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Introduction CHELTENHAM

Cheltenham Borough Council (CBC) owns and manages around 4,500 LCRA properties, as well as a small number or
LCHO properties. Acuity has been commissioned to underlake guarterly independent satisfaction surveys of the lenanls 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. Every guarter,
tenants are contacted and invited to take part In a telephone interview. The survey s designed to collect the views of
approximately 221 LCRA lenants per quarter, proportionately sampled by tenure type, area, and age. This report for 02
2025/26 presents an analysls of the results based on 221 completed surveys, as well as 12 incomplete surveys, which are
required to be included in the report as per Regulator guidance.

The report has used sentiment analysis to better understand tenants’ comments and why they have responded to the
satisfaction questions the way they have. Information about how this works is shown at the end of the report and adds an
extra layer of insight to the results to help CBC better understand whalt is driving satisfaction and whal tenants are most
concerned about, and consequently, what could be improved.

The lelephone survey s confidential, and the results are sent back o CBC anonymised unless tenants give their permission
to be identified - 83% of tenants did give permission to share their responses with their details attached, and 94% of these
tenants are happy for CBC to contact them to discuss any comments or issues they raised.

This survey aims to provide data on lenanlts’ satisfaction, which will allow CBC to:
* Provide information on tenants’ perceptions of current services
= Compare the resulls with previous surveys, where possible
* Compare the results with other landlords (in a separate annual report)
* |nform decisions regarding future service development
* Reporl to the Regulator annually as required.

For the overall results, Acuity and the Regulator of Social 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 that the findings are accurate to within +6.4% for the quarter and
+3.4% annually.

MNote: The majority of figures throughout the report show the resulls as percentages. As percentages are rounded up or
down from two decimal places in the resulls file to the nearest whole number, they may not always total 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 logether. The charts also show the base for each question shown as n=.



82% TSM Key Metrics
Services Provided "

More than eight out of ten tenants are Keeping Properties in Good Repair Respectful & Helpful Engagement

salisfied with the overall service provided by
This marks a three percentage

L]
oint (3p.p) increase from the previou: it . g
;:E;Tp increase from the previous & Well Maintained Home 82°, -Q- Listens & Acts

Three measures received scores higher than
the overall satisfaction with the service, these

are safe home (83%), fairly and with respect "
4%), and repairs in the last 12 months Safe Home Kept Informed 80%

vhich Is the highest sconng metric in —————————————

fey this quarter

Only three measures received scores of i & %
below 70% satisfaction, These are listens to A0 Repairs Last 12 Months Fairly & with Respect
and acts upon them, with a score of el [
the approach to ASB, with a score of
and complaints handling, the lowest
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This report further breaks down each
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tenants' open commenls o identify the rool of Responsible Ngighbgurhuud Managgmgnt
any dissalisfaction and polential areas for

improvement. CTT—.
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Overall Satisfaction

Tenants were asked, “Taking everything
into account, how satisfied or dissatisfied
are you with the service provided by

48%
Cheltenhiam Borough Councli?” This s the
key metric in any tenanl perceplion survey, 3%
Mare than eight out of ten tenants ars
satisfied with the overall service provided
by CBC (82%), with more tenants very
salisfied (48%) than fairly satisfied (33%). B

7% %
Just 14% are dissalisfied (14%), with equal e N N | |
numbers fairly dissatisfied and very Very satisfied  Faiy satisfied Meither  Fairly dissatisfied Very dissatisfied = Salisfied - Neither = Dissatisfiad
dissatisfied (both 7%). The remaining 5% of

tenants are nelther satisfied nor ’/— -\

dissalisfled 50%

Satisfaction has remained broadly around
the 80% mark since these surveys began
With this quarter sesing a nse of 3p.p, the
gurrent score is now just 1p_p below the
highes! quarterly score seen for this metric
in G4 2023724,

T0%
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Overall Satisfaction

Please describe your specific experiences that have shaped your view of Cheltenham Borough Council's service.

o Top 10 Subcategories e

Timedness | Responsiveness

Responsive Repairs
Property Services _ 58.2% R Cruaity of Work | Sarvice
Housing Senices 30.5% - 27.3% P
ng = Contact Subcategary, no atbribuste (yet)

Propesty Condition - 16.8% Camp I 59% Resaluticn
Uncategorised Communication ! Transparency
Comments I 5.0% Staff Conduct

Uncategonsed Comments I 5.0% Cormmunal I 4.5% Appointmants / Convenlence
Maintenance ? Worker Conduct

Neighbourhoods | 3.6% Grounds | a1% Effort
Maintenance : No Commans

Kitchens | 4.1% Listening / Acting
Cangistency

Pianned
Empathy
Building Safety | 1.6% Mainlenance | 3.6% hon

Eatiia Sesvicos | 5% Windewidoors | 3.2% Trust -

Support Services | 0/0% Complaints | 2.7%

% .

