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SUMMARY

The purpose of this report is to provide information on the Survey of Tenants and 
Residents (STAR) 2018 key findings and our proposed actions to address these 
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findings.

The survey was sent to all of our tenanted households and was carried out in April 
2018.

RECOMMENDATION

It is recommended that Cabinet notes and comments on the content of this report and 
the proposed actions.

1. BACKGROUND TO REPORT

1.1 The Survey of tenants and residents (STAR) is voluntary and carried out by 
social landlords across all tenures on a regular basis.

1.2 The survey uses a set of core questions and 22 other optional set questions 
developed by Housemark to gain an understanding of how tenants feel about 
the housing service they receive from their landlord. The survey also asked for 
demographic information and combined this with data we hold on our 
properties.

1.3 A three-week deadline was given to return the survey.  It could also be 
completed on-line if preferred.  The Council received 1,020 responses overall (a 
return of 18%) on those sent out.  A number of responses included comments.

1.4 The majority of responses came from tenants over 60 years of age.  This 
reflects the demographic of our tenants in that the majority are over 60.  
Younger tenants tend not to respond unless they have an issue, while older 
tenants are more likely to respond and be involved.

1.5 The headline findings from the survey are as follows:
 83% of respondents were satisfied with the overall housing service
 80% were satisfied with the quality of their home
 86% were happy with their neighbourhood
 82% see rent as value for money
 12% were dissatisfied with how their Anti-Social Behaviour complaint was 

dealt with

1.6 Appendix A sets out a summary of the key findings.

1.7 While the key findings are encouraging and show good overall satisfaction, 
work is planned to improve the service further and address some dissatisfaction 
comments. 

1.8 The following actions are proposed:

Section One – Our services overall

Repairs and Improvements

 Comprehensive review and merger of the Housing Improvement & Repair 
Teams to deliver a more proactive and efficient service.



 Look at flexible appointments including evenings and weekends. 
 Look at notifying a tenant when an operative is on their way to ensure they 

are in.
 Look at how we inform tenants of work and ongoing communication 

regarding what will be done.

Listening to tenants

 Using Skyline to tell tenants more about what we do and including contact 
numbers for key people.

 Include more feedback on how we have responded to tenants’ comments to 
show we have listened to them.

 The new tenant engagement framework will encourage and support tenants 
to be more involved.

Neighbourhoods

 Assess parking related issues where parking is a key issue and possible 
availability of parking.

Section Two – Service Priorities

Deliver an enhanced ‘decent home standard’ against quality of home.

Review how we manage ASB and neighbourhood issues as a linked issue.

Section Three – Performance

Improve how we keep tenants informed regarding ASB cases.

Review how we deal with complaints, especially informal complaints, which are 
not normally recorded and how we address these.

Section Four – Communication

Review how we can make it easier for a tenant to get the right person first time.

Understand how calls are answered if the person is unavailable.

Introduce more services on line useage especially for those using smartphones 
and tablets such as developing an app.

2. OTHER OPTIONS CONSIDERED

2.1 The current results are encouraging and while actions have been proposed to 
improve the satisfaction rate, an option that could be considered is that the 
costs and efforts to improve outweigh potential benefits and that an 83% 
satisfaction is an acceptable position.

3. RESOURCE IMPLICATIONS 

3.1 None associated with presenting the STAR 2018, resource implications relating 
to the actions proposed will be met from existing budgets in the first instance.



4. RISK AND MITIGATION 

4.1 Risk has been considered as part of this report and no specific high risks were 
identified. 

5. ISSUES ARISING FROM IMPACT ANALYSIS (EQUALITY, SAFEGUARDING 
etc.)

5.1 Impact analysis will be undertaken for any proposed actions where they are not 
covered by existing ones.

6. CRIME AND DISORDER IMPLICATIONS

6.1 Although there are no direct implications, some comments do relate to ASB and 
will form part of proposed actions.

7. COMMENTS OF FINANCIAL SERVICES

7.1 The recommended actions will be delivered through existing budgets in the first 
instance, any requiring additional resources will be subject to a presentation of 
a business case outlining costs and outcomes for consideration. 

8. COMMENTS OF LEGAL AND DEMOCRATIC SERVICES

8.1 No legal and democratic implications have been identified.

9. COMMENTS OF OTHER RELEVANT SERVICES 

9.1 Some of the proposed actions will be dealt with in conjunction with other 
relevant services or where they have a corporate impact i.e. contacting the 
council

10. APPENDICES

10.1 Appendix A – Detailed key findings

11. BACKGROUND PAPERS

11.1 N/A


