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1. Introduction

Background

This report details the results of Luton Borough Council’s 2023 TSM tenant and leaseholder satisfaction surveys,
delivered by ARP Research. The aim of the surveys is to allow residents to have their say about their home, the
services they receive, and how these could be improved in the future.

For the tenant portion of the survey this is the first year of The Regulator of Social Housing’s tenant satisfaction
measures (TSMs) that all social landlords are required to report annually (indicated throughout the report by the
government coat of arms).

Throughout the report the survey data has been presented primarily for tenants as per the regulatory submission.
However, it is also split by general needs and sheltered, in addition to standalone leaseholder results. The findings
are then further broken down and analysed by various categories, including by area and various equality groups.
Where applicable the current survey results have also been compared against the 2021 STAR survey, including
tests to check if any of the changes are statistically significant. Due to the uniquely fast moving shift in sector
wide tenant satisfaction during 2023 the results have been benchmarked against Housemark’s national mid-year
TSM results.

About the survey

The survey was carried out between August and September 2023 to a sample of one third general needs tenants,
all tenants in sheltered or temporary housing, and all leaseholders.

The first part of the survey with tenants was conducted online, with 1,663 invitations (and a subsequent reminder)
sent to every valid email address in the tenant sample, achieving 182 responses (11% response rate). Invitations
and reminders were then sent to 2,678 via SMS text messages, resulting in 211 more responses (8%). Finally, a
further 275 telephone interviews were conducted with general needs tenants using a quota sample, and a postal
census survey (plus one reminder) for sheltered tenants.

In total 928 LCRA (low cost rental accommodation) tenant households took part in the TSM survey, which
represented a 29% response rate (error margin +/- 2.7%). This exceeded the stipulated TSM target error margin
of +/- 4%. There were also 182 leaseholder responses to a postal census survey (20% response).

The final tenant data was weighted by interlaced age group, ethnic background, property size and stock type to
ensure that the survey was representative of the tenant population as a whole.

Understanding the results

Most of the results are given as percentages, which may not always add up to 100% because of rounding and/or
multiple responses. It is also important to take care when considering the results for groups where the sample
size is small. Where there are differences in the results over time, or between groups, these are subjected to
testing to discover if these differences are statistically significant . This tells us that we can by confident that the
differences are real and not likely to be down to natural variation or chance.
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2. Executive summary

Overall satisfaction

Overall tenant satisfaction with the housing services provided by Luton Borough Council has fallen to 75%
compared to the 78% achieved in 2021. However, this isn't a statistically significant change and is
consistent with sector wide trends as customer satisfaction scores have been significantly impacted by the
cost-of-living crisis, inflationary rent increases and shortages in labour and materials.

The Council’s overall satisfaction score is nonetheless slightly above the most current Housemark
benchmark median of other landlords that have completed TSM surveys (72%). Notably, amongst
Housemark members the average drop in satisfaction since 2021 is 7% (section 3).

Most of the results across the tenant survey are also generally above the average benchmark scores, with
particularly positive repairs satisfaction scores.

The most influential demographic category in most tenant surveys is age group, with similar patterns
across most results. Overall satisfaction is highest amongst retirement age tenants, including sheltered
tenants, where satisfaction has significantly increased from 80% to 84%.

Satisfaction is lowest amongst worked working age tenants aged 35-49 (65%), although satisfaction has
improved for the under 35s (79%).

Leaseholder satisfaction has fallen 8% since 2021 and by 19% since 2019.

A 'key driver’ analysis is a statistical test to check which other results in the survey are best at predicting
overall satisfaction. In descending order of strength, there are only two factors most closely associated with
overall tenant satisfaction which are:

Treats tenants fairly and with respect (75% satisfied, section 6)
Listens to views and acts upon them (60%, section 6)

Time taken to complete last repair (76%, section 5)

Easy to deal with (68%, section 7)

Grounds maintenance (65%, section 8)

Communication

8.

10.

11

The customer experience is one of the main themes of the results, with three of the five key drivers above
about how tenants feel they are treated when they communicate with their landlord.

The strongest of these is whether housing services treats tenants fairly and with respect, something which
75% of respondents agree with. This is broadly on par with other landlords, amongst whom the median
average score is 78% (section 6).

The second is whether the landlord seems to listen and act upon tenants’ views. Although this score is
lower, three out of five respondents are satisfied which is within a point of the equivalent benchmark
average of 61%.

The extent to which tenants are kept informed about issues that affect them is a relative weakness in the
services the Council provides, as it is lower than the Housemark benchmark (65% v 71%). Information is
also the lowest rated aspect of the last repair and is the top key driver for leaseholders.



2. Executive summary

Customer service

12.  Being easy to deal with, known as a customer effort score, is a key driver of overall satisfaction. On this
question two thirds gave a positive rating (68%), which is essentially unchanged since last survey. However,
this also means that it remains well below the benchmark score of 76% (section 7).

13. The lowest ‘customer effort’ scores are given by younger and/or newer tenants, so any improvements
should be tailored to their expectations when dealing with service providers.

14.  Nevertheless, the ratings for tenants most recent query have improved in line with the improved scores for
repairs. This includes significant increases in satisfaction with the time taken to deal with the query (65% v
61%) and the final outcome (64% v 60).

Repairs

15.  Satisfaction with repairs and maintenance overall has increased significantly since the last survey (78% v
74%, section 6).

16. The new TSM rating for the repairs services received in the last 12 months receives a similar score of 79%,
whilst the time taken to complete the repair after it was reported is rated just slightly lower at 76%. Both
ratings are higher than the national average.

17.  There are also significant improvements in seven out of the ten detailed satisfaction ratings for the last
repair, including doing the jobs that were expected (86%, up 5%) and being kept informed throughout the
process (81%, up 7%).

18. The time taken to complete the most recent repair after reporting it (if within the last 12 months) is the
third strongest key driver of tenant satisfaction, albeit behind questions on the customer experience
(section 3).

The home

19.  Around three quarters of tenants feel that the Council provides a home that is well maintained, which is
above the current Housemark benchmark average (76% v 72%, section 4).

20.  Satisfaction with the safety of the home is effectively unchanged since 2021 (78% satisfied) and is on par
with other landlords.

21.  Most sheltered tenants feel that their home is safe (85%), and this is the best predictor of their overall
satisfaction.

22.  Almost three quarters of respondents with communal areas are satisfied with how they are cleaned and

maintained (71%), compared to a fifth that are dissatisfied (71%). This score is also above the benchmark
average of 66%.
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Neighbourhoods

23.

Respondents were asked to specifically rate whether they think their landlord makes a positive contribution
to their neighbourhood, something 59% are satisfied with, compared to 19% that are dissatisfied (section
8).

24.  On this measure the Council compares unfavourably against other landlords, being 5% lower than the
benchmark median score.

25.  However, all of the other neighbourhood satisfaction scores in this section of the survey improved
significantly since 2021, including as a place to live (76%, up 6%) and estate services (69%, up 5%).

26.  Satisfaction with grounds maintenance has also improved, primarily due to the 13% improvement amongst
sheltered tenants (now 81%). This improvement is particularly relevant because grounds maintenance is
actually a key driver of satisfaction, continuing a similar trend from previous surveys.

27.  Around half of the sample are satisfied with the approach to handling anti-social behaviour (51%),
compared to 29% that are dissatisfied. The satisfaction level is below with the benchmark average of 58%.

28.  Although satisfaction with the approach has improved amongst those who reported ASB, this is from a low
starting point (32% up from 22%).

Complaints

29. Itisimportant to understand that the regulatory complaints satisfaction question is very broad, to the
extent that almost a fifth of respondents claimed to have made a complaint. This result should therefore be
viewed as a comment on escalated service requests and how the council generally deals with issues or
problems that arise, rather than a measure of how the formal complaint process performs (section 10).

30.  Although only a little more than a third of complainants are satisfied with the Council’s approach to the

handling of their complaint, this is still slightly more than the benchmark level (34% v 37%).
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3. Services overall

Overall tenant satisfaction with the services provided by Luton Council housing services has fallen to 75%
compared to the 78% achieved in 2021, however, the proportion who are actively dissatisfied is also smaller than
before (15% to 13%).

Indeed, it is important to note that this isn't a ‘statistically significant’ change meaning that the statistical test
used to compare scores tells us we can’t be confident that the difference is real rather than being merely down to
chance. Note that changes that aren't statistically significant may still be real, but we cannot say that with
confidence.

Regardless of the statistical thresholds, it is always disappointing when satisfaction scores go down, however, it
does have to be viewed in the context of events since the last survey. Tenants are currently struggling to cope
with the cost-of-living crisis, compounded by the fact that landlords are also affected by high inflation with
most having to increase rents at the same time as dealing with shortages in labour and materials that impact
on the standard of services that can be provided.

