondents (47% response rate). 

1.1 Overall satisfaction 

The survey establishes that 74% of general needs tenants are satisfied with the 

overall service provide by St Leger Homes (80% of all tenants, general needs and 

sheltered combined, are satisfied). This is above the national average (69%)1 for 

council tenants. 

Overall satisfaction is significantly higher for older, retired tenants. Families and 

younger tenants are significantly more likely to be dissatisfied with the overall service 

provided by their landlord, and for many individual aspects of the service.  

The survey also shows that overall satisfaction is clearly linked to tenantsô 

satisfaction with the quality of their home, the neighbourhood and the general 

condition of their property. In addition, tenants who are dissatisfied with the way St 

Leger Homes deals with repairs and maintenance are also significantly more likely to 

be dissatisfied with the overall service provided by their landlord. St Leger Homes 

should continue to concentrate on the provision of these services to ensure overall 

satisfaction continues to increase. 

1.2 Service provision 

The survey establishes that the majority of tenants are satisfied with the service they 

receive from St Leger, in particular the quality of their home (82%) and that their rent 

represents value for money (80%). Approaching four in five (77%) are satisfied 

overall with the repairs and maintenance service.    

Four in five (79%) tenants believe St Leger is good at keeping them informed. Three 

in five (62%) tenants are satisfied that St Leger takes their views into account. Just 

over one in four (29%) tenants have heard of Tenant Participation Compacts and 

71% have not. Further consultation and awareness-raising of opportunities for 

participation should improve this proportion.  

Improvements could also be made with regard to tenantsô experience of reporting 

anti-social behaviour (ASB). Although half of those reporting ASB found getting hold 

of the right person easy (54%), and 67% found the staff helpful, satisfaction levels 

are lower than for other service areas. In addition, half (49%) of tenants reporting 

ASB felt staff were able to deal with their problem and just 42% were satisfied with 

the final outcome. With 50% of tenants satisfied they were kept informed, increased 

                                                
1
 Survey of English Housing 2006/07 
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communication and support throughout the process could increase satisfaction with 

how ASB is dealt with.  
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2 Key Findings  

2.1 Introduction and methodology 

As part of its ongoing commitment to seek the views of its residents, in September 

2008 St Leger Homes commissioned BMG Research Ltd (BMG) to carry out a postal 

STATUS survey amongst its customers. The overall objective of the survey was to 

gain levels of customer satisfaction with St Leger Homes in key service areas.  

A postal customer satisfaction survey of customers was carried out between 

September and November 2008. This survey was sent to a sample of general needs 

tenants and sheltered tenants. In total, 5,000 questionnaires and letters were mailed 

out (4,000 to general needs tenants and 1,000 to sheltered tenants). Two reminder 

mailings were sent to those customers who did not or could not respond to the initial 

mailing. In total, 1858 questionnaires were completed and returned to BMG 

Research by the end of the fieldwork window. 

The sample for tenants (1858 respondents) is subject to a maximum standard error 

of +/-2.3% at the 95% confidence level on an observed statistic of 50%. Therefore, 

we can be 95% confident that responses are representative of those that would be 

given by the tenant population, if a census had been conducted, to within 2.3% of the 

percentages reported 

2.2 Overall satisfaction 

Eight in ten (80%) of all tenants are satisfied with the overall service provided by St 

Leger Homes, with a third (35%) very satisfied. Among general needs tenants 74% 

are satisfied overall.   

In contrast, one in nine (11%) tenants are dissatisfied, with just 4% very dissatisfied, 

and 9% ambivalent.  

Among satisfied tenants the most common response mentioned related to the quality 

of repair work and the ability of St Leger Homes to deal with problems. However, 

among those residents who state they are dissatisfied with the overall service 

provided by St Leger Homes the repairs service also features prominently, 

emphasising the importance this service plays in informing overall perceptions of a 

landlord.  

2.3 Views on the home 

2.3.1 Quality of the home 

Over four in five (82%) tenants are satisfied with the overall quality of their home, 

including 37% who are very satisfied. Conversely, one in eight (12%) are dissatisfied, 

and 7% are ambivalent.  

