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Survey methodology
• Postal questionnaire and online survey

• October to November 2021

• 37 questions (including background information and permissions)

• 214 residents responded (44%)

• 83% of residents are happy to be re-contacted about their comments

• Accuracy of results for residents at the 95% confidence level: ±5.01%  
(Housemark requirement ±5%)
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Client group
Number of 

tenants

Completed 
Interviews Responses

Sampling 
error (%)

All residents 485 214 44% 5.01%



Overall services
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• Overall rating (95%) very high

• Similar ratings for general needs and 
sheltered residents

• Satisfaction is up 2% since 2016 and 
returned to level of 2012

• When compared with other social 
landlords (Housemark HfOP national 
averages 2020/21), SHS is 8% above 
the group median and in the top 
quartile

95% 94% 95%

4% 3% 4%

2% 3% 2%

All Residents (200
responses)

General Needs (32
responses)

Housing for Older
People (168
responses)

Satisfied Neither Dissatisfied

95%

93%
95%

2012 2016 2021

Comparison - HfOP %

Sutton HS 95%

Upper quartile 91%

Median 87%

Lower quartile 83%

Quartile position 1



Quality of the home
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• High overall rating (93%)

• HfOP residents more satisfied 
than general needs

• Satisfaction down 3% since 2016 
and is now 5% below 2012

• Compares well with other –
second quartile 5% above the 
median

93% 90%
93%

4%
7%

4%

3% 3% 3%

All Residents (204
responses)

General Needs (30
responses)

Housing for Older
People (174
responses)

Satisfied Neither Dissatisfied

98%

96%

93%

2012 2016 2021

Comparison - HfOP Quality of home

Sutton HS 93%

Upper quartile 94%

Median 88%

Lower quartile 77%

Quartile position 2



Safe and secure home and communal areas
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95%

94%

95%

91%

73%

94%

All Residents (207)

General Needs
(32)

Housing for Older
People (175)

Safe and secure home Communal area upkeep

• 95% of residents say their home 
is safe and secure

• 91% feel the communal areas 
are kept clean and safe

• HfOP residents a little more 
satisfied.

• Again, top quartile performance 
for a safe home.Comparison - HfOP Safety of home

Sutton HS 95%

Upper quartile 92%

Median 89%

Lower quartile 87%

Quartile position 1



Customer service
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• 95% find SHS easy to deal with 

• Compares well with other landlords – Top quartile

• Experience of last contact very good 

• 86% satisfied with overall experience

• Final outcome and overall experience the same as 2016

• Kept informed up 8%, in reasonable time up 4%

95% 94% 95%

3% 4%
2%

6%
1%

All Residents (208
responses)

General Needs
(32 responses)

Housing for Older
People (176
responses)

Easy to deal with 

Satisfied Neither Dissatisfied

93%

86%

88%

82%

86%

86%

86%

4%

9%

8%

9%

6%

6%

8%

3%

5%

5%

9%

8%

8%

6%

Easy to Contact

Speak to the Right Person

Received a Helpful Response

Kept Informed of Progress

Dealt Within a Reasonable
Time

Final Outcome

Overall Customer
Experience

Agree Neither Disagree



Value for money
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• High ratings from residents and increasing 

• Top quartile for both measures

• Some struggling with their finances

• 44% don’t have home contents insurance

94%

94%

94%

88%

77%

90%

All Residents
(210)

General Needs
(32)

Housing for
Older People

(178)

VFM - Rent VfM - Service charge

92%
93%

94%

89%

85%

88%

2012 2016 2021

Rent (VFM) Service Charge (VFM)

Comparison - HfOP
VFM –
rent

VFM –
SC

Sutton HS 94% 90%

Upper quartile 92% 82%

Median 88% 79%

Lower quartile 85% 75%

Quartile position 1 1

10%
12% 12%

4%

Rent or Service
Charge

Household Bills Utility Bills Loan/Debt
Repayments

Financial struggles



Repairs and maintenance
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91%
94%

90%

3%
3%

4%

6% 3%
6%

All Residents (203
responses)

General Needs (32
responses)

Housing for Older
People (171
responses)