When asked to descnbe expenences thal shaped their view of CBC's service, many respondents express satisfaction with the prompiness and
efficiency of repairs; highlighting quick responses and courteous staif, Positive comments include effective handling of urgent issues, such as leaks
and mould, with seme terants reporting repairs completed within days. However, concems arise regarding communication and follow-up, with
several respondents noting detays in repairs-and a lack of updates on ongoing issUes.

Complaints about poor guality of workmanship and unresolved long-term problems, such as damp-and Inadequate adaptations, are prevalent.
Some tenants feel discriminated agains! or neglected, paricularly regarding urgent repairs and adaptations for disabilities. Additionally, issues with
anti-social behaviour and inadequate communal maintenance were mentioned. VWhile many appreciate the service, there is an opportunity for
improved communication, consistency in repair guality, and responsiveness to tenant concemns o enhance overall sabsiaction

Tenancy Mangement I 5.5%

Community & Engagemant I 2.7%
Equaity, Diversdy & inclusion | 2.3%

OPositive @Neutral ONegalive For further information about Aculty's Resident Seatiment Index, please see append(x 5




Mare than eight oul of ten tenants are
salisfied that their home iz well maintained
(82%). Just a tenth are dissatisfied (10%),
with the remaining 8% of lenants neither
satisfied nor dissatisfied. This measure has
remained fairly stable over the last couple
of years, only devialing by 6p.p between &
high of 83% and a low of 77%. Satisfaction
has marginally increased in the last two
surveys, with a rise of 1p.p In Q2 2025/285.
Slightly more tenants are salisfied that their
home is safe (83%:). Although slightly maore
are dissatisfied (11%), there are just 6% of
tenants who are neither satisfied nor
dissatisfied. Satisfaction reached a low of
T n 04 2024/25 bul then increased by
11p.p In the following quarter and has
maintained this score in Q2 2025/286.

Just over haif of tenants siated they live in
a property with a communal area that CBC
Is responsible for maintaining (55%). More
than three-guarlers of lenants are satisfied
that communal areas are kepl clean and
well-maintained (77%)]

lenants are dissatisfied (17%), while just
6% are neither satisfied nor dissatisfied.
Salisfaction consistently scored in the mid-
80 % range for most of 25, before
rising by 11p.p in Q1 202 There has
been a rise of 1p.p In 02 2025/26

Well Maintained Home (n=228)

Safe Home (n=216)

Coloired = Satified Melter @ Disaatisfied

Communal Areas (n=125)

N

83% 83%

'_,9-..._____'11 %
- 78% ==
82% \.-"/ B1%

65% 65%

o

Nl Maintained Home
Safe Home

=@ Communal Areas

O 202324 Q1 2024/256 Q2 2024/25 Q3 2024/25 Q4 2024/25 Q1 2025/26 Q2 2025/26




The Home

I you do not feel that your home (and [ or communal areas) ane safe

i\ Sentiment
Attribute Count e Score

Quakty of Waork | Service Ir 1% -3.30
Timelness | Responsivenass 228% -3.B6
Resodution 14.5% -1.33
Subcategory, no attribute (yat) 11.3% -2.20
Communication [ Transpanency B.1% -5,00
Listening ! Acting 4 B -4.33
Safaty 4.5% -4.33
Mo Camments z 3% 0.00
Accountability 16% -5.00
Effort 1.6% -5.00
Satisfacton 1.8% -3.00
Trust 16% -5.00
Worker Conduct 1.6% -3.00
Acoes sdbelity -
Appodntments | Convenlance -
Constaiency -
Empathy -
Falmess -
Rubhish, Bins & Recycling | a2% " el Copeui
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Top Subcategories

|
IR B e et Al

Communsl Maintenance - 35.5%
Grounds Meintenance - 30.6%
Responsive Repains - .0%
General Condition I aTH
Damp l a.7%
Planned Maintenance | 6.5%
Compiaints. | 46%

Fire safaty | 4.8%

Anti Social Behaviour | 4.8%
Vulnerabifities l 48%

Aids & Adsptations | 3%
* Positive  « Neutral = Negalive

™ J

Customer Servica &..I 3%

--------I‘,

Mew Lettings | 2%

1
1
1
1
1
1
1
1
I Kitchans | 4.8%
1
1
1
1
1
1
\

e -

\

Tenants who are nol satisfied that their home or communal areas are safe and well-maintained were asked to explain their reasons and offer suggestions for improvement. Many
respondents highlighted issues with inadequate cleaning, with complaints about rubbish accumulation, dog waste, and general neglect in communal spaces. Several tenants reported
ongoing problems with damp, mouid, and plumbing, often citing delays in repairs and a lack of communication from management.

afety concemns were raised, particularly regarding unsecured entrances, issues with neighbours, and inadequate responses to reported thefts. Tenants expressed frusiration over the
ed lack of proper. consultation and responsiveness from the management, particularly regarding essential repairs and upgrades.

