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Wellbeing

Summary

Introduction CHELTENHAM

Cheltenham Borough Council (CBC) owns and manages around 4,500 LCRA properties, as well as a small number of
LCHO properties. Acuity has been commissioned to undertake quarterly independent satisfaction surveys of the tenants of
Cheltenham Borough Council, to collect data on their opinions of, and attitudes towards, their landlord and the services
provided.

The survey was designed using the Tenant Satisfaction Measures from the Regulator of Social Housing, which became
mandatory to collect in April 2023 and are now an annual requirement going forward. Every quarter, tenants are contacted
and nvited to take part in a telephone interview. The survey is designed lo collect the views of approximately 221 LCRA
tenants per quarter, proportionalely sampled by tenure type, area, and age. This report for Q1 2025/2028 presents an
analysis of the results based on 221 completed surveys, as well as 10 incomplele surveys, which are required to be included
in the report by the Regulator.

The telephone survey is confidential, and the results are sent back to CBC anonymized unless tenants give their permission
to be identified — 84% of tenants did give permission to share their responses with their detalls attached and 96% of these
tenants are happy for CBC to contact them fo discuss any comments or issues they raised.

This survey aims to provide data on tenanls’' satisfaction, which will allow CBC to:

* Pravide information on tenants' perceptions of current services

« Compare the results with previous surveys, where possible

« Compare the results with other landlords (in a separate annual report)
* Inform decisions regarding future service development

» Report to the Regulator annually as reguired.

For the overall resulls, Acuity and the Regulator of Soclal Housing recommend that landlords with under 10,000 properties
achieve a sampling error of at least +4% at the 95% confidence level. For this quarter, 221 completed responses were
received, and this response is high enough to conclude thal the findings are accurate to within £6 4% for the quarter and
+3.4% annually. For there to be a statistically significant difference In results, the change from Q4 to Q1 will need to be
above 13 percentage points (p.p) and annually would need to be greater than Gp.p.

MNote: The majority of figures throughout the report show the results as percentages. As percentages are rounded up or
down from two decimal places in the results file to the nearest whole number, they may not alway's total 100%. Rounding
can also cause percentages described in the supporting text fo differ from the percentages in the charts by 1% when two
percentages are added together. The charls also show the base for each question shown as n=.




79% TSM Key Metrics
Services Provided "

Keeping Properties in Good Repair Respectful & Helpful Engagement

In G111, ¥9% of tenants are satisfied with the

overall service provided by CBC, a fall of 3 al,

percentag (p-p) since the last survey & Well Maintained Home 81% 'Q' Listens & Acts
S -
The highest satisfaction is for the way CBC
treats its tenants fairly and with respect, and
for keeping tenants informed, both at 85%
this quarter. Satisfaction with four other
measures also score in the 80% range; well
maintained home, safe home, the repairs
senvice In the last 12 months, and the time

taken for repairs. _. Repairs Last 12 Months Fairly & with Respect

Including satisfaction with the overall service,

four measures fall in the 70% range, with just

two scoring below this level. Satisfaction with

f1e Afpman jo AGH b i i kx4 Time Taken Repairs 82% Q Complaints Handling
decrease of Zp.p against last guarter, and _
satisfaction with complaint handling is just

39%, although this is an increase of 2p.p

Hica N Jast alw/oy. Responsible Neighbourhood Management

Safe Home Kept Informed

BE " 1
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Communal ’_'i.  Neighbourhood Approach to
Areas 76% [y 4 Contribution 78% ASB




Overall Satisfaction

into account, how satisfied or dissatisfied

Tenants were asked, “Taking averything @g

are you with the service provided by

43%
6%

Cheftenham Borough Councii?” This is the
key metric In any tenan! parceplion survey.
Just under four-fifths of tenants (79%) are
satisfied with the overali service provided 0% To% 5o
by CBC, with mare very satisfied than ﬁ
satisfied: 43% compared with 36%. - -

_ Very satisfied  Fairly satiefied Meither  Fairy dissatisfied Very dissatisfied * Satisfied - Neither = Dissatisfied
Just 12% of lenants are dissallsfled with

the overall setvice and a further 10% gave
a neufrat score; ﬂ\]

Satisfaction with overall service has been
fairly consistent over the lasl two years,
ranging from-a high of 83% to a low of
78%, and has reduced by 3p.p from the last
sUrvey.