2.3.2 General condition of the property 

Four fifths (79%) are satisfied with the general condition of their property, including a 

third (32%) who are very satisfied.   
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One in seven (14%) are dissatisfied with the general condition of their property, 4% 

very dissatisfied and 7% are ambivalent.  

2.3.3 Satisfaction that rent represents value for money 

Four fifths (80%) of tenants are satisfied that the rent for their property represents 

value for money, with two fifths (40%) very satisfied.   

Around one in ten (9%) are dissatisfied with the value for money of their rent. A 

further 10% are ambivalent.   

2.3.4 Most important services 

Tenants were presented with seven services and asked which they consider to be 

the three most important. 

Unsurprisingly, tenants indicated that repairs and maintenance (82%) is most 

important to them, followed by the overall quality of their home (66%) and keeping 

tenants informed (34%). 

2.4 The neighbourhood 

Four in five (80%) are satisfied with their neighbourhood as a place to live, including 

42% who are very satisfied.  

Conversely, over one in ten tenants (12%) are dissatisfied and a further 6% are 

ambivalent. 

2.4.1 Problems in the neighbourhood 

Just under one fifth (18%) of tenants think that car parking is a very big problem.  

Following that, 15% identified rubbish or litter as a big problem and 12% said drug 

use / dealing is a very big problem.   

2.5 Contact with St Leger Homes 

Three in four (73%) tenants indicated they had been in contact with St Leger Homes 

in the last year, whereas 22% have not. The majority (92%) did so via the telephone. 

One in twenty (6%) visited an office and fewer than one in twenty wrote (1%). 

The majority (81%) made contact about repairs. Fewer than one in ten (7%) made 

contact about their rent/housing benefit and fewer than one in twenty did so 

regarding neighbours or neighbourhood issues (3%). 

2.5.1 Aspects of the contact experience 

¶ Approaching three quarters (72%) found getting hold of the right person easy, 

whereas 17% found it difficult.   

¶ Over four in five (84%) indicated that the member of staff had been helpful, 

whereas fewer than one in ten (7%) found them unhelpful. 

¶ The majority (77%) indicated that the member of staff had been able to deal with 

the problem, while 16% felt staff were unable to deal with their problem. 

¶ Two thirds (67%) reported they were satisfied with the final outcome of their last 

contact with St Leger Homes. Conversely, a quarter (24%) expressed a level of 

dissatisfaction. 
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2.6 Repairs and maintenance 

2.6.1 Satisfaction with repairs and maintenance 

Over three quarters (77%) of tenants are satisfied, with more than a third (34%) very 

satisfied. One in seven (14%) are dissatisfied and less than one in ten (7%) are 

ambivalent.   

2.6.2 Rating aspects of the repairs service 

Encouragingly, the majority of tenants are satisfied with all aspects of the repairs and 

maintenance service, with nine in ten rating the overall quality of repair work (87%; 

86% in 2006) as good. Approaching nine in ten (89%; 87% in 2006) rate St Leger 

Homes as good regarding the speed at which work was completed. The aspects of 

the repairs service that the highest proportion of repairs service users rate as good 

are the attitude of workers (94%; also 94% in 2006) and keeping dirt and mess to a 

minimum (91%; 90% in 2006). 

2.7 Communication and participation 

2.7.1 Preferred methods for information and consultation 

Overall, the largest proportion (88%) of tenants prefer to be contacted about issues 

via a personal letter. A third would like to be consulted via a telephone call (40%). 

2.7.2 Satisfaction that views are being taken into account 

Six in ten (62%) tenants are satisfied that St Leger Homes takes their views into 

account, with one in five (22%) very satisfied. One in nine (11%) are dissatisfied that 

St Leger Homes does not take their views into account, while one in five are 

ambivalent (19%). 

2.7.3 How well informed residents feel 

Four in five (79%) tenants think that St Leger Homes is good at keeping them 

informed, with 33% stating they think St Leger Homes is very good.  In total 14% are 

ambivalent and fewer than one in ten (7%) consider St Leger Homes to be poor. 

2.7.4 Opportunities for participation in management and decision making 

Over three in five (61%) tenants are satisfied with the opportunities for participation in 

management and decision making, with 22% very satisfied. Just over one in twenty 

(6%) are dissatisfied, nearly a third (32%) are ambivalent.  