Additionally, there were calls for better maintenance of gardens and communal areas, with many noting rown shrubs and unkempt spaces. Some respondents also pointed out the
need for improved security measures, such as cameras, (0 address issues of vandalism and anti-social be our. The feedback indicates a need for enhanced communication, timely
maintenance, and a more proactive approach to community safety and cleanliness.




Around two-thirds of tenants (63%) said
they had & repair completed in their home
in the last 12 months, and of these, 87%
are satisfied with the repalrs service over
this period. Just 6% of lenants are
dissatisfied, with the same percentage
neither satisfied nor dissatisfied.
Salisfaction reached a low of 76% in (4
2024/25, before showing Increases in the
fasl two quarters: Most recantly, thera was
A rsa2 ol 6p.p in 02 2025/26.

Satistaction with the time taken to

repairs is commanly lower than the overall
sefvice. Whilst that has nol always been
the case for CBC, for this quaner. the
satsfaction with the tme taken to complats
repairs is Sp.p lower than the satisfaction
with the repairs service over lhe last 12
months,

Justa tenth al tenants are dissatisfied with
the time taken to complete repairs (10%),
while just 8% are nelther salisfiad nar
dissatisfied. Satisfaction in this measire
has remained largely consistent, retaining
the same valus from the Q1 202526
survey,

Keeping Properties in Good Repair

Repairs Last 12 Months (n=141)

Coloured = Spiisfied ®  Neither ®  Dissaiisfied

Time Taken Repairs (n=142)

.

4 2023724

Q1 2024125 Q2 202425 Q3 2024/25 Q4 2024/25 1 2025026 Q2 202526

o

—8— Rapairs last 12 months

—8—Time Taken Repairs




Repairs & Maintenance

Tell us more about your exparience with-the repairs sefvice over-the fast 12-months. Base Size: 138
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Timeliness [ Responsivensss
Creality of Work ! Sarvice
Resolution

Subcategory, no attriute (yet)
Satisfaction

Eftort

Appointments | Canvenience
Worker Conduct
Cammunication | Transparency
LLigbening / Acting

Satety

Mo Comments

Consistency

Trust

Accessibility

AccountatbEty

Empathy

Fairness

% Steff Conduct

-—_________________________________#
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l\ = Positive = Meutral = Negative

Whenasked o descnbe expenances with the repairs service over the last 12 months, respondents expressad safisfaction with the promptness-and efficiency of repairs. noting quick
responses to urgent issues such as jeaks and brokan fixtures. Positive commants often meniioned courteous staff and thomugh work, with some respondants repoding repairs
compieted within hours or days.

However, there ars nolable concerns reganiing delays and incomplate jobs. Sevieral respondents reporied long wai fimes: for repars: wilh some issues eking months or even yesrs o
resolve, Complaints about poor communication, such as not receiving updates on pending repairs, were commeon. Addiionally, some respondents experienced dissatisfaction with the
guality of work, citing instances where repairs were not compieted correctly, necessitating follow-up visits

Issues retated to mould. damp, and inadequate follow-up on repairs were frequently mentioned, indicating a need for better management ol ongalng maintenancs concems. While there
are commendable aspects of the servioe, the feetdback underscores the potential for mproved communicatian: Tmely responses, and consistent quality in repair work to enhance
customer safisfaction. 11




Contribution to the Neighbourhood

Seven oul of ten tznanls are salisfied with
CBC's cantribution o the neighbourhood
(T0%), with mare very salisfied (41%) than
fairly satisfied (30%). Only 14% of lenants
are dissalisfied, while the remaining 16%
are nefther satisfied nor dissalisfied.

Satistaction for this measure consistenlly

scored around 75% or higher until 04 .