T0%
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The majonty (80%) of the 225 comments
regarding satisfaction with the overall service
from CBC. are positive, and includs
compliments sbout the repairs service and
those who deliver this service. For example,
"They are good. If | ever wanted anything,
hey have been on the ball".

Conversely, and accounting for around a fifth
of the comments received, there are issues
raised with the time laken lo complete repairs,
and repairs which tenants feel have been
forgotien. In-addition, there are a-small
number of issues with the quality of repairs
completed.

A small number of tenants feel there could be
more care and empathy shown by CBC during
their interactions and some mention concems
with ASB where there is a perceplion thal
sometimes action |s nol taken or is not
adequale.

Comments - Overall Satisfaction

@fa

S

Posltive comments - Repairs senice/workforce

Positive comments - Genarally happy, no problams
Day-to-day repairs - Ouistanding { forgotien repairs
Day-to-day repairs - Timescales to complele repairs
Property condition - Damp / mould / condensation
Customer services & contact - Care, empathy, support elc
Home improvemants - Mew kilchen, bathroom
Neighbourhood problems - Anli-social behaviour
Day-to-day repairs - Quality of work

Day-lo-day repairs - Appointments

Other - Neutral comment

Communications and information - Keep tenanls up to date . 2%




Keeping Properties in Good Repair

For Q1, 81% of tenants are satisfied thal
their home is well-maintained, up 3p.p, and
13% of tenants are dissatisfied.

Around two-thirds of tenants (63%) said
they had a repair completed in their home
in the: last 12 manths, and of these, 81% Wall Maintained Home (n=224) Repairs Last 12 Months (n=144) Time Taken Repairs (n=148)
are satisfied with the repairs service over
this period, which is an increase of Gp.p;
14% are dissatisfied.

GD%

Colceired = Safmfied Meither ®  Dissafisfied

The time taken lo complete a repair sees
an Increase in satisfaction of 4p.p at B2%,
although Lhis is also down a little, by 4p.p,
with the level of dissatisfaction remaining
the same as last quarter at 14%.

=—a—\ell Malntained Home

—a— Repairs last 12 months

Time Taken Repairs

Q3 o4 a1 Q2 a3 o4 a3
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Comments - Repairs

Tenants are asked to share thoughts about
the repairs service in the last 12 months, and
145 comments were recorded.

Three-guarters of the comments consist of : . t"';'lh
positive feedback about the repairs service

andlor those who deliver the service. The Positive comments - Repairs servicedworkforce _ T5%

next most common themes are imescales 1o
complete repairs (14% of the commenis) and Day-to-day repairs - Timescales to complete repairs
outstanding/forgotten repairs (11%), so
whilst many praised the prompiness and Day-lo-day repairs - Dutstanding / forgotien repairs
professionalism of those [nvolved in
delivering repalrs, some concems emerge
about delays in compleling repairs, with
some lenants waiting months for issues to
be resolved.

Day-to-day repairs - Appolniments

Day-lo-day repalrs - Keep informed of repair progress

A lack of updates regarding ongoing repairs Day-to-day repairs - Quality of work
can lead to tenants reporting the repair more
than once or resorting to chasing up

progress, which causes some frustration. Day-io-day repairs - Had to report repakr multiple tmes

Additionally, some mentioned their Day-lo-day repairs - Treatment of resident / home
experience of poor service quality, including
incomplete jobs and damage o property
during repairs. The need for better
scheduling to accommaodate working lenants
was also highlighted, as some tenants find it
difficult to arrange time off for repairs.