2.7.5 Houseproud Magazine 

When asked if they read the most recent issue of the tenants magazine óHouseproudô 

four in five (78%) said yes, 14% said no and 3% said that they did not receive a copy. 

A further 5% said that they cannot remember. 
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2.8 Anti-social behaviour 

Around one in ten (11%) tenants have reported ASB to St Leger Homes, while the 

remainder have not (89%).  

2.8.1 Reporting ASB 

Two thirds (67%) of respondents indicated that the member of staff had been helpful, 

whereas 15% indicated staff had been unhelpful. Also worth noting is the high level 

of ambivalence (18%).  

Half (49%) of tenants indicated that staff were able to deal with the problem and 33% 

indicated staff were not able to do so. 

Overall, higher proportions of respondents are satisfied with each of the six 

statements listed2 than dissatisfied. However, similar proportions of respondents are 

both satisfied and dissatisfied with the final outcome of their ASB report (42% and 

37% respectively). Tenants express the highest level of satisfaction with the advice 

provided by staff (68%).  

2.9 Tenant Participation Compact (TPC) 

The majority (71%) of residents have not heard of the TPC, whereas three in ten 

(29%) have. 

Two thirds (66%) of those who have heard of it are satisfied with their TPC, with 29% 

very satisfied. Fewer than one in twenty (3%) are dissatisfied and one in five (20%) 

are ambivalent.   

2.10 Accessing services 

For all five services mentioned more than half of respondents (51-57%) would like to 

be able to have access on Saturday mornings. This is especially the case for general 

enquiries, as almost three in five (57%) tenants would like to have access on 

Saturday mornings. Two in five (41%) respondents would like to have access to anti-

social behaviour reporting services between the hours of 6.00pm-8.00pm. 

2.11 Barriers to access 

All tenants were presented with a list of eight possible barriers to accessing the 

services provided by St Leger Homes and asked to indicate which barriers apply to 

them. Approaching half (46%) of respondents state that none of the reasons listed 

act as a barrier to them accessing services, while 31% state that not knowing who to 

contact due to too many telephone numbers prevents them. 

 

 

                                                
2
 Advice provided by staff; being kept informed; support provided by staff; how the report was dealt with; the speed at wich the 

report was dealt with; the final outcome of the report.  
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3 Introduction 

3.1 Background and method 

As part of its ongoing commitment to seek the views of its tenants, in September 

2008 St Leger Homes commissioned BMG Research Ltd (BMG) to carry out a postal 

STATUS survey amongst its general needs and sheltered tenants. The overall 

objective of the survey was to gain levels of customer satisfaction with St Leger 

Homes in key service areas. More specifically, however, the objectives of the 

research are outlined below: 

¶ To provide the score for the National Indicator 160, satisfaction with overall 

service provided; 

¶ To assess levels of satisfaction with the housing services offered to its 

customers; 

¶ To identify areas of the service which require improvement and examine the 

future needs and aspirations of general needs tenants; 

¶ To enable St Leger Homes to benchmark the results of the survey against those 

of other housing organisations; 

¶ To continue to provide baseline data to inform the organisationôs approach to 

Best Value; and,   

¶ To establish the socio-economic and demographic profile of tenants. 

This report presents the combined findings of the survey of general needs and 

sheltered tenants. 

The data was collected in accordance with the department for Communities and 

Local Government (CLG) and National Housing Federation (NHF) guidance. 

3.2 Methodology 

A postal customer satisfaction survey of customers was carried out between 

September and November 2008.  In total, 5,000 questionnaires and letters were 

mailed out, (4000 to general needs tenants and 1000 to sheltered tenants) with two 

full reminder mailings going out to those customers who did not or could not respond 

to prior mailings.  

The questionnaire used was the National Housing Federation's Standardised Tenant 

Satisfaction questionnaire (4NB), known as STATUS. The use of STATUS allows 

comparison with the performance of other social housing providers.  
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The number of returns, response rate and confidence interval are provided in the 

table below.  The overall response rate for the survey is 37%.  