2024/25, where there was a fall of 10p.p -

Satistaction has fluctuated from there, and _ _

has seen a fall of 8p.p from Q1 2025/26. Very satisfied  Fairly satisfied Faily  Very dissatisfied
dizzatisfied = Satizfied = Neither = Dissatisfied

Dissalisfaction has remained relatively
consistent and decreasad marginally from
the previous guarter (down 1p.p). rr/_

=g Salisfied ——g—Dissatisfied \
The larger percenlage of tenants who gave
neutral responses suggests that these 80% 79% 785
lenants may not be aware of the B0%

contributions that CBC has provided to the
neighbourhood, and additional publications &0%,
on this topic could help boost satisfaction in %
the future.

Yo Y
.-———0-—""_'_"‘*—-‘ —e- " =9 b

Q32023/24 Q4202324 O12024/25 Q22024/25 ©Q3I2024/25 O42024/25 ©Q12025/26 Q2 2025/26
(n=130) (n=153) (n=15T) (n=154) (n=114) (n=146) {n=140) {n=138)
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Neighbourhood Contribution

Share your views on your landiord's contribution to your neighbotirhood. Base Skxe 128

i Sentiment

-

{_ Top Subcategories
Mesghbourhood.. S 465

| Gualty of Work | Service
i Grounds Maimenance Bl
1

Mo Comments

Satisfaction

Subcategaory, no attribute {yat)
Timeliness ! Responsiveness
Staff Conduct
Communication | Transpanency
Listening ¢ Acting

Effort

Resciution

Acoountability

Empathy

Safety

Acoessibity

Appointments | Convenience
Constatency

Falrmess

Trust

Workier Conducl

~“---------‘u'f .

Responsive Repairs e
1 Community Spint/ Pnde__§] 5.6%

i Customer Service &._J 4.8%
IRubhih,Bms & Recycling I 4B

Anh Sociel Behaviour | s
Communal Maintenance | zin
PestVemin Issuas | 24m
Parking & garages | g4m,

Fire safety | 1E%

Crime | 1 ge,

Parks, Play Areas &.] 16%
Rent & Arraars | 1E%
Planned Maintanance | o goy

* Positive = Neutral = Negative
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When asked to share views on CBC's contribution lo the neighbourhood, respondents appreciate the cleanliness and maintenance of communal areas, with commenis highlighting
regular grass cutting and tidy properties. Some tenants express satisfaction with the gardening leam’s invoivement and the overall upkeep of green spaces. However, fhere are
concems about the perceived decling in sarvice quality, particularly regarding the frequency of gardening and maintenance tasks. Several respondents noted issues with fly-tipping,
overgrown areas, and a fack of timely responses {0 maintenance requesis.

Communication from CBC Is another area of concem, with some tenants feeling Uninformed about updates-or changes in services. A few respondents mentioned posifive intéractions
with stafi, while others reported a lack of visibility from local housing officers: Addiicnally, there are complaints aboul anti-social behaviour and insdequate acion iaken against ik




Approach to ASB

8%
=

Very satisfied  Fairly satisfied Meither Fairky Very dissatisfied
dissatisfied Satisfied - Meither = Dissatisfied

Salisfipd —e— Dissatisfied
B65%

209 a7 32% 32% 2

Q4 2023124 01 2024025 02 2024/25 Q3 2024425 04 2024725 Q1 2025126 Q2 2025028
(m=140) (=152} (=129} (n=115) (=131 n=111) {r=118)




« Positihve

MNeutral

6%

0.37

= Magative

Attribute

Timedness | Responsivansgss
Listening / Acting

Resoiution

Subcatagory, no attribute {yet)
Cueality of Work ! Service
Satisfacton

Ko Commems
Communication | Transparancy
Effor

Safety

Trust

Faimess

Accassibility

Accountability

Appaintments | Convenlenca
Consistancy

Empathy

Stafl Condioct
Worker Conduct

Sentiment
Score
-1.05
=117
-1.58
+0.47
.13
+2.23
L7
250
87
500




Slightly less than three-guarters of tenants RES pe{:tfu [ & H e I pfu [ Engﬂge me nt

are satisfied that CBC listens to views and

acls upon them (65% ). A guarter of tenants

are dissalisfied (25%), while just 11%

provided neutral responses. This measura e, % L B% ]
has fluctuated in satisfaction, with a general S B
downward trend since Q4 2023/24.

Eight out of len tenants are satisfied that
CBC keeps them informed aboul things
that matter (80%). Only 13% of lenants are
dissatisfied, while 8% are neither salisfied
nor dissatisfied. This measure has
remained relatively stable, scoring around
the low B0% range for the lasl two years,
although this quarter has seen a fall of
5p,p_ Coloured = Satisfied Meither ®  Dissatished

The highest score in this section is for
treating tenants fairly and with respect, at (’;U‘% BE% i ﬂ\

B4%. Less than a lenth of lenants are
dissatisfied (8%), while the same 85% . i % —| fmlarE & ACE
percentage of tenants provided neutral ' '
responses. This metric saw a peak of 88% 80% B

in Q3 2024725, before falling back o 84% —a—Kept Informed
in the following quarter. Although this score
Is still high and has remained consistent in
Q1 2025/26 and G2 2025/26, having
fluctuated by just 1p.p.