Homa improvements - Mew kitchen, bathroom

Property condition - Damp / mould § condensation

Customer services & contacl - Understanding Residents

Owverall, while there are commendable Circumstances

aspecis of the service, addresasing Customer services & contact - Call/contact handling -

enhance tenant satisfaction.

communication and timeliness could \ passed around




Maintaining Building Safety

i%

iy

Very satisfied  Fairly satisfied Mither Fairly dissatisfied Very dissatisfied Satisfied - Meither =« Dissatisfied

4 N

Satisfied —a— Dizsatisfied

100% )
B2%

75%

12%
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Comments - Home or Communal Areas not Well _/'.-_

Maintained or Safe

-
=
/

Day-to-day repairs - Outstanding / forgotten repairs

Property condition - Damp ! mould | condensation

Home improvements - Neaw kitchen, bathroom

Communal areas - Rubbish

Communal areas - Frequency of deaning service

Communal areas - Quality of cleaning service

Day-lo-day repairs - Timescales (o complete repairs

Grounds maintenance - Grounds maintenance generally

Safety and security - Deor securily in communal areas

Safety and securily - Gabe securnty, locks

Communal areas - Problems with dog mess

Day-to-day repairs - Keep informed of repair progress

S




Responsible Neighbourhood Management __/;}‘

Just over half af the tenants (54%)
surveéyed this guarer state they ve ina
building with communal aress that CBC is
responsible for maintaining. Of these
tenants, T6% are satisfied that thelr
communal areas are clean and well-
maintained, an iIncrease of 11p.p since Q3.
Dissatisfaction is now at 16%, with a further
B% giving a neutral response.

Satisfaction that CBE makes a pasilive

contribution to the nelghbourhood fell by

10p.p in Q4, from T78% lo 68%, and this has

now been reversed, with a 10p.p increase Communal Areas (n=130) Mewghbourhood Contribulhon (n=140) Approach to ASE (n=111)

in Q1, back 1o 78% satisfaction. Coloured = Saiisfied '®  Neither ®  Disaatisfied

Salisfaction with the way the Council
handles ASB has fallen by 2p.p to83% this
quarter, with those who are dissatisfied
rising from 20% las| quarter lo 32% in Q1.
This increase could perhaps be because
mare of those surveyed this quarier have
experienced the ASB service firsthand, thal
cases are ongoing, and this has perhaps A
influenced scores - or alternatively, this . - Y . —a— Neighbourhaod Contribution
could be based purely on perceptions. This % “» - ,,,_,.-—-Q_" —— —s— Approach to ASB

would need closer review In order to draw
firm conclusions, although some of the
comments which follow may help
understand whal is driving these soores.

—8—Comimunal Araas
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When asked to share their views on CBC's
coninbution to the neighbourhood, 136
comments were recorded.

The vast majority of these comments were
positive feedback, specifically aboul
communal cle2aning and maintenance. and
feeling that their nelghbourhood is 3 good
place o live

A small number say they have not seen any
contribution fram CBC in the local area, and
others feel there could be more done lo
encourage recycling with the provision of
bins to make this possible.

Some shared positive comments aboul the
communal cleaning sefvice, whereas others
say the neighbourhood is Impacted by ASB,
which they feel is not tackled by CBC.

Several tenants spoke about the resident’s
activilies which CBC organise for children
locally, a5 these efforts are very much
‘appreciated, such as “They tend lo do
activities for chifdren around the homes”

COwverall, while there are commendable efforis
In maintaining cleanfiness and community
aclivities, significant areas for | vement
exisl. particularly In addressing ASB Issues.

Comments - Neighbourhood

Positive comments - Generally happy, no problems

Positive comments - Communal eleaning & maintenance

Positive comments - Nelghbourhood/good location

Other - No comment/suggestions

Organisaticnal policies - Lack of contnbution to
neighbourhood

Positive comments - Repairs service/workforce
Communal areas - Maintenance of communal areas
MNeighbourhoed problems - Anti-social behaviour
Scheme/Estate Positive - Ressdant activitlas

Other - Dont know

Communal areas - Rubblsh

Commiunal areas - Rubblsh storage areas

e
B s
B «
B s
B s
B s
N 2




Ragarding the approach lo handling ASE,
107 comments were made, resulling ina
miked response.