Table 1 Returns and response rate 

 Returns Mailed out Response rate Margin of error 

All tenants 1858 5000 37% +/-2.3% 

General needs 1387 4000 35% +/-2.6% 

Sheltered tenants 471 1000 47% +/-4.5% 

     

Centre 
484 1329 36% +/-4.5% 

East 
357 998 36% +/-5.2% 

North 
364 985 37% +/-5.1% 

South 
256 628 41% +/-6.1% 

West 
397 1060 37% +/-4.9% 

 
    

BME 
123 512 24% +/-8.6 

Non BME 
1673 4488 37% +/-2.4 

BME general needs 
110 449 24% +/-8.5 

BME sheltered 
tenants   

13 63 21% +/-12.5 

Non BME general 
needs  

1227 3551 35% +/-2.8 

Non BME sheltered 
tenants  

446 937 48% +/-4.7 

As illustrated in the table above, the total tenants sample is subject to a maximum 

standard error of +/-2.3% at the 95% confidence level on an observed statistic of 

50%. Therefore, we can be 95% confident that responses are representative of those 

that would be given by the resident population, if a census had been conducted, to 

within 2.3% of the percentages reported. 

According to the new STATUS guidance, the margin of error for the total stock and/or 

general needs Stock needs to be +/-4.0%. As can be seen from the table above, the 

St Leger Homes general needs sample has a margin of error of +/-2.6%, therefore 

well within the guidance. 

In order to ensure that the survey results reflect the views of all tenants, the data was 

weighted prior to analysis. The weights applied were by new management area, 

tenancy and ethnicity. This weighting corrects the relative imbalances within the 

survey returns from these groups. 
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The data used in this report are rounded up or down to the nearest whole 

percentage.  It is for this reason that, on occasions, tables or charts may add up to 

99% or 101%. Where tables and graphics do not match exactly the text in the report 

this occurs due to the way in which figures are rounded up (or down) when 

responses are combined. Results that do differ in this way should not have a 

variance which is any larger that 1%. 

In addition to this written report, data tabulations have also been produced which 

present the data as a whole. 

3.3 Reporting 

Unless otherwise stated the 2006 and 2008 survey data reported is based on valid 

responses meaning that those who did not provide a response at a particular 

question have been removed from the sample base at that question. NI160 is 

reported in this manner so this approach has been used throughout. 
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4   National Indicator 160 

4.1 Introduction 

In accordance with STATUS guidelines, invalid responses are excluded from 

calculation of the National Indicator 160. The criteria for invalid responses are if a 

respondent did not check any of the boxes, checked more than one box, wrote in a 

comment instead of checking a box, etc.  Put simply, any respondent not providing a 

valid response is excluded. 

4.2 National Indicator 160 

The National Indicator 160 that is required to be reported on is: 

4.2.1 Satisfaction with the overall service provided 

¶ Percentage of general needs tenants satisfied with the overall service provided: 

The following table will outline the NI 160: 

 
% tenants satisfied with the overall 

service provided 
Unweighted 
sample base 

General needs 74% 1369 
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5 Benchmarking against National and Local Organisations 

5.1 Comparison and context 

Before the results of the survey are examined in detail it is necessary to examine the 

wider context in the social housing sector. The Survey of English Housing (SEH) 

undertaken annually by the department of Communities and Local Government 

collects information from 20,000 households about their housing.  From this annual 

survey key trends can be identified which are, at least in part, relevant to the findings 

of this particular survey.  

5.2 Change over time 

As Figure 1 illustrates, overall satisfaction with landlords has declined markedly over 

the last decade.  

Figure 1: Satisfaction with landlord since 1994 

Source: Survey of English Housing 
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5.3 Satisfaction levels 

Anecdotally, satisfaction levels tend to be driven by levels of satisfaction with the 

repair and maintenance service, satisfaction with home, satisfaction with 

neighbourhoods and tenantsô perception on whether their rent represents good value 

for money. Furthermore, satisfaction with a service is derived from the interaction 

between residentsô expectations of that service and their actual experience of it. 

 

 

  

Customer satisfaction is therefore improved either by improving the experience of 

customers through enhancements in performance or through the management of 

expectations. It is often the case with órepairs and maintenance serviceô for social 

landlords that the low level of satisfaction is caused, not so much by poor 

performance as by high expectations.   

In addition, the demographic composition of a Councilôs tenant stock could also have 

an impact on the levels of satisfaction with the service provided by the landlord. 