Satisfied Neither Dissatisfied

93%

95%

91%

2012 2016 2021

96%

88%

77%

87%

91%

93%

85%

89%

86%

90%

92%

2%

7%

18%

9%

6%

5%

11%

7%

9%

7%

5%

2%

5%

6%

4%

3%

2%

4%

3%

5%

3%

3%

Ease of Reporting

Told When Contractors
Would Call

Making a Direct
Appointment

Time Taken Before Work
Started

Contractors' Attitude

Dirt & Mess Kept to a
Minimum

Kept Informed of Progress

Completetion within Target
Date

Right First Time

Quality of Work

Service Received

Satisfied Neither Dissatisifed



Repairs and maintenance
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97%

92%

87%

95%

98%

96%

94%

98%

94%

93%

95%

92%

85%

83%

84%

96%

94%

87%

91%

89%

94%

93%

96%

88%

77%

87%

91%

93%

85%

89%

86%

90%

92%

Ease of Reporting

Told When Contractors
Would Call

Making a Direct
Appointment

Time Taken Before Work
Started

Contractors' Attitude

Dirt & Mess Kept to a
Minimum

Kept Informed of Progress

Completetion within Target
Date

Right First Time

Quality of Work

Service Received

2012 2016 2021

Comparison - HfOP
Repairs 
service

Last repair

Sutton HS 90% 93%

Upper quartile 87% 96%

Median 83% 91%

Lower quartile 78% 91%

Quartile position 1 2

• High ratings with overall service and aspects 
of last repair

• General needs and HfOP satisfaction similar

• 96% satisfied with ease of reporting repair

• 77% on making direct appointment with 
contractor

• Mixed results over time, ease of reporting 
and time to start work up – quality of work 
and overall service down



Communications
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• 92% satisfied with how they are kept 
informed – increased by 4%

• Listening to views and acting upon them 
up 13% - Top quartile

• 87% believe SHS will act on the findings 
of the survey

• Residents prefer to be contacted by SHS 
in writing but prefer to call SHS

92%

88%

93%

82%

84%

81%

82%

84%

81%

91%

94%

91%

87%

94%

86%

All Residents
(211)

General Needs
(32)

Housing for
Older People

(179)

Kept informed Make views known

Listens & acts Service expected

SHS will act on findings

61%

46%

35%

30%

25%

21%

20%

15%

13%

13%

In writing / by letter

Telephone

E-mail

Newsletter

Visit to your home by staff

Residents Groups Meetings

Text message

Open Meetings

Resident App

SHS's website

Preferred contact by SHS

86%

30%

16%

14%

10%

8%

1%

Telephone

E-mail

In writing / by letter

Text / SMS

Visit to the office

SHSs website

Other (please specify)

Preferred way to contact SHS



Internet use
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• Just 16% say they never use the 
internet

• Most access via smartphone or 
tablet (57%), own computer 
(36%)

• 45% use internet for emails, 41% 
for news and information, 39% 
online banking, 35% online 
shopping

• 22% don’t want to use the 
internet, 13% lack 
skills/confidence

68%

11%
3% 2% 1%

16%

Daily or
almost

every day

Weekly Less than
once a
week

Less than
once a
month

Used over
three

months
ago

Never use



Housing for Older People
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• 57% of residents see family at least 
once a week – 5% never

• 64% see friends – 5% never

• 90% agree it is important to keep in 
touch with old friend

• 82% agree it is important to make new 
friends

• 57% never take part in community 
events

• 25% are not interested, 15% have 
health issues

• Some would like to see day trips, coffee 
mornings, board games afternoons, 
garden events and exercise classes

• 67% find Wi-Fi Cafes interesting and 
useful

79%

89%

93%

96%

88%

15%

9%

3%

2%

9%

6%

3%

4%

2%

3%

Frequency of
Contact with SHS

Staff

Call
Centre/Emergency

Alarm System

Safety & Security
of Home

Ease of Access

Scheme Facilities

Satisfied Neither Dissatisifed

• All measures up since 2016 except the call 
system – all higher than 2012

• Satisfaction with scheme facilities is up 8%



Other services
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• 81% are satisfied with their aids & 
adaptations

• Just 49% satisfied with how SHS deals 
with new homes

• Dissatisfaction low with many neutral

• Satisfaction generally down since last 
survey

81%

71%

75%

49%

63%

61%

68%

78%

58%

17%

16%

19%

45%

29%

29%

22%

15%

33%

2%

13%

6%

6%

8%

10%

10%

6%

9%

Aids & Adapatations

Home Improvements

Advice on Rents & Service
Charges

New Homes

Anti-Social Behaviour

Neighbour Disputes

Complaints

Communal & Shared Areas

Moving or Swapping Homes

Satisfied Neither Dissatisifed



Recommending SHS – NPS = 55
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• 68% would recommend SHS to other 
people

• Just 13% would not

• Net Promoter Score = 55 (58 general 
needs & 50 HfOP)

• Housemark average 35 (all) - 38 (HfOP)

• SHS in top quartile

55%

13%

13%

5%

3%

5%

2%

1%

1%

1%

10 - Extremely likely

9

8

7

6

5

4

3

2

1

0 - Not at all likely

68%

64%

69%

19%

30%

16%

13%

6%

15%

All Residents (209)

General Needs
(33)

Housing for Older
People (176)

Promoters Passives Detractors



If you had a magic 
wand, what is one 
thing you would 

change about SHS?