Many tenant express satislaction with the
responsiveness and effectiveness of CBC in
addressing ASH issues, particularly in cases
invialving drug-relaled activities and noise
disturbances; and others who have not
expertenced this sendice themselves, still
have a positive view based on the
experience of others, for example. "/ can
oniy go by what [I've heard since ['ve
personaily never had to experence ASS, but
fram what | iear Chelteniam Borough
Homes deal with ASB in a good way.

Positive comments highlight imely
interventions, improved safely measures,
and effective communication from staff,
Conversely, a number of lenants report
dissatisfaction, citing a lack of fallow-up,
Ineffective resolulions, and ongoing issues
with problematic neighbours. Concernis
about inadequate support during weekends
and holldays were also ralsed, slongside
frustrations over perceived lenlency lowards
persistent effenders,

Overall, the feedback suggesis there could

be more consistency in handling ASB Issues;

sp.all tenants have a more posilive
experience.

Comments - ASB

\

Positive comments - Ganeratly happy, no problems
Customer services & contact - Complaint not resolved
Customar services & conlact - Complaints handling
MNeighbourhood problams - Antl-social bahaviour
Meighbourhood problems - Drug related issues
MNeighbourhood problems - Neighbours - noise, alcohol
Customer services & contact - Time taken 1o resolve enquiry
Other - Dant know

Other - No commentisuggesiions

Customer services & contact - Care, empathy, support el
Positive comments - Feel safe and secure

Communications and information - Keep tenants up to date




Just over four-fifths (82%) of tenants
surveyed in Q1 find CBC easy to deal with,
which is an increase of Gp.p since Q4.

Slightly more lenants (85%) are salisfied
that they are kept informed by CBC (an
increase of 6p.p), and the same percenlage
feel CBC treat them fairly and with respect
(an increase of 1p.p).

Salisfaction with the way CBC listens lo
tenants’ views and acts upon them Is also
up this quarier, by Bp.p, al 70%. This
measure has the highest dissatisfaction of
these four engagement measures, and
some of the commenis that follow may help
with understanding the drivers of this
dissatisfaction.

Respectful & Helpful Engagement

Listens & Acts (n=149) Kept Inforrmed {n=172) Fairly & with Respect (n=203)

Colouired = Satisfied Meither @ Dissatishiad

Easy to Deal With {n=220)

=~ ! gow  Do®

a2 a3 04 ey a2 Q3 Q4 m
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=l | islEns & ACS
—a— Kaopl Informed
Falrly & with Raspact

—8—Eazy to Deal With




Some 44 comments were received about
how CBC listens to tenants’ views and acls
upon them, with some mentioning frustration
over repair issues which remain outstanding,
and also delays in repairs, particularly
concerning kitchens and damp problems.

A recurring theme s the perception thal
feedback from lenants is often ignored,
leading to feelings of frustration and, for
some, a reluctance to report issues in the
future.

The need for improved communication
between teams and beller access o senior
staff for unresolved issues was also included
here. Additionally, there were calls for more
support for vulnerable tenants, particularly
regarding anti-social behaviour and disability
needs, for example, *They don't fisten
properly and they dont understand my
medical history and disability.”

Cwerall, the feedback indicates a need for
enhanced engagement with tenants, and
more timely action on reporied issues, 1o
foster a more responsive and supportive
environment.