Anecdotal evidence shows that Black and Minority Ethnic groups (BME3), families 

and younger residents tend to be less satisfied with their landlord. This, at least in 

part, could be attributed to their higher expectation levels (see figure above). 

5.4 Comparison with national averages 

We have selected two key indicators of performance and compared the St Leger 

Homes results with the national averages obtained from the survey of English 

Housing (2006/07) for Council tenants. Comparisons will be made on all general 

needs tenants who provided a valid response.    

St Leger Homes performs well against national data for overall satisfaction.  

Table 2 Comparison with national data (valid responses only general needs tenants) 

Satisfaction with key aspects of service 

 St Leger general needs tenants National average (2006/07) 

 
Total satisfaction  

% 

Total satisfaction 

% 

Satisfaction with 
neighbourhood 

74 804 

Overall satisfaction with St 
Leger Homes 

74 69 

Unweighted sample base: Varied Varied 

                                                
3
 At the 95% confident level the response is representative of those that would be given by the resident population, if a census 

had been conducted, to within 8.6% of the percentages reported. 

4
  This figure is for all social rented sector tenants. 

Expectation  Experience Customer Satisfaction 
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6 Directional Change 

Where possible throughout the report comparisons have been drawn to the 2004 and 

2006 STATUS Surveys. This can be used to track the level of directional change 

between now and the previous surveys. 

The following table looks at the key measures by ethnicity comparing how they relate 

to the previous survey since 2006. Looking at these directional changes, we can see 

a positive movement towards higher levels of satisfaction with regards to the overall 

service provided, particularly amongst the proportion of BME5 tenants expressing 

satisfaction with this (an increase of 8% points since 2006).  

In terms of satisfaction with the opportunities for participation in management and 

decision making provided by St Leger satisfaction levels have moved towards higher 

levels of satisfaction with regards to overall participation in management and decision 

making and BME tenants.  

Table 3 Directional change since 2006 for General Needs and Sheltered Tenants (All 
valid responses) 

DDiirreeccttiioonnaall  cchhaannggee  ssiinnccee  22000066  

SSaattiissffiieedd  
22000066      

  %%  
22000088  

  %%  

VVaarriiaannccee      

22000088  --  22000066  

%%  

Satisfaction with the overall service provided by the 
landlord 

73 80 +7 

% of BME groups satisfied with the overall service 
provided by the landlord 

64 72 +8 

% of non-BME groups satisfied with the overall 
service provided by the landlord 

73 80 +7 

% of general needs BME groups satisfied with the 
overall service provided by the landlord 

n/a 70 - 

% of general needs non-BME groups satisfied with 

the overall service provided by the landlord 
n/a 

75 - 

% of sheltered BME groups satisfied with the overall 
service provided by the landlord

6
 

n/a 
84 - 

% of sheltered non-BME groups satisfied with the 

overall service provided by the landlord 
n/a 

89 - 

Overall satisfaction with opportunities for participation 
in management and decision making* 

61 61 - 

% of BME groups satisfied with opportunities for 
participation in management and decision making* 

67 66 +1 

% of non-BME groups satisfied with opportunities for 61 61 - 

                                                
5
 At the 95% confident level the response is representative of those that would be given by the resident population, if a census 

had been conducted, to within 8.6% of the percentages reported. 

6
 At the 95% confident level the response is representative of those that would be given by the resident population, if a census 

had been conducted, to within 12.5% of the percentages reported. 
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participation in management and decision making* 

% of general needs BME groups satisfied with 
opportunities for participation in management and 
decision making* 

n/a 67 - 

% of general needs non-BME groups satisfied with 
opportunities for participation in management and 
decision making* 

n/a 57 - 

% of sheltered BME groups satisfied with 
opportunities for participation in management and 
decision making*

7
 

n/a 60 - 

% of sheltered non-BME groups satisfied with 
opportunities for participation in management and 
decision making* 

n/a 67 - 

* No opinions and donôt know have been taken out 

  

                                                
7
 At the 95% confident level the response is representative of those that would be given by the resident population, if a census 

had been conducted, to within 12.5% of the percentages reported. 
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It is encouraging to note that satisfaction with repairs and maintenance has increased 

by 9 percentage points since 2006. 

