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1 Executive Summary 

1.1 Introduction and methodology 

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

commissioned BMG Research Ltd (BMG) to carry out a postal survey amongst its 

customers. The overall objective of the survey was to gain levels of customer 

satisfaction with the Council in key service areas.  

In total, 2,500 questionnaires and letters were mailed out with two reminder mailing 

going out to those tenants who did not or could not respond to prior mailings. 

In total 1,155 questionnaires were returned, this is subject to a maximum standard 

error of ±2.8% 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 

2.8% of the percentages reported. 

1.2 Housing and services 

About seven in ten tenants (69%) are satisfied with the overall service provided by 

the Council, with nearly a quarter (23%) being very satisfied.  This represents a slight 

decrease on the results returned in the 2006 where 71% were satisfied.  

Two thirds (67%) are satisfied with the general condition of their property, including a 

fifth (20%) who are very satisfied. This is in line with results returned in 2006, where 

66% were happy. 

Three quarters (75%) are satisfied with the overall quality of their home, including a 

quarter (25%) who are very satisfied.  This is the same overall proportion obtained in 

2006.  

Nearly three quarter (72%) of tenants indicate they are satisfied with value for money 

for their rent, with three in ten (30%) stating they are very satisfied. This is again in 

line with the results returned in 2006 where 71% indicated that their rent represented 

good value for money. 

In terms of services which are most important to tenants, the overwhelming majority 

indicated that repairs and maintenance (80%) was most important to them followed 

by the overall quality of their home (48%) and dealing with anti-social behaviour 

(43%).  

1.3 The neighbourhood/local area 

Less than two thirds of tenants (64%) are satisfied with their neighbourhood as a 

place to live, a proportion that is 4 percentage points higher than that returned in the 

2006 survey.  

In terms of neighbourhood issues, car parking was perceived to be the most common 

problem in the area (43%) followed by litter or rubbish (37%), disruptive 

children/teenagers (34%) and vandalism and graffiti (34%). 



Customer Satisfaction Survey 

 
6 

1.4 Satisfaction with advice and support provision 

More than six in ten tenants are satisfied with advice on rent payments (74%) and 

how enquiries are dealt with generally (63%) however less than a third are satisfied 

with advice on moving home (29%), support provided to new tenants (30%) and 

support provided to vulnerable tenants (32%). 

1.5 Contact with the Council  

Eight in ten tenants (80%) indicated they have contacted the Council in the last 12 

months ï up from 67% in 2006. It should be noted that in 2006 the question excluded 

people who called only to pay their rent.  

The majority (79%; 72% in 2006) made contact via the telephone. Tenants called 

principally about repairs (67%).   

More than six in ten tenants (63%; 64% in 2006) found getting hold of the right 

person easy, whereas more than a fifth (22%; 24% in 2006) found it difficult. 

The majority (75%; 80% in 2006) indicated that the member of staff had been helpful, 

whereas one in ten (11%; 10% in 2006) had found them unhelpful. 

In terms of the competence of staff, the majority (72%; 71% in 2006) indicated that 

staff had been able to deal with their problem, a significant minority (20%; same as in 

2006) found them unable to do so. 

Over six in ten (63%) reported they were satisfied with the final outcome of their last 

contact with the Council.  This represents a 4 percentage points increase on the 

results returned in 2006.  

1.6 Repairs and maintenance 

Seven in ten tenants (70%) indicated that they are satisfied with the way the Council 

deals with repairs and maintenance, including a quarter (26%) who are very satisfied. 

This is the same proportion returned in the 2006 survey. 

Over six in ten (63%) indicated they had repairs completed over the last 12 months. 

The majority of these tenants are satisfied with all aspects of the repairs and 

maintenance service - over eight in ten are satisfied with the behaviour of workers 

(88%); the speed with which work was completed (84%); dirt and mess being kept to 

a minimum (82%); and the overall quality of repair work (80%). 

1.7 Communication and participation 

Over seven in ten tenants (73%) think that the Council is good at keeping them 

informed about things which affect them as a tenant.  

Half of tenants (50%) are satisfied that the Council takes their views into account 

contrasting with 16% who are dissatisfied. 

The majority of tenants (85%) would prefer to get information from the Council in 

writing. This is true across all subgroups. Also mentioned but at significantly lower 

levels are by telephone (30%) and/or magazines/newsletter (30%).  
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1.8 Communication and information re antisocial behaviour   

One in seven (14%) tenants have reported antisocial behaviour to the Council in the 

past 12 months. 

Less than half of these tenants (44%) found getting hold of the right person easy, 

whereas a similar proportion (42%) found it difficult. 