What this means is that despite being 3% lower than it had been two years ago, the overall satisfaction score is
nonetheless slightly above the most current Housemark benchmark median of other landlords that have
completed TSM surveys (72%). In part this lower benchmark level is because the average fall in satisfaction
amongst Housemark members over the last two years is 7% due to the aforementioned problems affecting
landlords across the country.

It is also important to note that satisfaction changed in different ways for the different survey groups in Luton.
Indeed, part of the reason why the overall score stands up as well as it does is that amongst sheltered tenants,
satisfaction has significantly increased from 80% to 84%. This reverses most of the drop seen in the last survey
that came about because of the especially big impact of pandemic lockdowns on that group and is evident across
many of the other survey results.

Conversely, this means that the drop in overall satisfaction is driven entirely by general needs tenants, amongst
whom only 65% of working age tenants aged 35-49 are satisfied. Notably, the under 35s buck this trend with
79% satisfaction compared to just 70% previously, but this is starting to become common in the sector as the
expectations amongst the youngest are impacted by the housing crisis.

Satisfaction amongst leaseholders also fell due to the pandemic and it continues to fall this year. Indeed, the
headline satisfaction score is only 41% in 2023, compared to 49% in 2021 and 59% in 2019. Although due to the
lower base sizes the changes between single surveys aren't statistically significant, there is a significant difference
between 2019 and 2023. Furthermore, the best currently available Housemark benchmark for overall leaseholder
satisfaction is 50%.

Turning back to the main tenant survey, in keeping with the pattern of overall satisfaction, most of the results are
also generally at or above the average benchmark scores, with particularly good repairs satisfaction scores (4-
6% above benchmark, section 5). The only TSM questions which are notably lower than one would normally
expect are being kept informed (section 6), and the landlord’s positive contribution to the neighbourhood or
handling of ASB (section 9).



3. Services overall

Key drivers

A 'key driver' analysis is a statistical test known as a ‘regression’ that identified those ratings throughout the
survey that are most closely associated with overall satisfaction. This test does not mean that these factors directly
caused the overall rating to fall, but it does highlight the combination of factors that are the best predictors of
overall satisfaction for tenants. This has the advantage of potentially identifying hidden links that respondents
may not even be conscious of (see chart 3.2).

The most obvious finding is that the customer experience is the primary theme of this analysis, including the
extent to which tenants feel that they are treated fairly and with respect which is the dominant factor. This is a
new TSM question that often appear high on key driver lists.

The second placed item is similarly focused on meaningful interactions, with the score for listening to tenants’
views and acting upon them being broadly on par with both the previous survey and the national average
(section 6).

When compared to the same analysis from the 2021 survey, although some of the questions are different due to
the new TSM structure, when comparing the general themes it seems that customer experience has overtaken
repairs and maintenance which was the main priority that year.

Although always important, with the time taken to complete the last repair being the third strongest driver in
the current survey, it still doesn’t compare to 2021 when the top two drivers were the quality of the home and
the repairs service overall. The survey results that year were obviously influenced by the pandemic, so it is good
to see that those repairs questions that are tracked over time show an improvement since then. Furthermore, this
is in contrast to many other landlords this year amongst whom shortages of materials and workers have caused
repairs issues, the extent that Luton Council's repairs ratings compare favourably against the benchmarks (see
section 6).

The fourth placed key driver is the extent to which housing services is easy to deal with. This is a Housemark
STAR question and is often referred to as a ‘customer effort’ score. Whilst performance in this regard has been
stable, as was also the case in 2021 it is in area where the Council's score lags behind the norm for other
landlords (section 7). Similarly, the satisfaction rating for how well people are kept informed is also a little
disappointing, which also happens to be the top key driver for leaseholders (section 6).

The last rating to emerge from the key driver analysis is satisfaction with grounds maintenance services, which
echoes the 2021 findings where a similar question on estate services also made the list. It is therefore good to see
that grounds maintenance satisfaction has increased significantly since 2021, primarily because of sheltered
tenants (see section 8).

Indeed, sheltered tenants are the only group for whom housing services’ contribution to their neighbourhood is
a key driver (also section 6). Their strongest driver of satisfaction is the safety of the property, although important
to note that this seems to be a positive relationship as the vast majority are satisfied in this regard (see section 4).
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3. Services overall

3.2 Key drivers - overall satisfaction (all tenants)
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3. Services overall

Change over time "

General needs satisfaction has fallen significantly
from 78% to 73% but is up 9% amongst the

New tenants are significantly more satisfied than
average (84%), with levels falling to 72% for
those who have been a tenant for 11 — 20 years.

] Tenants that have been in contact in the
under 35s. ) o o
previous year are significantly less satisfied than

u In contrast, sheltered tenants are significantly those that have not (71% v 81%).
more satisfied than they were in 2021 (84%, was
80%) [ Whether or not a tenant has reported anti-social

' behaviour (ASB) again has a notable impact on
[ Leaseholder satisfaction has fallen further than the overall score, with those that had being
tenants (down 8%). significantly less satisfied than those who had not
52% v 79%), a pattern very much evident
###t By people ( ap i
throughout most of the results.

. The most influential demographic catego'ry in n Householders where members have a disability
tc.en-ant surveys tends to be age group, with are less satisfied than those without (71% v 83%),
5|rrT|Iar p{atterns .=:|cross most nf,-sults. Overall with this pattern seen in many of the core ratings
satisfaction continues to be highest amongst including the maintenance and safety of the
retirement age tenants (82%, over 65s) and home (table 13.12). However, this pattern is

ignificantly lower th tth :
SIanlj I;:n :9‘2:;;) I?nrivirzgf ?lmongts bl ose stronger in general needs (69% v 82%) than in
age o). rorfull detalls see table sheltered (82% v 87%).
13.10. 4
&,

[ Satisfaction is significantly lower than average /ﬁ By place
amongst tenants. who last made contact. to Satisfaction remains higher in sheltered housing
foIIo'-w upa r-epalr (61%) or who had a missed than in the general needs stock (84% v 73%).
repairs appointment (43%). The gap between the two has increased

u There is no significant difference in satisfaction somewhat from 2% to 11%.
betw'een respondents from a black or mmont'y There are a couple of significant differences
ethnic (BAME) background compared to White between the overall score by ward with
British tenants (76% v 75%), a pattern that respondents in Round Green and Lewsey
continues throughout most of the core findings, significantly more satisfied than average (94%
particularly the communication ratings (see table and 79%), whereas the opposite was true in
13.11). Crawley and Hightown (54% and 56%

] When broken down even further’ the only respectwdy) Howevel‘, care ShOU|d be taken
ethnically diverse group that differs significantly when interpreting some ward analysis due to the
from average is those that describe themselves as small sample size for some.

‘other white’, who are notably positive (87% m  Overall satisfaction varies little by property type

satisfied).

but is highest amongst those living in houses
(78%) and lowest for the small group of tenants
in maisonettes (70%), whilst 73% of those in flats
were satisfied.
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3.5 Overall satisfaction by ward (tenants)

% positive

Sample Overall
size satisfaction

Overall 928 75

Bramingham
Challney
Crawley
Dallow
KX
Hightown
Icknield
Leagrave
Northwell
Round Green

. Significantly worse than average
saints "
South 72 Significantly worse than average

(90% confidence*)

Stopsley s Significantly better than average
Sundon 70 (95% confidence*)

) Significantly better than average
Wigmore 76 (90% confidence*)

* See appendix A for further information on
statistical tests and confidence levels
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4. The home

The revised TSM question about the standard of the property doesn’t have comparable wording to the previous
survey which used the older STAR wording, so cannot be compared directly to the 2021 results. However, three
quarters of tenants are satisfied that their home is well maintained (76%), which is above what we would expect
to see (Housemark benchmark 72%). On the opposite end of the scale, only 12% are dissatisfied in this regard.

What is most notable here is that unlike most other TSM surveys this year the maintenance of the home is not a
key driver of overall satisfaction. This is also despite the older ‘quality of the home’ question being one in 2021.
The main reason is probably that this year the Council’s ratings for both home maintenance and the repairs
service are higher than average (also see section 6).

The next question in this section, asking about the safety of the building, is similar enough to be able to track
over time. This score is effectively unchanged since 2021 (78% satisfied) and is on par with other landlords. The
safety rating is especially high amongst sheltered tenants, which is important because how they answer this
question is their best predictor of overall satisfaction (section 3).

One specific aspect of property maintenance and building safety that is receiving increased regulatory focus is
cleanliness and maintenance of communal areas. Accordingly, survey respondents are asked to self-categorise
whether they live in a building with communal areas, either inside or outside, that their landlord is responsible for
maintaining. Just over half of tenant households in the sample feel that this question applies to them, including
most sheltered tenants (88%). Amongst leaseholders, the proportion is 75%.