Table 4 Directional change for General Needs and Sheltered Tenants (All valid 
responses) 

DDiirreeccttiioonnaall  cchhaannggee  ssiinnccee  22000066  

SSaattiissffiieedd  
22000066      

  %%  
22000088  

  %%  

VVaarriiaannccee      22000088  

--  22000066  

%%  

Satisfaction with the overall service provided by the 
landlord 

73 80 +7 

Satisfaction with the opportunities for participation
8
 61 61 - 

Overall satisfaction with accommodation
9
 77 82 +5 

Overall satisfaction with the neighbourhood as a 
place to live 

75 80 +5 

Overall satisfaction with the repairs service 68 77 +9 

Satisfaction with being kept informed - 79 - 

 

  

                                                
8
 No opinions and donôt know have been taken out 

9
 In 2006 the questionnaire asked tenants how satisfied they are with their accommodation, the 

wording in the 2008 questionnaire asks tenants how satisfied they are with the quality of their home  
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7 Satisfaction by Ethnicity 

As the following table highlights, for the majority of key measures, BME residents are 

more likely to show lower levels of satisfaction. However, it is interesting to note that 

BME levels of satisfaction are actually higher for satisfaction with opportunities for 

participation by 5 percentage points.  

When considering why overall satisfaction is significantly lower for BME residents (by 

8 percentage points) it is important to note that their satisfaction tends to be 

significantly lower for most measures, including feelings towards their neighbourhood 

and homes. Inevitably, residentsô feelings towards their home, the area and the 

repairs service all impact on their feelings towards the overall service received by St 

Leger Homes. To further understand these lower satisfaction levels it may be 

relevant to conduct focus groups with tenants from these communities to further 

understand the constraints to satisfaction.  

Table 5 Satisfaction by ethnicity (All valid responses) 

SSaattiissffaaccttiioonn  bbyy  eetthhnniicciittyy  ffoorr  ootthheerr  kkeeyy  mmeeaassuurreess  

  
      

SSaattiissffiieedd  
TToottaall  

%%  
BBMMEE  

%%  

NNoonn--

BBMMEE  

%%  

GGeenneerraall  

NNeeeeddss    

BBMMEE    

GGeenneerraall  

NNeeeeddss  

NNoonn  --

BBMMEE    

SShheelltteerreedd  

TTeennaannttss  

BBMMEE  
1100

  

SShheelltteerreedd  

TTeennaannttss  

NNoonn--BBMMEE  

Satisfaction with the 
overall service provided 
by the landlord 

80 72 80 70 75 84 89 

Satisfaction with the 
opportunities for 
participation

11
 

61 66 61 67 57 60 67 

Overall satisfaction with 
accommodation

12
 

82 61 82 59 76 76 93 

Overall satisfaction with 
the neighbourhood as a 
place to live 

80 65 81 65 76 64 91 

Overall satisfaction with 
the repairs service 

77 70 78 69 71 77 89 

Rating of good at being 
kept informed 

79 76 79 74 75 85 86 

Please note BME bases are small and vary between 35 ï 45  

  

                                                
10

 At the 95% confident level the response is representative of those that would be given by the resident population, if a census 

had been conducted, to within 12.5% of the percentages reported. 

11
 No opinion and donôt know have been taken out  

12
 In 2006 the questionnaire asked tenants how satisfied they are with their accommodation, the 

wording in the 2008 questionnaire asks tenants how satisfied they are with the quality of their home 
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8 Satisfaction with the overall service provided by St Leger 

Homes 

This section will look at satisfaction with the overall service provided by St Leger 

Homes. Under new STATUS guidance the National Indicator 160 that is required to 

be reported on must include general needs tenants only. This section of the report 

provides a breakdown of overall satisfaction with St Leger for general needs tenants 

and then for all tenants (general needs and sheltered combined). 

8.1 Satisfaction with the overall service provided By St Leger Homes 

amongst general needs tenants 

Three quarters (74%) of general needs tenants are satisfied with the overall service 

provided by St Leger Homes, with three in ten (28%) very satisfied. In contrast, 13% 

of general needs tenants are dissatisfied, with just one in twenty (5%) very 

dissatisfied.  

Figure 2 Satisfaction with the overall service provided by St Leger Homes (Valid 
responses general needs tenants only) 

 
Unweighted sample base = 1369 
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