Just over half of these tenants (52%) indicated that the member of staff had been 

helpful, whereas three in ten (30%) had found them unhelpful. More tenants feel that 

staff were unable to deal with their query (47%) than able to do so (37%). 

In terms of aspects of how their report was handled, on balance, i.e. the sum 

satisfied minus the sum dissatisfied, tenants were satisfied with the advise provided 

by staff (+23%), how the report was dealt with (+3%), and tenants being kept 

informed (+2%). Conversely they are dissatisfied with the support provided by staff (-

6%) but of more concern the final outcome of the contact (-13%). 

1.9 Future plans 

A quarter of tenants (24%) indicated that it is likely that they would move from their 

current home in the next 3 years. In contrast, 61% indicated that they are unlikely to 

do so. Encouragingly, those intending to move are most likely to say that they would 

rent from the Council (54%).  
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2 Introduction 

2.1 Background and method 

As part of its ongoing commitment to seek the views of its tenants, London Borough 

of Barking and Dagenham, hereafter known as the Council or LBBD, commissioned 

BMG Research Ltd (BMG) to carry out a postal survey amongst its customers. The 

overall objective of the survey was to gain levels of customer satisfaction with the 

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

research are outlined below: 

¶ 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 tenants; 

¶ To enable the Council 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. 

The data were collected in accordance with the Department for Communities and 

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

2.2 Methodology 

A postal satisfaction survey of customers was carried out between December 2007 

and February 2008. In total, 2,500 questionnaires and letters were mailed out with 

two reminder mailing going out to those customers who did not or could not respond 

to prior mailings.  

A total of 1,155 questionnaires were returned. The sample is therefore subject to a 

maximum standard error of ±2.8%1 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 2.8% of the percentages reported.  

The survey was carried out using a questionnaire designed jointly by LBBD and BMG 

Research.  The questionnaire is based on the Housing Corporation and National 

Housing Federation's Standardised Tenant Satisfaction questionnaire, known as 

STATUS. The use of STATUS allows comparison with the performance of other 

social housing providers.  

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

made representative of the population by weighting it by tenure type and ward.  This 

weighting corrects the relative housing stock imbalances within the returns. 

                                                
1
 The maximum confidence 
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-óThe 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. 
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3  Comparison and context 

3.1 Introduction 

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. 

3.2 Change over time 

As Figure 1 illustrates, after a decline in overall satisfaction with landlords in the 

earlier part of the decade, satisfaction levels are now recovering.  

Figure 1 Satisfaction with the landlord since 2000 

Source: Survey of English Housing 
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Over the past five years satisfaction with opportunities for participation in 

management and decision making has remained largely unchanged. 

Figure 2 Satisfaction with opportunities for participation since 2000/01 

Source: Survey of English Housing 

3.3 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 an associationôs tenant stock could also 
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4 Key performance indicators  

The following table looks at the key performance indicators.  

 Table 1 Performance indicators 

Key performance indicators 

  

Overall satisfaction with the Council 69 

 BMEs 67 

 Non-BMEs 70 

Satisfaction with repair service  70 

 BMEs 68 

 Non-BMEs 70 

Satisfaction that the Council takes 
tenants views into account  

50 

 BMEs 53 

 Non-BMEs 50 
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5 Housing and Services 

This section will focus on satisfaction with the service provided by the council, 

residentsô views on the home, specifically their satisfaction levels with the quality and 

condition of their home; and value for money for rent. This section also includes 

views on advice and support provision, neighbourhood issues and service which are 

most important to residents. 

5.1 Overall satisfaction with the Council 

About seven in ten tenants (69%) are satisfied with the overall service provided by 

the Council, with nearly a quarter (23%) being very satisfied.  This represents a slight 

decrease on the results returned in the 2006 where 71% were satisfied. At this level, 

satisfaction is 1% points above the national average of 68%2 being satisfied.  

In contrast just 16% of tenants are dissatisfied with a further 15% being ambivalent. 

Figure 3 Satisfaction with the Council  

 
 

Unweighted sample base = 1138  

 

  

                                                
2
 Source: Audit Commission website (BVPI surveys). 
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There is no significant variation between BME and Non BME tenants (67% and 70% 

respectively). 

Tenants living in Parsloes (79%) and River (77%) are most satisfied with the service 

provided overall whilst those living in Thames (53%), Village (56%) and Abbey (58%) 

are least so. 

In terms on the CHP grouping, tenants in CHP 3 are most satisfied whilst those in 

CHP 2 are least so. Tenants in Dagenham are significantly more satisfied than those 

in Barking (70% and 64% respectively).  

Older tenants are more satisfied than their younger counterparts (87% of those 65 

years or over, 70% of those 55 ï 64 years compared with 52% of those 16 ï 34 

years and 61% of those 35 - 54 years). 