Almost three quarters of these tenants that responded are satisfied with how these communal areas are cleaned
and maintained (71%), compared to a fifth that are dissatisfied (20%). This score is also above the benchmark
average of 66%, and considerably higher for sheltered tenants (85%) whilst relatively low for leaseholders (39%).

35

of tenants claim
to have

communal

areas




4. The home

4.1 Satisfaction with the home %
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4. The home

Change over time

Satisfaction with the safety of the home is up
5% amongst sheltered tenants, albeit not
significantly so.

Leaseholders are significantly less satisfied with
the safety of their home than they were in 2021
(47%, was 62%).

By people

Both the maintenance and safety of the home
are rated significantly lower than average
amongst those aged 35 - 49, (69%
‘maintenance’, 68% ‘safety’). Both are rated
significantly higher than average by those aged
65 or over (83% ‘maintenance, 87% ‘safety’).

The safety of the home is rated significantly lower
than average by the small group of tenants who
have reported ASB (61%).

#®
A By place

Sheltered tenants are more satisfied with the
maintenance of the building (87%) compared to
75% for those in general needs. They are also
more likely than other tenants to have a positive
view on communal cleaning and maintenance
(85%) compared to only 68% of those in general
needs.

Only a third of leaseholders are satisfied with
the maintenance of their home (36%), with a
similar proportion having a positive view of the
communal cleaning (39%). Although the safety
rating is higher (47%), this still represents a
significant drop since 2021 (was 62%).

Respondents in Round Green are significantly
more satisfied than average with the safety of
their home (83%) and its maintenance (91%).
They are also more satisfied than average with its
communal areas (84%), albeit not significantly so.

The rating for safety is significantly below
average in the Dallow ward (42%).



4. The home

4.2 The home by ward (tenants)

Sample Communal

A Maintenance
size areas

Overall 928 76 71

Bramingham 95 96 89
Challney 72 72 100
Crawley 63 73 86
Dallow 47 42 36
Farley “ 69 75 61
Hightown 72 76 65
Icknield 72 78 70
Leagrave 75 75 75
Lewsey 77 77
Limbury 95 81 97
Northwell 83 77 74
Round Green 91 83 84
Saints 66 63 44
South 79 75 75
Stopsley 71 76 81
Sundon 73 78 58
Wigmore 84 83 87

Significantly worse than average Significantly better than average
(95% confidence*) (95% confidence®)

Significantly worse than average  Significantly better than average
(90% confidence*) (90% confidence*)

* See appendix A for further information on statistical tests and confidence levels
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5. Repairs service

Satisfaction with the time taken to complete the most recent repair after reporting it (if within the last 12
months) is the third strongest key driver of tenant satisfaction (section 3). However, this seems to be far less
influential than the customer experience ratings that take up the top two places on the key driver list, which is in
contrast to the last survey at which time property maintenance and repairs was the main theme (section 3)

This is almost certainly because satisfaction with repairs and maintenance overall has improved significantly
since 2021 (from 74% to 78%), with significant improvements in seven out of the ten detailed satisfaction
ratings for the last repair (charts 5.2 and 5.4).

This includes increased scores for both the speed and quality, and sizable increases in satisfaction with workers
doing the jobs that were expected (86%, up 5%) and being kept informed throughout the process (81%, up
7%). The latter is notable because despite the improvement it is still the lowest rated element of the repair.
Additionally, respondents are more likely to mention information about repairs in the survey comments (chart
12.4) and being kept informed is one of the weaker TSM scores compared to other landlords (see section 6).

The questions discussed above are all able to be tracked against the last survey, however, the housing regulator’s
new Tenant Satisfaction Measures purposefully separate the rating for property maintenance (see section 4) from
day-to-day responsive repairs. For Luton Council this has made little difference, as the new rating for the repairs
services received in the last 12 months receives a similar score of 79%, whilst the aforementioned time taken

to complete the repair after it was reported is just slightly lower at 76%.

It is very positive to see that both of these regulatory questions receive scores that are a number of percentage
points higher than average compared to the current national Housemark median. Indeed, the improvement in
the scores bucks the national trend which has seen satisfaction with repairs fall for many landlords this year.

65 .

had a repair in
the last year,
up 2%




5. Repairs and maintenance

5.1 Repairs service ¥
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5. Repairs and maintenance

Change over time L Satisfaction with the service in the last 12 months
and the time taken is significantly higher than
. Overall satisfaction with how repairs and average if a repair appointment was kept (84%
maintenance is dealt with is 4% higher than and 81% respectively), compared to 42% and
before amongst tenants and 9% lower for 36% in the small number of cases where it isn't.
leaseholders. @
*¢4 By place

(] Satisfaction is up for the more detailed aspects
of the last completed repair, significantlysoin ~ w  Sheltered tenants are more satisfied than

the majority of cases including a 7% increase in general needs with the service received in the last
being kept informed. 12 months (87% v 78%) as well as the time taken
to complete a repair (82% v 75%).
ftih By people P pair )

u Some statistically significant differences by ward
with respondents in Icknield less satisfied than
average with the service in the last 12 months,

] Older respondents aged 65+ are significantly
more satisfied than average with the repairs
service in the last 12 months (85%), compared
to 76% of working age tenants, including only
72% of the under 35s.

the time taken to complete a repair and the ease
of reporting (55%, 57% and 77% respectively).

u Respondents in the Saints and South wards are

u The same pattern is evident for time taken to

also significantly less satisfied than average with
complete the repair with 82% of 65+

the ease of reporting the repair (77% and 83%

satisfaction compared to only 67% of the under respectively).

35s.
= Lewsey respondents are significantly more

satisfied with the ease of reporting a repair
with the time taken to complete a repair after (95%).

reporting (82%), but this drops to 72% for those
who have been a tenant for 1 - 2 years. The
former are also more satisfied than average with

[ New tenants are more satisfied than average

the repairs service received over the last 12
months (88%).

-
89+

had an
appointment
that was kept,
up 1%

88.

had a text
confirming the
appointment,
down 3%




5. Repairs and maintenance

5.3 Ease of reporting
% Base 589 | Had a repair in the last year. LCRA tenants. Excludes non respondents % %

easy easy error
2023 2021 margin

How easy it was to +/-
. 89

vt.ar).( faflrl‘y neither fairly very
difficult difficult easy easy

significa significan no significant significantl significan
V oe@md Vo woe@d) 4 Grane™ /\ bk A beteresd

5.4 Last completed repair

% Bases (descending) 576,573,575,583,578,584,577,576,566 | Had a repair in the last year. LCRA tenants. Excludes non respondents

% %
satisfied satisfied error
2023 2021 margin

Attitude of workers 94 A 90 1/9

Keeping dirt and mess +/-
87

to a minimum 92A 22

Being able to make an +/-
85

appointment 88 A 26

Being told when

workers would call

Workers doing the work -
81
you expected _ s A e

+/-
8886

Speed of completion 85\ a3

Overall quality of repair +/-
work 85 /\ 83 29
Repair being done ‘right g
ﬁrs?c time’ ’ ’ 81477 ;/1
Being kept informed +/-
1 74

throughout the process 81A 32

very fairly ! fairly very

dissatisfied  dissatisfied "©'""  gatisfied satisfied

ifi ignifi ignificant ignificant fical
V @ Voo b dieene /\ bter 0% A beter @5%

22



5. Repairs and maintenance

5.5 Repairs by ward (tenants)

Time taken Generally
to complete Ease of how repairs
the repair | reporting the and

Repairs
service in the
last 12

after repair maintenance
months

reporting is dealt with
79 76 91 78

Bramingham 98 81 94 98
Challney 55 72 62
Crawley 75 88 75
Dallow 7 100 65
Farley E 68 91 76
Hightown 87 86 75
Icknield EREN - 77 67
Leagrave 82 72 94 76
Lewsey 81 83 81
Limbury 82 79 100 65
Northwell 81 70 94 77
Round Green 85 93 100 95
Saints 85 85 85
South 76 72 83 76
Stopsley 77 81 78 78
Sundon 77 80 92 76
Wigmore 81 85 94 83

Significantly worse than average Significantly better than average
(95% confidence*) (95% confidence®)

Significantly worse than average  Significantly better than average
(90% confidence*) (90% confidence*)
* See appendix A for further information on statistical tests and confidence levels



6. Communication

M O/ treated fairly and with respect

% listen & act
on tenants’
views

d%o Being treated fairly and with respect and listening to tenants
views are the top two key drivers of satisfaction overall

Housemarke: Both are broadly on par with Housemark benchmarks

@ However, how well informed the Council keeps its tenants is
rated below average

#4, Being kept informed is the top key driver for leaseholders
having dropped significantly for this group since 2021



6. Communication

The customer experience is one of the main themes of the results, ahead of albeit yet linked to the issue of
repairs. Indeed, three of the five key drivers are about how tenants feel they are treated when they communicate
with their landlord (section 3).