Listens & Acts (n=150) Kept Informed {n=191) Fairly & with Respect (n=205) Easy to Deal With (n=220)

Fairly & with Respect

Eight out of ten tenants are satisfied that &6% B6% ; : ®—Easy lo Deal With
CBC is easy lo deal with (80%). Just over a 65%

= : di = = ( E."l | e 8%

i=nth are dissatisfied (11%), while 8 a3 o o P o od o oo

HiHieT Satlsted o (e =tishes: 2023124 2023024 202425 2024/25 2024/25 2004125 202526 2025026




Easy to Deal with

As you were not satisfied with Cheltenham Borough Council being easy to deal with could you tell me why and what could be improved? Base Sire: 38

o N N I S S S S S S S S S S S S O O S S S O S S .y

Sentiment

Y
7

Attribute

Communication ¢ Transparency
Listeming / Acting

Efforl

Resofution

Staff Conduct

Timedness | Responaivensss
Subcategory, no sttribuie (yet)
Empathy

Creadty of Work ! Service

Mo Comments

Accassibility

Accountabédny

Appointments [ Convenlence
Constetency

Fairness

Satety

Satisfacton

Trust -

\ Wiorker Conduct
h-----------------------------------’

== B3 k¥ R B A& Ao DB o

8 & _§ _§ _§ _§ _§ & __§ _§ _§ _§ __§ _§ _§ 1 ™

\ « Positive = Meutral = Negalive _/

Tenants who are not satisfied that CBC is easy to deal with were asked to explain why and offer suggestions for improvement . Many respondents expressed frustration over the
difficulty in contacting staff, with reports of unreturned calls and a lack of follow-up on issues raised. A recurring theme is the perception that communication is poor, with tenants feeling
ignored or that their concems are not taken seriously. Several respondents noted that when they do manage to speak with someone, the quality of mteraction varies greatly, with some
staff being helpful while others are perceived as condescending or dismissive:

There are specific complaints about delays in repairs. with some tenants wailing months for issues to be addressed, particularly concerning safety-related repairs. The absence of face-
to-face coniact oplions has also been mentioned, with many feeling that oniine forms are inadequate for expressing their needs. The feedback indicates the potential for mproved
communication sirategies, more proactive engagement with tenants, and a more efficient handling of repair requesis to enhance tenant satisfaction and trust in the service.




Fairly & With Respect

Please can you tell us why you don't agree that Cheltenham Borough Council Ireats you fairly and with respect?
#-----------------------------------

L4 Sentiment

Attribute

Staff Conduct

Timedress | Responsivensss

7/

Communication { Transparency
Listening / Acting
Subcategory, no attribuie (yel)
Etfort

Resolution

ho Comments

Empathy

Accountabdbty

Falrness

Safety

Satisfaction

Trust

Accessibility

Appointmeants | Convenience
Conslstency

Creality of Work ! Service

% Worker Conduct -

I . . . . . . S . . . . .

« Positive = Neutral = Negative _/

Tenants who don't agree that CBC treats them fairly and with respect were also asked to provide their reasons . A recurring theme is the perception of neglect, with many respondents
feeling forgoiten or overlooked, particularly in comparison to other areas like 5t Paul's and Hesters Way. Tenanis express frustration over poor communication, stating that they often

for updates and that their concems are not adequately addressed. Many report experiencing rudeness from staff, particularly during phone interactions, which leads to
feelings of disrespect and a lack of support.

Izsues with repairs and maintenance are prominent, with several respondenis highlighting long wait imes for essential services, such as heating, and safety concems in their homes.
The handling of complaints, especially regarding antisocial behaviour, is also a concem, with some tenants feeling discriminated against and unsupported. These responses indicate an
opportunity for improved customer service training, better communication, and a more responsive approach to tenant needs and complaints to enhance overall satisfaction and frust in
the sarvice.