Comments - Listens & Acts

Communications and information - Listen carefully, take
interest

Customer services & contact - Be more proactive

Customer services & contact - Complaint not resolved

Customer senices & contact - Understanding Residents
Circumstances

Meighbourhood problems - Anti-sacial behaviour

Customer services & contact - Complainis handling

Day-to-day repairs - Keep Informed of repair progress

Home improvements - Mew kiichen, bathroom

Customer services & conlact - Accessibility / Language
barriars

Customer senvices & contact - Care, empathy, support
et

Day-to-day repalrs - Outstanding ! forgotien repalrs

fdanager Megative - Communicationsfistendng (manager)

N




A smaller number of comments, just 30, were
noled regarding tenants’ thoughts about being
treated fairly and with respeol.

A third of the comments say there could be
miore care and empathy shown by CBC at
times, and some tenants express frustration
over unfulfilled promises regarding repairs and
follow-ups. with some feeling thal their
concems were dismissed or inadeguately
addressed.

Some share a perception of not being taken
seriously when issues are reporled, for
example, “They dismissed my complaint about
the ASB officer who, in § years of complaining,
fad not even met me.

Tenants reporl a lack of training among staff to
handle specific needs, particularly for those
with disabilities. The inconsistency in service
guality, often dependent an the individual
contacted, further exacerbates tenant
frustrations for a minarity. Some feel that thelr
complaints are not taken serously, leading lo a
sense of helplessness and a belief thal they
must fight for basic rights and services.

Owerall, the feedback indicates a need for
improved training, better communication, and a

more empathetic approach to tenant
interactions to enhance overall satisfaction and

trust in the service,

Comments - Fairly & with Respect

N,

Customer services & coniac! - Care, empathy, support
el

Customer services & contact - Return call / emaill

Day-lo-day repairs - Outstanding / forgotten repairs

Day-to-day repairs - Timescales to complete repairs

Customer semvices & contact - Complalnt not resolved

Customer sarvices & contac! - Understanding Residgenis

Circumstances
Meighbourhood problems - Anti-social behaviour

Communications and information - Listen carefully, take
interest

Customer services & contacl - Be mone proactive

Customer services & contact - Callicontact handling -
passed around

Day-to-day repairs - Contractor

Day-to-day repairs - Quality of work




The score for CBC being easy to deal with

his quarter, and 39 comments
were received from those who do not find
CBC easy lo deal with.

The most common theme was for there to be
mare care and empathy when issues are
reported, and for contact with the customer
service team (o be returmed when promised.
For example, *Cusfomer service really needs
fo be improved. Communication can be poor,
follow-ups are often delayed or dont happen
at all, and there's a general lack of
accountabilify. Tenants deserve a service
that is responsive, respectful and
consistent—espacially when it comes 1o our
homes and wellbeing.”

Some tenants note that while initial comtact
may be manageable, the subsequenl service
often falls short, leading lo feelings of being
brushed aside. Some inconsistency in
service quality Is highlighted, with some
tenants experiencing helpful interactions
while others report unhelpful or dismissive
responses.

There are also complaints about the difficulty
in reaching the right personnel and
navigating the syslem, exacerbated by a
confusing change in contacl numbers.
Overall, the feedback indicates thal
improved communication, accountability, and
a more consisient service provision will help
1o limit the reasons for dissatisfaction in the
future.

Comments - Easy to Deal With

e

Customer services & contact - Care, empathy, support
elc

Communications and information - Listen carefully, take
interest

Customer sarvices & conlact - Return call | emall

Day-to-day repairs - Keep informed of repalr progress

Customer services & contact - Answering phones

Communications and information - Communications (in
gereral

Customer services & contact - Complaint not resobved

Customer sarvices & contact - Keep promises

Day-to-day repairs - Appointmants

Day-o-day repairs - Ease of reporting repair

Day-to-day repairs - Timescales 1o complete repairs

Communications and infarmation - Website and onling
saryices

II-T‘II
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Effective Handling of Complaints

Just under a guarter of tenants (22%) say
they made a complainl to CBC in the last
12 months, although it Is not clear whether
these were formal expressions of
dissatisfactlon managed under the
complaint process, or perhaps senvice
requests nol yel compleled.

Complaint in last 12 months Satisfaction with Complaints Handling

Of these lenants, 39% said that they are 14%
satisfied with the way that their complaint
was handled, an Increase of 2p.p from Q4.