The most dominant of these issues is the manner in which tenants felt they were handled, with 75% agreeing that
they are treated fairly and respectfully, compared to just 10% who disagree. This is broadly on par with other
landlords, amongst whom the median average score is 78%.

The other key driver is whether the landlord seems to listen and act upon tenants’ views. This has always been
important to how landlords are perceived, but listening and caring has come even further to fore due to first the
pandemic, and then the cost-of-living crisis. Experience of other similar surveys has shown that in answering this
question, respondents are just as likely to consider day to day transactions such as telephone queries and the
repairs process, as they are to think about wider resident involvement and consultation.

On this topic the Council’s results are also on-par with the sector average of 61%. However, this does still mean
that almost a quarter of tenants are dissatisfied, so there is still room for improvement.

In addition to how well the Council responds to its tenants, respondents were also asked to rate the quality of
the information coming in the other direction regarding issues that might affect them. The result of this
question highlights a relative weakness in the services the Council provides, as it is lower than both the 2021 level
and the Housemark benchmark, being 6% below average. Furthermore, the level of information is the poorest
rated aspect of the last repair (see section 5).

In addition, the level of information provided to leaseholders is also rated significantly poorer than it was before
(45% v 61%), which is probably why the answer to this question is also the best predictor of whether a

leaseholder is satisfied with the Council overall (section 3).
(o)
3 7 %

would be interested
in getting
involved




6. Communication

6.1 Communication ##
% Bases (descending) 861, 832 | LCRA tenants. Excludes non respondents +Housemark
satisfied satisfied error bench

2023 2021 margin mark

Keep tenants informed
about things that 65 & 73 ., ?
matter to them -
We listen to your ®
views and act upon 12 60 ¢ 58 L E
:

them

very fairly . fairly very

dissatisfied dissatisfied "C " catisfied  satisfied

ﬂg'r]s'gc(a%% v womeﬂmiﬁc&% | 2 Smeant A ggtrgrc?sr;' ) A ﬂ%i?rc(ags )
@chmark median [Benchmark quartile
6.2 Fairness and respect %3
“+Housemark

% Base 882 | LCRA tenants. Excludes non respondents
agree agree  error bench

2023 2021 margin mark

+/- @

Housing services treats

its residents fairly and 75 T 29
with respect '
st'rongly disagree neither  agree strongly

disagree agree
@chmark median [Benchmark quartile
Kept informed Listen to views
was was
General needs 71 | G5 General needs sz —
Leaseholders 61 Leaseholders 32 m

Fairness and respect

Sheltered 83
General needs 74

Leaseholders 54

26



6. Communication

Change over time "

###t By people

Satisfaction with being kept informed has fallen
from 73% to 65%, however it does not hit the
threshold to be statistically significant.

Sheltered tenants are significantly more satisfied
than in 2021 with being kept informed (77%, was
72%) and with being listened to (67%, was 58%).

Leaseholders are significantly less satisfied than
in 2021 with being kept informed (45%, was
61%).

Respondents aged 35 - 49 are less likely to agree g
that they are treated fairly and with respect than
any other age group (68%). They are also the

least likely to feel that their views are listened to
and acted upon (53%) or that they are kept
informed (56%).

For all three questions in this section, retirement
age respondents are significantly more positive
than average by at least six percentage points.

Respondents from ethnically diverse
backgrounds are more satisfied with every rating
in this section than White British respondents,
including being treated fairly and with respect
(78% and 74% respectively).

Respondents in their first year of tenancy are
significantly more satisfied that they are kept
informed (82%).

All three questions are rated significantly lower
than average by tenants or leaseholders who
have reported an incident of ASB or made a
complaint.

Being listened to and being treated with respect
are also rated significantly lower by tenants who
have made contact to follow up on a repair
(28% and 63% respectively).

f% By place

Respondents in sheltered accommodation are
typically more satisfied with every rating than
those in general needs, particularly the rating for
being kept informed (77% and 63% respectively).

There are no significant differences by ward with
any rating in this section.



/. Customer service

%

easy to deal with
(customer effort)

d?:,‘o The ‘customer effort’ score for how easy housing services is to
deal with is a key driver of overall satisfaction

+ousemark  HOwever, this continues to be well below the benchmark
median of 76%

S Nevertheless, the ratings for tenants most recent query have
improved in line with the improved scores for repairs

ﬁ‘m; The lowest ‘customer effort’ scores are given by younger and/
or newer tenants



/. Customer service

Over the last few surveys there has always been a customer service rating included in the key drivers, and the
scores have typically been some of the weakest relative to their equivalent benchmarks.

Although with the introduction of the TSM surveys there has been some change in what is included in this
section of the survey, the broad pattern still remains the same.

This year the question that appears in the key driver list is a STAR question asking if tenants find Housing Services
easy to deal with, which is also known as a ‘customer effort’ score, as it considers the experience in a holistic
way from the perspective of the customer, rather than internal business processes. Two thirds are satisfied this is
the case (68%), which is essentially unchanged since last survey. However, this also means that it remains well
below the benchmark score of 76%.

This score is particularly low amongst 35-49 year olds (59%), and even new tenants who one might expect to
have current contact details close to hand are lukewarm in their response (62% satisfied). Accordingly, when
trying to improve this score it is important to consider the expectations that such individuals have when
accessing services.

Although there hasn’t been any change to this baseline score, beneath the surface there have nevertheless been
some improvements. Because most contacts are made to report a repair, it follows that the improved repairs
satisfaction scores (section 5) will have resulted in fewer and/or better customer contact experiences. Indeed, not
only has the proportion of tenants that needed to make contact gone down by 6%, but their satisfaction with
both the time taken to answer and the final outcome of the query has gone up by a statistically significant 4%.

There is further evidence for this to be found in the additional comments that respondents made at the end of
the survey, where there has been a distinct drop in the proportion that mentioned customer service (down from
14% to 9%), including fewer complaints about interactions with staff, speed answering the phone, and returning
calls (see chart 12.5).

7.1 Customer effort

% Base 871 | LCRA tenants. Excludes non respondents +ousemark

satisfied satisfied error bench
2023 2021 margin mark

Luton BC housing

- - +/_
services is easy to deal 13 68 » 69 ?
with

very fairly fairly very
dissatisfied dissatisfied satisfied satisfied
significant] significantl no significant significant] significant
v wgrse (95‘)'2) W{g)rse( ) differgence bgtler (90% A bgtter (95%)

@chmark median [Benchmark quartile



/. Customer service

7.2 Reason for contacting Housing Services

% Base 575 | LCRA tenants. Contact in last 12 months. Excludes non respondents

To report a repair
Something else

Follow up on a repair
Contact housing officer
Rent or service charge query

No response

Change over time "

Tenants are significantly more satisfied with time
taken to answer their query (65%, was 61%) and
the final outcome (64%, was 60%) than they
were in 2021.

Fewer tenants had contacted housing services in
the previous year than in 2021 (62%, down 6%). =

it By people

Older respondents are significantly more

satisfied that Luton Borough Council housing
services is easy to deal with than those in the -
sample aged 35 — 49 (77% and 59% respectively).
This pattern is also evident throughout this

section but is more pronounced for the ratings
about last contact, including a 21% gap between
the two groups for the final outcome of a query
(73% v 52%).

Interestingly, new tenants are less satisfied than
average that housing services are easy to deal
with (62%), whereas this increases for those who
have been a tenant for 21 or more years (73%).

Whether or not a tenant has reported ASB has a

notable and significant impact on scores,
including only 48% satisfied with both the ease
of getting hold of the right person and the final
outcome.

% By place

Respondents in sheltered accommodation are
typically more satisfied with every rating than
those in general needs, particularly the ease of
getting hold of the right person (82% and 64%
respectively).

The customer effort rating is slightly above
average in the Round Green and Bramingham
wards (88% and 80% respectively).

Respondents in these two wards also tend to rate
every aspect of the last contact higher than the
sample as a whole.



/. Customer service

7.3 Last contact

% Bases (descending) 567, 566, 557 | LCRA tenants. Excludes non respondents
satisfied  satisfied error
2023 2021 margin

Ease of getting hold of

+/-
the right person 66 < 63 .

Time taken to answer 65 A o +/-
your query 40
Final outcome of your .
y 64 A 0
query ‘
very fairly : fairly very
dissatisfied  dissatisfied "°'®"  satisfied  satisfied

ignifi ignificantl ignificant ignifi ignifi
V @V weid) 4 remnee /\ b ooty A\ boner s

62

have made contact
in the last year,
down 6%




0/o a positive contribution to
the neighbourhood

Hevsemare The extent to which housing services makes a positive
contribution to neighbourhoods is rated below the benchmark

|£ Nevertheless, all of the other satisfaction ratings in this section
have improved since 2021

})So Grounds maintenance has also improved, especially for
sheltered tenants, and this is a key driver of satisfaction



8. Neighbourhood

When asked to rate their local area, around three quarters of respondents are satisfied with their neighbourhood
as a place to live (76%), compared to 15% that are dissatisfied. This figure has improved by a statistically
significant margin of 6% since the last survey in 2021.