187 comments received from 
residents
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16%

15%

13%

13%

8%

6%

6%

5%

4%

3%

3%

3%

2%

1%

1%

Home improvements

Positive comments

Other

Tenant services and management

Communal areas

Property condition

Communications and information

Safety and security

Grounds maintenance

Day-to-day repairs

Organisational policies

Neighbourhood problems

Moving

Local area services

Customer contact

• Home improvements including new 
kitchens, bathrooms, heating and 
windows

• Decorating services

• Communal areas, storage for mobility 
scooters and lifts

• 15% positive



Key areas of 
satisfaction 
& customer 

loyalty
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95%

95%

95%

94%

93%

92%

91%

91%

88%

86%

82%

82%

Safety & Security

Easy to deal

Overall Services

Rent (VFM)

Quality of Home

Kept Informed

Communal Areas

Repairs &
Maintenance

Service Charge
(VFM)

Last contact

Listens & Acts

Make views
known



Areas of 
dissatisfaction
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6%

6%

6%

5%

4%

4%

3%

3%

3%

2%

2%

1%

Listens & Acts

Last contact

Repairs &
Maintenance

Make views known

Kept Informed

Service Charge
(VFM)

Quality of Home

Communal Areas

Safety & Security

Overall Services

Easy to deal

Rent (VFM)



Key Driver Analysis
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Repairs & 
Maintenance

Safe & Secure

Easy to Deal With
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91%
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95%

96%
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Comparison with other landlords 
(2021/22 – Housemark) – HfOP
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Overall
Services

Quality
of Home

Safe &
Secure

Easy to
Deal
With

Satisfacti
on with

Last
Repair

Repairs
Service

Rent
(VFM)

Service
Charge
(VFM)

Listens &
Acts

Sutton HS 95% 93% 95% 95% 93% 90% 94% 90% 81%

Upper quartile 91% 94% 92% 89% 96% 87% 92% 82% 76%

Median 87% 91% 89% 84% 91% 83% 88% 79% 70%

Lower quartile 83% 88% 87% 80% 91% 78% 85% 75% 64%

Quartile position 1 2 1 1 2 1 1 1 1

0%
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20%

30%

40%

50%

60%

70%

80%

90%
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Conclusion
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❖Very positive results – 95% satisfied overall

❖High ratings for safety of home (95%) and SHS being easy to deal with (95%)

❖Correspondingly low dissatisfaction, just 2% overall, 6% with repairs, listening to views and 
last contact

❖Strong performance when compared with other landlords

❖Key drivers are repairs, having a safe & secure home and being easy to deal with

❖Some improvement since last survey – listening to views up 13%. Overall satisfaction up 2%

❖Some would like home improvements

❖Recommendations:

❖Repairs & maintenance – key driver and main reason for contact, high satisfaction so 
maintaining level will be a challenge – fewer satisfied with quality of home

❖Listening to residents’ views – lower satisfaction (82%) but increasing, can this be 
improved?
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Current operating environment

2019/20 Lower satisfaction scores are becoming common -
why?
❖ Decline in service / offer?
❖ Change in resident population?
❖ Higher expectations?
❖ Difficult operating environment?
❖ Mood of the country / residents – EU/Brexit, general 

election, climate crisis, cuts to local authority services, 
Trust Issues - Grenfell etc.? 

Impact of COVID-19 & where we are now

78% 78%

80% 80%

83%
84%

85%

87%
88%

87% 87% 87%

85%

82%

07/08 08/09 09/10 10/11 11/12 12/13 13/14 14/15 15/16 16/17 17/18 18/19 19/20 20/21

Historical satisfaction with services provided (NHF/Housemark - general needs residents)
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Acuity clients - tracking landlords
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Social Housing White Paper
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White Paper: Tenant Satisfaction Measures

Tenant satisfaction metrics likely to cover a number of themes 
(including tenant engagement, safety and security, ASB, 
contribution to neighbourhood, complaints handling), landlords 
need to gather intelligence on their tenant and their priorities.

• Consultation paper out in December 2021

• Number of measures

• Need to collect from April 2023, reporting 2024

• Methodology

• Prescribed Qs and response scales

• Annual requirement

• Sutton HS 2021 included some of White Paper themes – last 
repair, safety of the home, complaints, contribution to 
neighbourhood, engagement
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Any 
questions
?

Denise Raine

T: 01865 594330 

M: 07712 891656 

E: denise.raine@arap.co.uk  

W: arap.co.uk

Pete Lomax

T: 01865 594331 

M: 07939 158080

E: pete.lomax@arap.co.uk  

W: arap.co.uk

Thank you and any questions! 