Listens & Acts -

If you are not satisfied with the way Cheftenham Borough Council listens to your views and acts upon them, how could Cheltenham Borough Councll improve? = I L
§ \ { } : Base Size: 49

#-----------------------------------I
Sentiment

~
7

Attribute

Listening ! Acting

Timedness | Resporsivensss
Communication | Transparency
Subcategory, no attnibate {yet)

Steff Conduwct

Resolution

Effon

Faimess

Cruality of Work | Service
No Comments
Accountabikty
Appointments | Gonvenlence
Emipathy

Accassibility
Consistency

Safety

Satisfaction

Trust

% Worker Conduct

-‘----------------------------------’
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\ « Positive = Neutral = Negalive _/

Tenants were also asked to offer suggestions for improvement if they are not satisfied with the was q [
unheard, with many respondents expressing siration over a lack of acton on reported issues, such a3 maintenance and anti-social behaviour. Tenants frequently mentioned delays in
addressing complaints, with e wailing ks for resolutions, which exacerbates their concerns, particularly in sensitive situalions involving children or safety.

Several respondents emphasised the importance of personal interaction, suggesting that face-to-face discussions would be more effective than phone calls or written comespondence.
There is a strong desire for mproved communication; with calls for better information dissemination about meefings and decisions. Many feel that their concerns are dismissed or
inadequately addressed, leading to feelings of discimination and neglect.

Additionally, issues such as poor call handling, lack of follow-up, and inadeguate support for vulnerable tenants were noted. |f CBC were able to enhance its listening skills, improve
responsiveness, and foster a more supportive environment for tenants, this could go a long way to improving satisfaction,




Just over a fifth of tenants {21%) say they
made a complaint to CBC In the last 12
months, aithough it is nol clear whether
these are official stage 1 complaints, or
perhaps service reguests not yet
completed.

Of these tenants, 41% said that they are
satisfied with the way thal their complaint
was handled, an increase of 2p.p from Q1
2025/26.

Dissatisfaction is higher than satisfaction at
48%, and a further 11% gave a neutral
rEsponse

Complaints handling Is often the lowest-
scoring measure in TSM surveys. Although
salisfaction has marginally Increased over
the last two quarters; there is slill clearly
much dissatisfaclion among fenants in this
area. Adding an additional insight guestion
to get to the root of dissatisfaction can help,
as well as ensuring communication
throughout the process is proaclive and
regular.

Effective Handling of Complaints

Complaint in last 12 months

Satisfaction with Complaints Handling

Lz

24% 24%
22%
20%
I I .

WVery dissatisfied

Very safisfied  Fairly satisfied

Maithar Fairly

dissatisfied

.

38%

Q3 202324
(n=50)

04 2023/24
=51}

e Salisfied  eeDissatisfied

Q1 2024/25
in=58)

Q2 2024425
in=54)

3%

03 2024425
(n=44)

Q4 202425
(n=5%)

o1 2025126
(=44}

02 2025/26
(n=48)

=

/




Tenants were asked about thelr well-being,
including how they feel aboul the current
cost of living crisis.

Just under three-quarters of tenants (72%)
are al leasl slighlly concerned aboul the
costof living crisis, with a marginally higher
proportion (37%) being very concemed
than slightly concerned (35%). Just 18% of
tenants are not at all concerned, and 10%
preferred nol to say. These resulls have
improved from the previous survey, a
potentially positive sign, although It is
advised to continue to monitar how the cost
of llving ceisls s affecting tenants,

Itis aften the case with similar surveys from
social landlords thal tenants who are most
concerned with the cost of living have lower
satisfaction rates than those slightly or not
at all concemned. This does appear to be
the case for CBC in this survey, as lenanls
who are not al all concerned are the most
satisfied in 12 of the 13 measures, whils
tenants who are very concerned are the
least satisfled In all measures.

Cost of Living

Mot at all concemed

Cost of Living Concern

5% it

Slightly concermed Very concernad

Prefer not to say

Owerall Satisfaction
‘Waell Maintained Homa
Safe Home

Repairs Last 12 Months
Time Taken Repairs
Communal Areas
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A quarter of tenants stated that they had
experienced damp and mould in the last 12
months, which s 9p.p lower than the
pravious quarter. Whilst this 1s a positive
change, 24% of tenants also stated that
they experlenced damp and mould in Q2
2024/25, before rising back to 34% in the
lollowing quarter. Uscally, tenants suffering
from damp and mould is lowest in 82 as
these cover the summer months, as the
warmer weather Is less likely to cause
damp and mould problems. Therefare, it
would be advised to monitor this question
in the following survey closely.

Of the tenants who reported experlencing
damp and mould, 82% have reporled this
lo CBC, while 18% haven'L It Is essential
that CBC addresses all issues relalsd o
damip and mould, particularly in light of the
intreduction of Awaab's Law later this year.

The contact details of all tenants who
reparted having damp and mould issues

are avallable through the online dashboard.