Indeed, all of the other neighbourhood satisfaction scores in this section demonstrate a similar pattern, with 5%
increases in satisfaction with the appearance of the area and estate services overall (both now 69%). They are
matched by fewer respondents complaining about bins and recycling facilities (chart 8.4).

Furthermore, satisfaction with grounds maintenance has also improved, primarily due to the 13% improvement
amongst sheltered tenants (now 81%). This improvement is particularly relevant because grounds maintenance is
actually a key driver of satisfaction, continuing a similar trend from previous surveys (see section 3).

In addition, respondents are also now more likely to feel part of their community (66% satisfied) and/or that
people from different backgrounds get on well with each other (82% satisfied).

However, when measuring neighbourhood satisfaction, the TSM regulatory framework places more focus than
before on those aspects of the local environment and community that are within the purview of their landlord.
This means that tenants were asked to specifically rate whether they think their landlord makes a positive
contribution to their neighbourhood, something 59% of tenants are satisfied with, compared to 19% that are
dissatisfied. On this measure the Council compares unfavourably against other landlords, being 5% lower than
the benchmark median score.



8. Neighbourhood

8.1 Neighbourhood

% Bases (descending) 875, 866, 780 | LCRA tenants. Excludes non respondents Housemarik
satisfied satisfied error bench
2023 2021 margin mark

Neighbourhood as a +/-

place to live 76 A 70 28

Overall appearance of +/-

your neighbourhood 69 A o 31

Positive contribution oy 59 ) ;,4 @
° .gm.

to neighbourhood

very fairly fairly very

dissatisfied  dissatisfied "°'®"  satisfied  satisfied

ignifi ignificantl ignificant ignifi ignifi
oo @) \/ waeerh b dreme [\ ber oo A béter s

@chmark median [Benchmark quartile

Positive contribution Place to live

was

Sheltered Sheltered 82

General needs General needs &9

Leaseholders Leaseholders 54

Overall appearance

Was

Sheltered 72

General needs 64

Leaseholders 45

34



8. Neighbourhood

8.2 Neighbourhood

% Bases (descending) 836, 851 | LCRA tenants. Excludes non respondents

satisfied satisfied error
2023 2021  margin

+ +/_
Estate services overall 69 A o4
Grounds maintenance in 65 /\ o +/-
your area 3.2
very fairly . fairly very
dissatisfied  dissatisfied "©''®"  satisfied  satisfied
ignifi ignifi I ignifi ignifi ignifi
v nl w4 areame™ better 00%) A\ better @5%)
Estate services overall Grounds maintenance
was was
Sheltered 72 Sheltered 68

General needs &2

Leaseholders 37

Leaseholders 5o

8.3 Community

% Bases (descending) 827, 801 | LCRA tenants. Excludes non respondents

satisfied satisfied error
2023 2021  margin

This is a place where
people from different D 82 A7
backgrounds get on
| feel part of my local +/-
. 63
community 2 66 A 33
very fairly . fairly very
dissatisfied dissatisfied "©''°"  satisfied satisfied
ignifi ignificantl ignifi ignifi ignifi
oo @) \/ waeerh b dreme [\ bner oo A béher s
Different backgrounds get on Feel part of community
Was was
Sheltered 81 ) | 2 Sheltered 70 ‘
Leaseholders 65 Leaseholders 54 _



8. Neighbourhood

Change over time "

Satisfaction with the neighbourhood as a place
to live is significantly better than it was in 2021
having increased from 70% to 76%.

Respondents who have reported ASB are
significantly less satisfied than respondents who
have not with the council’s contribution to where
they live (36% v 64%).

] New tenants (under 1 year) are significantly
the overall appearance of the neighbourhood council’s contribution to their neighbourhood
from 64% to 69% as well as with estate services and the grounds maintenance service (76% and
overall (69%, was 64%). 96%).

= A s_malle'r, but.also significant increase in % By place
satisfaction with the grounds maintenance
service from 62% to 65%. [ Sheltered respondents are more satisfied than
[ ] Tenants are significantly more satisfied that they general n'eeds tena.nts Vf"th the council’s
feel part of their community (up 3%) with a 9% contribution to their neighbourhood (68% v
Q, H Q,
increase in satisfaction that this is a place where >8 '6?’ the area as a place to live (80% and 74%)
people from different backgrounds get on. and its overall appearance (80% v 62%).
[ Lack of recycling facilities and untidy bin or Ge.n::iral nete:s};cenants are 5|Ign|ﬁcanljcly more.
recycling areas are significantly less of a problem satisfied with the area as a place to live and its
than in 2021 overall appearance than they were in 2021.
"” m Some variations by ward in contribution to the
By people neighbourhood, however only three of them
m  Satisfaction with the council’s contribution to the were statistically significant with satisfaction
neighbourhood is rated significantly higher than above average in Round Green (76%), but
average for those aged 65 or over (66%). significantly lower in Challney and Crawley (23%
and 37% respectively).
[ Respondents aged 35 - 49 are significantly less
satisfied than average with the council's = Chaliney and Crawley tenants are also
contribution to their neighbourhood (50%) as significantly less satisfied than average with the
well as the neighbourhood as a place to live estate services overall (29% and 56%
(68%). respectively), with the latter also significantly less
satisfied than average with the grounds
[ ] Respondents from an ethnically diverse maintenance service (36%)
background are somewhat more satisfied than '
] The grounds maintenance service is also rated

white British respondents with the council’s
contribution to where they live (65% and 55%
respectively).

significantly below average in the Hightown
ward, with this group also significantly less
satisfied with the estate services overall, the
appearance of their neighbourhood as well as it
as a place to live.



8. Neighbourhood

8.4 Neighbourhood problems

% Bases (descending) 870, 873, 868, 868, 867, 872, 866, 869, 866 | LCRA tenants. Excludes non respondents.

problem problem error
2023 2021 margin

Drug use or dealing 46 <> 50 ;/3

Noisy neighbours 41 <» 40 ;/3

Untidy bin or recycling areas

40 \/ 43

37V 40

Disruptive children/ teenagers 36 & 3
I -

Lack of recycling facilities

Drunk or rowdy behaviour 32 <+ 32 ;/1

Vandalism and graffiti 27 & 28 ;/0

Abandoned or burnt out

+/-
vehicles 19 <» 20 26

Racial or other harassment 18 «» 19 ;/5

not a minor major
problem problem problem

ignificant ignifi ignificant ignificantl ignificantl
V SEa®h V pha@h 4 diaence worse @07 A worse @5




8. Neighbourhood

8.5 Neighbourhood by ward

Significantly worse than average

Significantly worse than average

Sample
size

Overall 928

Bramingham
Challney
Crawley
Dallow
Farley “
Hightown
Icknield
Leagrave
Lewsey
Limbury
Northwell 117

Round Green
Saints 2

South n
Stopsley
Sundon
Wigmore

(95% confidence®)

(90% confidence*)

Positive
contribution

59

Neighbourhood
as a place to live

76
93

66
79
59
83
71
80
67
76
84
71
60
77

81
87

Overall
appearance of
neighbourhood

69
86

56
73
53
80
68
72
61
61

71
60
56
79

72
93

Significantly better than average

(95% confidence*)

Significantly better than average

(90% confidence*)
* See appendix A for further information on statistical tests and confidence levels

% positive

Grounds
maintenance in
your area

65

55
66
50
50
69
65
49

79
62
74
71
72
75

Estate services
overall

69

50
67
il
65
68
72
38
70
84
67
67
71
78
80

People from
different
backgrounds get
on well together

82

75
83
86
85
82

o] ~ 00 00 ~ |
w Ww o~ | =

85

Feel part of local
community

66

59
67
69
73

69
59
66
62
63

76
67
71



8. Neighbourhood

8.6 Neighbourhood problems by ward

% problem
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Overall

Bramingham -

Challney

Crawley 46

Dallow 60

Farley n 31 18 41
Hightown - - 46 34 44
Icknield - 28 14 34
Leagrave 49 43 22 42
Lewsey 33 15 32
Limbury 29 20 21 39

Northwell 117 53 “ 18 34 36 47 27

Round Green [REE 52 38 13 18 20 45 19

w
hI

Saints 26 38 43 23
South 88 48 36 23

Stopsley 18 21 25 0

=~

Sundon 42

i -
Wigmore 36 23

Significantly worse than average  Significantly better than average

(95% confidence*) (95% confidence*)
Significantly worse than average  Significantly better than average
(90% confidence®) (90% confidence*)

* See appendix A for further information on statistical tests and confidence levels



9. Anti-social behaviour

51:

overall handling
of ASB

4) There is no change since 2021 in the overall perception of
how ASB is handled

+ousemark However, the score is 7% below the benchmark median

/" Amongst those that reported ASB there is a 10% increase in
satisfaction with how it was handled, but still only 32%

% Experience of ASB strongly linked with overall satisfaction

-+<]  Dealing with ASB is the most common additional comment
made by tenants



9. Anti-social behaviour

For many residents the neighbourhood issue that has the biggest effect on their quality of life is anti-social
behaviour, the extent that it is both the most common additional comment made by tenants (see chart 12.3)
and amongst those that reported this issue to the Council only 52% are satisfied overall (section 3).