Tenants living in houses are more satisfied with the service provided by the Council 

than those who living in flats and maisonettes (75% compared with 66% and 47% 

respectively). 

Noteworthy, households with children (57%) and those with a single adult under 60 

years (58%) are less satisfied than those households with one adult over 60 years 

(83%) and households with multiple adults (73%). 

Tenants who have contacted the Council in the last 12 months are less satisfied with 

the services provided overall than those who have not had contacted the Council 

(67% and 78% respectively). This illustrates that whilst perception about the 

Councilôs service remains positive, when residents actually experience the service 

however it fails to meet their expectation. 
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5.2 The condition of the property 

Tenants were asked how satisfied or dissatisfied they are with the general condition 

of their property. Two thirds (67%) are indeed satisfied, including a fifth (20%) who 

are very satisfied. This is in line with results returned in 2006, where 66% were 

happy. 

Conversely, a quarter of tenants (25%) are dissatisfied with a further 8% ambivalent.     

Figure 4 General condition of the property 

Unweighted sample base = 1086 

Further analysis of the results shows that those significantly more likely to be 

satisfied with the general condition of the property were amongst the following 

groups: 

¶ Older respondents aged 65+ years (86%)  and 55  ï 64 years (71%) compared 

with younger respondents (44% of 16 ï324 year olds and 62% of  25 ï 54 year; 

¶ Non-BME (71% compared with 53% of BMEs). It is important to note that this 

variation is amongst BMEs and non-BMEs between the ages of 35 ï 64 years 

old. There is no significant variation amongst BMEs and non-BMEs between the 

age of 16 ï 34 and those aged 65 years or over; 

¶ Tenants in CHP 3 and CHP 5 (80% and 75% respectively) compared with 57% of 

tenants in CHP 2. 
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5.3 The quality of the home 

All tenants were asked to rate how satisfied or dissatisfied they are with the overall 

quality of their home. Three quarters (75%) are indeed satisfied, including a quarter 

(25%) who are very satisfied.  This is the same proportion obtained in 2006. Although 

the overall proportion of residents satisfied with their home is the same as that 

returned from the last survey, there has been a significant decrease in the proportion 

indicating they are very satisfied (39% in 2006 compared with 25% in 2008). 

Conversely, about a fifth of tenants (18%) are dissatisfied with a further 8% who are 

ambivalent. 

Figure 5 Satisfaction with the home 

Sample base = 1108 

Residents more likely to be satisfied with their home: 

¶ Older respondents aged 65+ years (93%)  compared with younger respondents 

(51% of 16 ï 34 year olds, 69% of  35 ï 54 year olds and 74% of those 55 ï 64 

years old); 

¶ Non-BMEs (77% compared with 64% of BMEs); Again the variation is amongst 

BMEs and non-BMEs between the age of 35 ï 64 years old;  

¶ Tenants in CHP 3 and CHP 5 (85% and 80% respectively compared with 67% of 

tenants in CHP 2); and  

¶ Households without children (80%) compared with those with children (61%). 
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5.4 Value for money 

All tenants were asked how satisfied or dissatisfied they are with the value for money 

for their rent. 

Nearly three quarters (72%) of tenants indicate they are satisfied with value for 

money for their rent, with three in ten (30%) stating they are very satisfied. This is in 

line with the results returned in 2006 where 71% indicated that their rent represented 

good value for money. 

One in seven tenants (14%) are dissatisfied with the value for money for their rent, 

the same proportion are ambivalent.   

Figure 6 Value for money for rent 

 
Sample base = 1085 

When considering the results by other sub-analysis, older tenants are more likely 

than their younger counterparts to indicate that they are satisfied with the value for 

money for their rent (87% of those 65 years or over compared with 55% of those 16- 

34 years old, 67% of those 35 ï 54 years old, and 72% of those 55 ï 64 years old). 

In terms of household composition, tenants who live alone and are over the age of 60 

(87%) and those who live in homes with multi-adults but without children (74%) are 

more likely to be satisfied with the value for money for their rent than tenants who live 

alone and are under the age of 60 and those living in households with children (62% 

and 61% respectively). 

Where tenants are dissatisfied with the value for money for their rent only 7% are 

satisfied with their landlord. Conversely where perception is that the rent represents 

good value for money 85% are satisfied with their landlord. 
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5.5 Most important services 

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

the three most important. 

The overwhelming majority of tenants indicated that repairs and maintenance (80%) 

was most important to them followed by the overall quality of their home (48%) and 

dealing with anti-social behaviour (43%).  

Figure 7 Most important services 

Unweighted sample base = 1117 
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