Damp and Mould

Experienced Damp/Mould Last 12 Months Reported Damp/Mould

m'Yes mho
75%

Mo

Experienced Damp & Mould Over Time

TE%

24% 25%

™ Q2 Q3 Q4 a a2 a3 Q4 Q1 Q2
2023024 202324 202324 2023724 202425 2024725 202425 2024025 2025726 202528




Acuity Calls CBC

34 call actions have been recorded to the most dissatisfied customers that have been identified by Acuity.

Failed to contact 13 after 3 attempts
Completed 13 calls

Unable to contact 5

Left a message and asked to call back 3

Of the 13 completed calls the most dissatisfied areas were Repairs (7), ASB (1), Planned (1), Customer Service (1), 3
of those called raised additional concerns which were all processed appropriately.

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 Q2 surveys, Acuity staff raised 19 alerts, of these:

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




Next Steps

Review information collated from complaints feedback group

DMC department are reviewing policy to identify any refinements or improvements

To carry out communal works in schemes and blocks including painting and planting works




Trends Over Time

—— Overall Satisfaction
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12 Month Rolling Averages .4:'.

Another way lo consider the results is to
Gaioulate the 12-monlh rolling averages,
These average the last four results and
are affected as much by those dropping
oulas the new ones added in, reduging
the fluctuations belween each quarter. 1l
is, iherefore, easier lo observe general —a— Overall Satisfaction

trends. —a— Well Maintained Home

The changas in salisfachion on these —&— Safe Home

averages are small, with only a few —
showlng & noticeable direction of travel, —8— ComimL eas

The mainlefancs of communal sfeas is — —a— Rapalrs last 12 months

the only measure o show a notable —&— Time Taken Repairs
increase. However, a few measures have

shown small decreases, including the ==heighenumand Contriuion
conlribtition to the nelighbourhood. and —a— Approach to ASE
camplaints handiing. —a— | stans & Acts

This-does help to show the general —a— Fairly & with Respect
undeslying level of satisfaction foreach g Kt Infonmiad

measurs.
—a—Easy o Deal With
—a— Complaints Hardling
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Trends Over Time - Sentiment Scores

m—pee Genitiment Score - Owersll Satisfacton
—— Sentiment Score - Home, Gommunal, Safe, Wel Maintained a2

e Semiliment Score - Repais

e Sentiment Score - Contribution To Mesghibousrood

= Jentiment Score - ASE

-Bentiment Scora - Easy to Deal With

=te Beniimnent Scond - Faidy & With Respect

—— Gendiment Score - Listans & Acts

e (rpanisational Leved RS

01 H2526 02 202526
A sharp increase in scores and base size in April 2025426 is dus to a change in the survey approach — instead of enly asking folfow-up questions to dissatisfied residents. we began asking all residents

Sentiment has remained very similar in Q2 2025/26 in comparisan to Q1 2025/26, with most measures showing litle change over the quarter, Cantribution 1o the
neighbourhood, listens and acts, and home and communal areas have all showed slight decreases, while fairly and with respeat and overall salisfaction have increased.
Owerall satisfaction is how the measure-with the highest sentiment score-al +1.23. This is vary encouraging, 2s il suggests that lenants have an overall positive senliment
lowards CBC, aven il there are minor fallures in some areas:

The arganisation ieve| RS does not include all the measures shown abave, as some guestions are only asked to dissatisfied tenants. Therefore, the overall RS1 now stands at
0.69, which Indicates thal the majarity of tenanis have a posillve feeling lowards CBC




i

Overall RSI Score

The Organisational-Level RSl offers a single,
headline metric that captures the overall emotional
tone of resident feedback across all key service
areas. It is based exclusively on responses to the 7
core RSl open-ended questions. It reflects how
positively or negatively residents feel aboul the
organisation’s performance across these key areas.
Please naole, if your organisation does not ask all 7
core RSl questions, you are unable to benchmark
your Organisational RS Score. Each individual RS|
question has been analysed in its relevant seclion
throughout the report.

* Positive = Mautral = Negative




Sentiment Scores

Sentiment Score -
Crverall Satisfaction

Sentiment Score -
Repairs

Crrganisational Level RS

Santiment Score -
Cionéribution To
Meighboastwood

Sentment Score - ASH

Sentment Score - Fairly
& With Respect

Sentiment Score -
Listens & Acta

Sentment Score - Easy
io Deal With

Sentiment Score - Home,
Commanal, Safe, Wl
Maimtained

Summary

Overall Satisfaction

Survey responses reveal a combination of satisfaction and frustration among tenants regarding repair services. While many appreciate
prompt responses and effective resclutions, others report delays, poor communication, and unresolved issues, particularly concerning
ongoing repairs and maintenance quality.