Around half of the tenant population are satisfied with the Council’s approach to handling anti-social behaviour
(51%), compared to 36% that are dissatisfied. It is difficult for any landlord to get a high score on this topic, but it
is still notable that the satisfaction level is a little below the rest of the housing sector where the benchmark
average is 58%.

The amount of ASB appears to be stable amongst survey respondents, the proportion that have experienced
ASB over the previous 12 months is down just 1% at 16%.

Those who do actually report ASB seem to have an improved experience than was the case in 2021, albeit from
a low base. Whereas previously only 22% of this group were satisfied with the Council’s approach to handling
ASB, it is now 32%.

Around half of these respondents are also satisfied with how easy it was to report a repair, and the time taken to
respond. However somewhat fewer feel that a through investigation was carried out (41%), compared to an
identical proportion that feel the opposite.

9.1 How ASB is dealt with

% Base 677, 135 | LCRA tenants. Excludes non respondents “Housemark

satisfied satisfied error bench
2023 2021 margin mark

very fairly fairly very
dissatisfied dissatisfied satisfied satisfied

significant] significant! no significant significant] significant
v wgrse (95‘)'2) v W(g:rse(QO‘?g) ‘b differgence A beg:tler (90% A bgtter(QS )]

@mhmark median Elnchmark quartile
%
1 6 (0]

tenants say they have
reported ASB,
down 1%




9. Anti-social behaviour

9.2 Last report of ASB

% Base 137, 135, 130, 133 | LCRA tenants. Respondents who have reported ASB in the last 12 months. Excludes non respondents.

error
satisfied margin

Ease of reporting ASB o 50 ‘-
complaint 84
Time taken to respond . a7 -
to ASB complaint 8.5
Kept informed about
progress of ASB 36 as
complaint
Thorough investigation . a1
was carried out 8.5
very fairly ... fairly very
dissatisfied  dissatisfied "°''®"  satisfied  satisfied
Ch ange over time n Respondents from an ethnically diverse
background are significantly more satisfied than
m  Slightimprovement in how the sample as a white British respondents with the council's
48%). respectively).
m  Statistically significant change amongst those ~ w A similar significant difference amongst tenants
who have reported it from 22% to 32%. with a disability (44%) and those with none
61%).
it By people (61%)

&
u Satisfaction with the council’s approach to % By place
handling ASB is lowest amongst those aged 35 - g Reports of ASB varied by ward from 8% in
49 (47%), with around one in six of this age Northwell to 33% in Hightown and Crawley.
group reporting an incident to the council (18%),
compared to only 9% of the oldest age group .
(aged 65 or over).

Satisfaction with ASB handling is significantly
below average in the Hightown ward (29%).



10. Complaints

7" L
3 complaints handling
1 6%

said they complained

@ Be aware that many respondents that claim to have made a
complaint will not have used the formal complaints system

+ousemari - Satisfaction with how it is handled is slightly above the
benchmark score of 34%

éf\ Complaints are both more likely, and handled less satisfactorily,
for leaseholders



10. Complaints

The new set of regulatory questions also includes two on the topic of complaints. However, it is important to
understand these questions as escalated service requests, rather than the much narrower formal complaints
procedure.

Fewer than a fifth of tenants that responded to the survey claim to have made a complaint to housing services
(16%), which is slightly less than the norm amongst recent TSM surveys completed by ARP Research.
Nevertheless, experience with this question has shown that it will include relatively few who used the formal
complaints process. Instead, this group should be better understood as those who had some sort of issue or
problem over the last 12 months that they believed housing services needed to solve, including standard repairs
reports.

Although only a little more than a third of complainants are satisfied with the Council’s approach to the handling
of their complaint, this is still slightly more than the benchmark level (34% v 37%). In contrast, a greater
proportion are ‘very’ dissatisfied with the approach (39%), with almost half of the respondent group (49%) being
either 'very’ or ‘fairly’ dissatisfied.

Although this result is disappointing, it is likely that any action the Council takes to address the key drivers of
satisfaction covered earlier in the report, in particular customer communication and information, should naturally
help to improve this score.

&
®,

###t By people %4 By place

[ Tenants aged under 35 are the most likely to u General needs are more likely than sheltered
have complained to Luton Borough Council tenants to have made a complaint (16% and 13%
housing services (20%). respectively) and are less satisfied with how it was

Q, Q,

u Despite being the most likely to complain, the handled (37% v 44%).
under 35s are more satisfied than average with = A quarter of leaseholders have made a complaint
complaint handling (54%), compared to a third (25%), with only one in ten satisfied with how it
of the other three age groups, although note was handled (11%).

that the base sizes are small. [ The proportion claiming to have made a

[ White British respondents are less satisfied than complaint varies a lot by ward — 6% in Round
those from a BAME how any complaint is Green and rising to 30% in Hightown.

handled (31% and 49% respectively). m  There are no statistically significant differences

u Interestingly, respondents who have had a repair between any wards on satisfaction with the
are both more likely to have made a complaint approach, primarily due to the small sample sizes
(19%) but also be more satisfied than average involved.

with how it is handled (43%).

\
16-

tenants say they have
complained




10. Complaints

10.1 Complaints 5%

% Base 145 | Made a complaint in the last 12 month. LCRA tenants. Excludes non respondents +Housemark
satisfied error  bench
2023 margin mark

Approach to handling . 37 (34)
complaints 79
very fairly : fairly very
dissatisfied  dissatisfied "C " satisfied  satisfied

significan significant! no significant significan significa
worse (95% v worse(QO‘?Z) ‘) difference A better (90%) A better (95%)

@chmark median [Benchmark quartile

Sheltered _
General needs
Leaseholders



11. Wellbeing

50

aware of support

Wellbeing

Stop Smoking is the most well know service

19% claim to have used Total Wellbeing Luton for support

-
_z." Around half the sample do more than 2%z hours activity per
week

-

A similar proportion are interested in support to help them

be more active.



11. Wellbeing

11.1 Total Wellbeing Luton

50

are aware of the
support from Total
Wellbeing Luton

Stop smoking 42

w

Weight management

Exercise 3

Emotional health

w

N o (0)]

Long term conditions

Stop smoking

Weight management

19..

have used at least
one aspect of the
support

Exercise
Emotional health

Long term conditions

Finally, at the end of the survey respondents were asked a few questions about their levels of physical activity,
and their levels of awareness of the free health and wellbeing services available to them through Total
Wellbeing Luton.

There is also a generally high level of awareness with the support that Total Wellbeing Luton offers (50%), which
is consistent across the different age groups. The most well-known of these services is Stop Smoking (42%),
although at least 30% claim to be aware of each listed service.

Furthermore, around a fifth of tenants claimed to have used one of these services (19%), again distributed
relatively evenly across the list.

Around a quarter of the sample didn't reveal their levels of normal activity per week, but of those that did, it
was good to see that almost half do more than 2%z hours of activity, which is relatively consistent between
general needs tenants and sheltered. Leaseholders are likely to do a little more (59%).

On the other end of the scale, a quarter of tenants and 13% of leaseholders do less than 30 minutes of activity
per week.

Whilst one would imagine that activity levels might be linked to age this pattern is only relatively mild, with 19%
of the under 35s doing less than 30 minutes activity compared to 26% of those aged 35-49, 22% of 50-64 year
olds, and 28% of retirement age tenants.

There seems to be high degree of willingness amongst tenants to consider using support from the Council to be
more active as almost half said that at least one of the suggested support options would help them to be more
active. Indeed, all seemed to be equally popular (chart 11.2). Although these options are most attractive to the
middle group that currently do between 30 mins and 2%2 hours of activity per week (68%), they were still
generally attractive to the least active group (47%).



11. Wellbeing

11.2 Level of activity per week

% Base 687 | LCRA tenants. Excludes non respondents

48

27 25

More than 2.5 hours per week  Between 30 minutes and 2.5 hours  Less than 30 minutes per week

per week

11.3 Support that would help be more active

% Base 928 | LCRA tenants. More than one answer allowed.