Dissatisfaclion is higher than satisfaction al
53%, and a further 9% gave a neutral Very satisfied  Fairly satisfied Meither Fairty Very dissatisfied

dissatisflad
response.

Complaint handling |s & common cause for

dissatisfaction for soclal landlords and is _\
often the lowest-scoring measurs in e Satlisfiod e Dl s zalisfiad

surveys of this type, as is the case hare for
CBC. Sharing guidance and information
that helps tenants distinguish between
service requests (which may lake times 1o
complete fully) and service failures,
alongside ensuring the timescales for
complaint management are met, may help
sel correct expectations and limit the
reasons for dissatisfaction in the future.

0%

Q2202324 Q3202324 Q4202324 O12024/25 Q22024025 0Q32024/25 04202425 OF 202526
\__ {n=54} (n=50) {n=51} (n=58) {n=54) (=44} {n=54) (=44




Cost of Living

Cost of Living Concern

300 40%
Tenanls were asked aboul their well-belng,
including how they feel about the current
cost-of-living crisks.
Just over three-quariers of tenants (79%)
are at least slightly concermned aboul the - ]

cosl of Ilving crisis, with more very
concerned {-1[!"'-':':} than slightly concemed
{(39%). Just 12% of tenants are not al all
concerned, and 9% preferred not to say,

Mot al all concemed Slightly concemed Yery concerned Prefer not to say

Cost of Living Concern & Satisfaction

It s often the case with similar strveys from

ST S e Overall Sausfaction  IEECCETMNN MO SN SO S
concerned with the costof living have lower

satisfaction rates than those slightly or not Well Maintained Home - SN RN IS S
at all concemed. This is the case here with Safe Home IS (L —— —
those who are concemned, having the Repairs Last 12 Months  IEEEEE &1 e
lowest levels of salisfaction across all Time Taken Repairs [N T T
Indicators. Communal Areas | INFETI T I = Very concemed
Neighbourhood Contribution | EEREES IS T T — « Slightly concerned
Approach to ASE quiy | BT ] TEM |
Listens & Acts  [ICFEES 000 .
Kept Infarmed -m_’”?- _"FE-”_
Fairly & with Respact 8%
Easy to Deal With
Comptaints Handling

= Mot at all concernad




Damp and Mould

Experienced Damp/Mould Last 12 Months Reported Damp/Mould

mY¥es mho

It is of some concermn that around a third of

66%

tenants (34%) say they have experlenced
instances of damp and mould in their
homes in the last 12 months, and this has
been fairly consislent over ime, aside from 34%
a dip on Q2 last year, to 24%.
Almost two-thirds (63%) of these have
reporied the problem, which means Just
over a third (37%) haven'l made CBC

Yes Mo

aware of these issues. With the onset of
Awaab's Law, CBC will need to investigate
all of these as a matter of urgency and take
aclion, where necessary, o alleviale the
issues and ultimately prevent any
associaled heaith-related problems.

Experienced Damp & Mould Over Time

Information on those tenants who say they
are experiencing damp and mould, where B8% B5% B6% BE% 855 BE%

permisslon has been given, Is avallable In — . o - — ; —a & ®

the raw data.
A2% 25% M% 3% 34% 35% 3%

2T% ® ——=0- 24% A ——

Q1 o2 Q3 Q4 a1 a2 Q3 a4 1
202324 202324 202324 202324 202425 202425 202425 202425 2025726




Trends Over Time

== Overall Satisfaction
—a—'Well Maintained Homs
Safe Home
—a— Communal Areas
—a— Repairs last 12 months
Time Taken Repairs
- Nelghbourhood Contribution
Approach lo ASB
——| |stens & Acls
Fairly & with Respect
== il Informed
—a— Easy to Deal With

—#— Complaints Handling

o2 Q3 24 o1 Q2 3 o4 o1
202324 2023724 202324 202425 2024/25 202425 2024/25 2025726