Tha Homea

Tenants report dissatisfaction with maintenance and cleaning services_ particularly in communal areas. Issues include inadequate
repairs, parsistent damp and mould, poor communication, and safety concems. Many tenants feel neglected, with unresolved complaints
and a lack of timely action from management.

Neighbourhood Contribution

Tenants show a varied opinien regarding the contribution to the nelghbourhood. While many appreciate the maintenance of communal
areas and prompt service, concerns aboul fly-tipping, lack of communication, and insufficient acton on anti-social behaviour persist.

ASB

While some respondents appreciate prompt actions and support regarding anti-social behaviour cases, many express dissatisfaction
with skow responses, ineffective measures, and a lack of communication. Drug-related issues and meighbour disputes are recurming
CONCems:

Repairs
When asked for comment on the repair services, many appreciate promptness and courtecus staff. However, Issues persist with delays,
incomplete jobs, and poor communication. Some respondents reported long walt times and dissatisfaction with the quality of repairs.

Listen & Acts

Many tenants have concerns regarding communication and responsiveness from the housing service. Respondents feel unheard,
experience delays in acticn, and express frustration over unresolved issues, particularly related to safety, maintenance, and support for
vulnerable tenants.

Fairly & With Respect

Tenants also have concems regarding communication, support, and responsiveness from CBC. Temnants report fealing ignored,
disrespected, and unsafe in their homes, with many highlighting delays in repairs and Inadeguate handling of complaints, impacting
their mental health and overall well-being.

Easy to Deal With

Tenants who are not satisfied that CBC are easy to deal with highlight dissatisfaction with communication and responsiveness. Tenants
report difficulties in contacting staff, lack of follow-up on repairs, and feeling ignored or dismissed. Many express frustration over long
wait times for repairs and inadeguate support for issues ralsed.




Satisfaction with Measures
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Summary & Recommendations
Summary

This report is based on 221 complete tenant responses, plus 12 incomplete surveys, which are required to be ncluded by the
Regulator. The results for Q2 2025/26 continue to show strong |eveis of satisfacfion across the sunvey measures. Overall
satisfaction has increased by 3p.p and is now above 80%, close to the highest guarterly result seen for this measure. The
score of 82% sits just above the midpoint of all survey metrics, which is a good position, as this indicates that tenanis have
good leveis of residual satisfaction with the services provided by CBC, which are not easily reduced by the performances of
individual areas.

Both repair metrics have high scores, with the time taken to complete repairs at 82% and the number of repairs in the last 12
months at 87%, the highest scoring measure in this quarner’s survey. These are excellent results, as satisfaction with repairs
is often a key driver of overall satisfaction with the service. Treating tenants fairly and with respect, and the safety of the
home have also scored well this month, at B4% and 83% respectively.

The lowest sconing measures in the survey are listens and acts (65%), the approach to ASE (63%), and complaints handiing
{41%). The contribution to the neighborhood is also low and has shown the largest decrease in this guarter's survey, with a
fall of 8p.p. Listens and acis has also fallen, by 5p.p. These are commaonly lower-scoring measures in TSM surveys. however,
the responses to the open questions reveal areas that could be improved and help drive satisfaction in these areas going
forward.

Sentiment analysis has been used against the sentiment questions, covering the main areas of service. This givas a score
based on the comments made and also highlights where tenants are happy with the service or where they think
improvements could be made. The overall sentiment score is positive at +0.69, with a mixture of positive and negative for the
other areas of service. The main areas of concern appear to be linked to the poor maintenance of some communal areas and
inadequate responses to reported issues. Analysing the sentiment scores and reading the comments wili help CBC get a
better understanding of what is driving satisfaction and what iz not working guite as well.

Recommendations

Complaints Handling - This is the lowest-scoring measure in the survey, and the only result with a higher score for
dissatisfaction than satisfaction. Tenants often experience frustration when they are not kept up to date with the status of their
complaints and feel the need to follow up themselves. Howewver, it is difficult to tell the key issues at CBC without an open
response question, something that the Council may wish to consider for future surveys if they would like to try to make
improvements in this area.

Listens and Acts = It is a commaon theme throughout the open comments that reported issues like ASB, repairs, and
complaints are not responded to quickly, and actions are lacking. This leaves tenants with feelings of neglect, frustration, and
inevitably affects their satisfaction. CBC may wish to look into their communication process. ensuring that issues are logged
and tenants are always followed up with, until issues are resolved.