None of these/NR

More information about sports
and physical activities
opportunities

More taster sessions at Council
sports and leisure facilities

Improving walking and cycling
routes

Support in joining a club or
leisure provider

48

are interested in
support from the
Council to be
more active

More family sessions at Council
sports and leisure facilities

Other

(%]

Wy




12. Further comments

% made additional comments

12.1 Additional comments about home and/or services provided - summary

% Base 404 | Proportion of all tenants that commented. Includes multiple responses. Coded from verbatim comments.

Positive comments

31

29
Property
Neighbourhood
Repairs and maintenance
Other

2023
Customer service and BN 2021

communication 14



12. Further comments

The final question that residents were asked at the end of the survey was simply to provide any further feedback
about their home and/or the services provided by the Council. These comments are coded and organised into
different categories, both as broad headings, and in a further level of detail. Note that many respondents made
comments that fall into multiple categories.

Chart 12.1 presents this analysis in terms of just a handful of broad categories. There are two interesting features
of this chart. The first is that after the positive comments, property improvements were the most commonly
suggested items (29%) and were more prevalent than in 2021. In contrast, far fewer comments were about the
need for improved customer service and communication (9%, was 19%).

Considering the many specific issues that tenants raised in regard to their own homes (chart 12.2), the most
notable change in the pattern of responses compared to the last survey is the tripling in complaints about
fencing and gates (3.3%). There has been a similar increase in comments about the heating and energy
efficiency (2.5%), with damp, mould or condensation the second most mentioned topic. This is, however,
common to most recent tenant surveys due to the raised media profile of this issue.

= “lwould like a 6ft fence and gates put round the full front of my home! | have had to deal with drug dealers and users. Sex
workers and people using the open area as a toilet! Found dirty needles on the floor!”

= “There was an issue with no fence being a part of the property and it took a lot of calls to get them to fix it and it took far
too long. The house also has issues with black mould and leaks.”

= “There is a need for a fence because people can just walk in and this is scary and dangerous. Despite complaints and
asking many times they have never got back to me.”

= “The houses are cold and there is mould in the bathroom.”

= “Within the home there is an issue with damp and in general the house is very cold, which might might be due to the lack
of radiators. For example, by the front door the hall is freezing cold. It was very difficult to get them to add a radiator and
you really have to have a go at them to get them to sort it out.”

= “There are mould and damp issues within the house and another issue is that it gets very cold during the winter and that
means more heating costs.”

In terms of the neighbourhood, as was also true in 2021, the most common single suggestion is to improve how
anti-social behaviour is dealt with (8.7% of comments, chart 12.3).

= “lwould like to add that it can take ages for some of the services (Concierge Team) to enforce the rules the council put in
place for certain things. | also feel that the Neighbourhood Enforcement team do not take matters seriously enough.”

= “Clean up the area, people feel unsafe. This area is not safe to walk around, the pub is loud, unsociable hours (2-3am),
drug taking, drug dealing, communal areas being used as a place to hang out and smoke/take drugs.”

= “Huge antisocial behaviour in area related to drug abuse and prostitution, was threatened multiple times on a doorstep to
the block.”

= “l'love my home however the anti-social drug taking and dealing on a daily basis is a big issue.”

= “In general I'm satisfied with my home and area. Sadly on a personal basis, the drug abuse problem has gained
momentum and needs to be addressed.”

= “Something needs to be done about Antisocial behaviour, prostitution and drugs in my area. | no longer want to be in this
area at night and I'm scared of my neighbour.”
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12.2

12.3

Property improvements - detail

% Base 404 | Proportion of all tenants that commented. Coded from verbatim responses. Excludes non respondents.

Improve and maintain 30 47
Damp, mould or condensation
Window replacements 40
Fencing and gates

Safety and security
Communal areas and facilities
Communal cleaning

Heating and energy efficiency
Bathroom improvements
Adaptations

Doors

Replacement kitchens

External appearance 12

0.6 N 2023

External lighting 0.6 B 2021

Neighbourhood improvements - detail

% Base 404 | Proportion of all tenants that commented. Coded from verbatim responses. Excludes non respondents.

Dealing with anti-social behaviour
Untidy gardens and grass cutting
Parking issues

Paths and roads

Litter and rubbish

Hedges and trees

Bins and waste disposal

Vermin

Problems with pets

ccrv




12. Further comments

Despite the significant improvement with the appearance of people neighbourhoods, grounds maintenance and
estate services overall (section 8), there has been a slight increase in the proportion who complained about
untidy gardens, grass cutting and the condition of paths or roads (chart 12.3).

= “We pay for garden maintenance but we haven’t seen a gardener till we complained to the local MP. The roses bush

gardens were dug up completely: we were told bedding plants would be planted in a few weeks, no- one has been back
so where they dug everything out it’s now full of weeds. Our communal gardens look like abandoned waste gardens.”

= “Main concern is the lack of garden maintenance. Summer we have overgrown shrubs and weeds, winter we have leaves
which are a risk to residents falling.”

= “Gardens and car park need sorting out. Gardeners are a waste of money. They can't get away quick enough.”

= “l'am very very satisfied with my home, the only thing that is a problem is the gardens. Gardeners used to come often to
trim bushes and do weeding, they used to take pride in their work but now gardens and grass are left until they look really
untidy. Ol cannot remember the last time a gardener came.”

= “There is an issue with the grounds maintenance such as grass cutting and attending the weeds in the street, as they
have stopped doing it and the work is poor.”

= “Some roads and pavements need repairs - lots of potholes, can cause an accident as use of mobility scooter becomes
difficult.”

= “The pathway here is not very good, and it is all cracked and is coming out and lifting up. We both walk with sticks and we
are worried in case we trip over it. My husband has fallen twice, and | feel that it needs to be looked at.”

Around one in eight comments related to repairs issues which is down slightly compared to the previous survey.
Tackling outstanding repairs remains the most dominant issue amongst the additional comments, however, there
has been a slight increase in the proportion asking for an improvement to the information and communication
around repairs as well as to generally speed up the repairs service.

= “Anupdate is really needed about the walk in shower they said they would provide, it has been one year without an
update or a fix to the issue.”

= “l call for updates on the repair work currently being carried out. | never get a response or a call back. The work is taking
longer than it should.”

= “When the repairs are happening, the text messages that informs me of the date and time doesn't tell me what the repair
is actually for.”

= “It takes forever to get a problem fixed if you don't live in a block of flats and the service agents speak down to you.”
= “Trying to get minor repairs done is impossible. Usually get told you own it - tough.”

= “Reporting a repair is easy but the time to wait for the appointment is ridiculous and having to chase up an ongoing repair
is annoying.”

= “Phone services and repairs must be quicker - that would improve the frustration tenants have with their living needs.
Council must be more attentive.”

= “When | have a problem at my home, they are pretty good, but they can take some time.”
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12.4 Repair and maintenance improvements - detail

% Base 404 | Proportion of all tenants that commented. Coded from verbatim responses. Excludes non respondents.

Jobs that remain outstanding

Better information and communication
Quicker response

Better quality

Improve standard of workers

Miscellaneous comments

12.5 Customer service and communication improvements - detail

% Base 404 | Proportion of all tenants that commented. Coded from verbatim responses. Excludes non respondents.
Getting hold of the right person 18
Kept better informed

Answer phone quicker 2.6

Returning calls and emails etc 23

Listen more meaningfully

Regular contact with tenants e.g. calls
Customer service from staff 28
Miscellaneous comments
Quicker response to queries

Interdepartmental communication

B 2023

To be treated more fairly W 2021

12.6 Other improvements - detail

% Base 404 | Proportion of all tenants that commented. Coded from verbatim responses. Excludes non respondents.

Transfers and allocations 7.7

B 2023
I 2021

Miscellaneous comments

Wellbeing and disability support

o



12. Further comments

There have been some significant improvements in satisfaction with query handling (section 7), so it is
unsurprising to find there were fewer customer service related comments this year compared to the previous
survey (9%, was 19%). This is also reinforced by the fact fewer respondents mentioned the customer service
from staff as an area to improve compared to 2021 (0.8%, was 2.8%). However, a theme running throughout
the results is that tenants feel the council should be doing a better job of keeping them informed in general
(section 6) as well as specifically in relation to repairs and maintenance (see above). Being kept better informed
was just behind getting hold of the right person and just ahead of answering the phone quicker as an area to
improve the customer service experience (chart 12.5). Example comments on these themes include:

= “Some information sent out, with who to contact if we have issues.”

= “Total lack of information about what is going on apart from information from long term residents who tend to be main
cause of problems to majority of other residents.”

= “I'haven't seen my housing officer in around two years, and it can be very difficult to try to get hold of them. We're
supposed to be in contact once every six months.”

“I find it hard trying to get a hold of my housing officer. That's the hardest thing I'm finding.”

“I'm very happy with it all, but it can sometimes be difficult to get hold of the correct person to sort an issue.”