12 Month Rolling Averages

—&— Dvarall Satisfaction

—— el Maintalned Home
Safe Home

—a— Communal Aréas

#— Rapairs [ast 12 months

Time Taken Repairs
Meighbourhood Contribution
Approach to ASH

——| jslans & Acts
Fairly & with Respect

== epnl Informed

—a— Easy to Deal With

—— Complainis Handiing

Ending G2 Ending O3 Ending G4 Ending CH Ending 02 Ending @3 Ending O4 Ending Q1
23724 2324 2324 241 24125 24425 24025 25025




Acuity Calls CBC Housing Services

The Customer Service Team made 44 calls to the most dissatisfied customers which have been
identified by Acuity.

Failed to contact 18 after 3 attempts
Completed calls to 17

Unable to contact 4

Left messages for 5 to call back

Of the 17 calls completed the most dissatisfied area were Repairs (7), ASB (3), Estates Services (6),
Customer Service (1), 6 of the calls also included concerns raised about the cost of living.

As part of the survey process Acuity staff will send across an alert via email if during a call, they pick up
on any matters such as safeguarding concerns or urgent repairs which require our attention ahead of
them issuing the full data set.

During the Q1 surveys, Acuity staff raised 17 alerts, of these:

*3 have been resolved
*8 relate to work in progress
*6 are new and current




Next Steps

Review complaints team capacity and roles

Continue to review communal areas and satisfaction

Arrange complaints focus group to gather feedback from lived experiences

Estates supervisor role to be confirmed




Satisfaction with Measures Summary & Recnmmendatinns e

eree

Kept Informed

Fairly & with Respect

Safe Home

Easy to Deal With

Time Taken Repairs

‘Well Maintained Home

Repairs last 12 months

Ovarall Satisfaction

Melghbourhood
Confribution

Communal Areas

Listens & Acts

Approach to ASB

Complaints Handling

2

Results for G1 of 202572026 continue to show high levels of satisfaction across the majority of the survey measures.
This report is based on 221 responding tenants, plus 10 incomplete surveys which are required to be included by the
Regulator.

Overall satisfaction is one of just two measures that saw a decrease in satisfaction this quarter, down by 3
percentage points (p.p) to 79%, and so sits just below the centre of all measures when ranked in the chart to the left.
The other measure, which fell slightly, is the approach lo ASB, down by 2p.p lo 63%. All other measures increased
this guarter, with the largest increase being for the upkeep of communal areas, which is up by 11p.p to T6%, and the
provision of a safe home at 83%, which is also an Increase of 11p.p, the latter is also the second highest scoring
measure this quarter. Being kept informed and being treated fairly and with respect are the highest scoring measures
for Q1, both at 85% salisfaction.

The results show that almost four-fifths of tenants (79%) are at least slightly concemned about the current cost of
living, which is similar to last guarter. Given the conneclion between monetary concems and satisfaction, any easing
of financial pressures for tenants could have a pasitive effect on satisfaction levels.

The quarterly surveys include several open-ended guestions designed to highlight specific areas for improvement
based on lenants’ concerns and suggestions. As |s often the case, the repairs service continues to feature
prominently across all the guestions, with outstanding repairs and the time taken to complele repairs being the most
common categories, even though satisfaction with the repalr measures exceeded 80% this quarter. Comments
suggest there is a need for a more consistent repairs service.

Recommendations:

Communication

Some tenants are concerned with the upkeep of communal areas and grounds maintenance, and in some cases,
properly condition, including concerns with damp and mould, which should be addressed as soon as possible. Some
lenants feel CBC could listen more carefully to their views, and staff could show more care and empathy when
dealing with issues they ralse. Including in tenant communicalions/website some examples of service impravements
made as a resull of tenant feedback could prove beneficial to satisfaction scores in the future. In addition, an article
on the grounds maintenance contract, along with some examples of what tenants should expect, could help provide
some clarification and remove some of the frustrations seen in the feedback.