“It would be nice if sheltered housing officer answered the phone. It would be helpful if sheltered housing letters had an
address - | do not have a computer, internet or a smart phone”

“The CO doesn't answer the phone. They keep changing the housing officer, who | can never get hold of.”

= “The only issue that | have is their phone system costs a fortune and you're on hold for an hour. That is why | never ring
them, totally hopeless.”

Whilst not directly included in the chart analysis in this section, leaseholders had some interesting comments
about contacting the council:

= “Direct contact for leaseholder officer for the block.”

= “Would be good to have a dedicated team to answer questions about leaseholder opportunities such as loft extensions.
So hard to get answers, you just end up being passed around.”

= “Leaflet informing us of what is happening in the local area. Informed about local news.”



12. Further comments

As always, it is important to remember that around a third of respondents gave positive feedback (32%). We
therefore conclude with a selection of comments that highlight the positive perception of the services that
many hold:

= “Asa council tenant | am very happy with everything the council do especially with the response to repairs. | find BTS

repair staff who answer the call extremely helpful and friendly. | love our property and the area | live in. | can honestly
say | have no complaints.”

= “At present this building has a very professional housing officer who is very helpful and considerate.”

= “I have been in sheltered accommodations since October 21 and have felt very safe here. The housing officers are very
helpful and the BTS repair team are very polite and efficient. All the staff | have been in contact with are helpful and
polite, well done Luton Borough Council and thank you.”

= “If I ring the Council for repairs or about rent or council tax the staff are always nice and polite.”

= “LBC are brilliant landlords and do all they can to help individuals in need of care and attention. All in all LBC are doing a
great job.”

= “We have a very good house manager here at Wheatfield Court who is trying her very best to accommodate all our
residents. She has achieved so much since she joined us, we are very happy with the progress.”

= “We would like to express our satisfaction with living in this house, we feel safe here in every area of life we feel the
positive effect of the service. The officer is a competent and effective person. Thank you.”

= “When | have needed anything doing they are always here. The workers are nice, and polite, respectful. They always
clear up after themselves. What | like is that they always show there identification.”



13. Respondent profile

In addition to documenting the demographic profile of the sample, tables 13.10 to 13.12 in this section also
display the core survey questions according to the main property and equality groups. When considering these
tables it is important to bear in mind that some of the sub groups are small, so many observed differences may
simply be down to chance. To help navigate these results they have been subjected to statistical tests, with those
that can be confidently said to differ from the average score being highlighted in the tables.

13.1 Ward

% Base 928 | LCRA tenants

% | % ]
2023 | 2021 2023

Biscot EEEREETE B 2021
Bramingham
Challney
Crawley
Dallow
Farley | 96 | 103 [127 |
Hightown
Icknield
Leagrave
Lewsey
Limbury
Northwell
Round Green
Saints
South
Stopsley
Sundon | 77 | 83 [ 68 |
Sundon Park
wigmore
13.2 Tenant stock type B 2023
% Base 928 | LCRA tenants - 2021

General Sheltered General
needs

needs S 12
Temporary
1

Sheltered
12
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13.3 Estate B 2023
% Base 928 | LCRA tenants B 2021
% % % %
Ambleside Marsh Farm
Beech Hill Roman Road
Biscot Road Runfold
Farley Hill Stopsley
Hart Lane Sundon Park
High Town BRI TownCentre 1 [ 58 [ 63 ] |
Hockwell Ring Town Centre 2 [ 69 [ 74 | |

Lewsey Farm Trent Road
13.4 Length of tenancy

% Base 928 | LCRA tenants

Under 1 year 1 -2 years 3 - 5 years 6 - 10 years 11 - 20 years 21 years and over

13.5 Property type

% Base 928 | LCRA tenants

20
o |
Bedsit Bungalow Flat House Maisonette NR
13.6 Property size
% Base 928 | LCRA tenants
32 32 32 33 33
2 2 2 2 0 2

Bedsit 1 bed 2 bed 3 bed 4 bed+ NR
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13.7 Disability B 2023

% Base 928 | LCRA tenants
6 | B 2021

Limited a
little
21

No
40

Limited a
little
19

Limited a Prefer not Limited a . Prefer not
lot tosay/ NR lot tosay/ NR
26 17.8 29 10.0

13.8 Lead tenant age

% Base 928 | LCRA tenants

16 - 24 years 25-34 years 35-44 years 45-54years 55-64years 65-74years 75-84years 85 yearsand

over
13.9 Main tenant ethnic background
% Base 928 | LCRA tenants
BAME SAME
40

White White

- British
British No a5 No

43 response response

17 15



10. Respondent profile

13.10 Core questions by lead age group

Overall

18- 34

% positive
35-49 50 - 64

Sample size 928 97 250 327
Service overall 79 65
Home is safe 73 68
Home is well maintained 70 69
Communal areas clean & well maintained 76 57
Repairs & maintenance in last 12 months 72 77
Time taken to complete last repair 67 76
Listens to views and acts upon them n 56 53
Being kept informed 71 56
Treated fairly and with respect 72 68
Positive contribution to neighbourhood 54 50
Approach to handling ASB 48

Approach to handling complaints 54

13.11 Core questions by ethnic background

% positive

White

British
Sample size
Service overall 75 76
Home is safe 80 77
Home is well maintained 79 75
Communal areas clean & well maintained 70 74

79 80
75 76
R s 66
61 71
74 78
55 65

Approach to handling complaints 37 31 49

Repairs & maintenance in last 12 months
Time taken to complete last repair
Listens to views and acts upon them
Being kept informed

Treated fairly and with respect

Positive contribution to neighbourhood

Approach to handling ASB

Significantly worse than average

Significantly better than average
(95% confidence®)

(95% confidence*)

Significantly worse than average  Significantly better than average

* See appendix A for further information on
(90% confidence*) (90% confidence*)

statistical tests and confidence levels

59
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13.12 Core questions by disability

% positive

T No
2zl disability

Overall

Sample size 928
Service overall

Home is safe

Home is well maintained
Communal areas clean & well maintained

Repairs & maintenance in last 12 months

Time taken to complete last repair
Listens to views and acts upon them
Being kept informed

Treated fairly and with respect

Positive contribution to neighbourhood
Approach to handling ASB

31

Approach to handling complaints

Significantly worse than average  Significantly better than average
(95% confidence*) (95% confidence®)

Significantly worse than average  Significantly better than average . .. . pendix A for further information on
(90% confidence®) (90% confidence®) statistical tests and confidence levels




Appendix A. Summary of approach

Overview

The survey was conducted by ARP Research between 01 August and 13 September 2023.

Responses

In total 928 LCRA (low cost rental accommodation) tenant households took part in the TSM survey, which
represented a 29% response rate (error margin +/- 2.7%). This exceeded the stipulated TSM target error margin
of +/- 4%. There were 275 telephone interviews (30%), 253 postal completions (27%) and 400 online
completions (43%).

In total 182 leasehold households also took part in the survey, but these results are outside the TSM regulations
regulatory submission and are reported separately. These returns represent a 20% response rate (error margin
+/- 6.5%). There were 95 postal completions (52%) and 87 online completions (48%).

Sampling

A computer-generated random sample of 3,189 LCRA households were included in the TSM survey sample,
which is a third census of general needs and a census of sheltered (919) and temporary (42) units. The
leaseholder survey was sent to a census of all 894 leaseholder properties.

Fieldwork

The first part of the survey with tenants was conducted online, with 1,663 invitations (and a subsequent
reminder) sent to every valid email address in the tenant sample, achieving 182 responses (11% response rate).
Invitations and reminders to the online survey were then sent to 2,678 via SMS text messages, resulting in 211
more responses (8%). Finally, a further 275 telephone interviews were conducted with general needs tenants
using a quota sample, and a postal census survey (plus one reminder) for sheltered tenants. The leaseholder
survey was conducted in the same manner as the sheltered tenant survey.

This methodology was chosen to be consistent with previous STAR surveys conducted by the Council. This
mixed-method approach offers good value for money whilst helping to maximise returns and ensure responses
from a range of different age and ethnic groups. The survey was incentivised with a free prize draw of £100
shopping vouchers.

Population

The population for the TSM survey was all 7,643 Luton Borough Council LCRA households on 25 July 2023.
None were removed from the sample frame.

The survey used paper, online and telephone methods to ensure accessibility from a wide range of tenants. The
online survey was available in alternative languages via Google translate, and 21 telephone interviews were
conducted in community languages. 61
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Representativeness

The TSM survey sample included 3,189 LCRA households, all sheltered and temporary units plus 2,228 randomly
selected general needs. The leaseholder survey covered all 894 properties. The final LCRA survey data was
weighted by interlaced age group, ethnic background, property size and stock type to ensure that the survey
was representative of the tenant population as a whole.

The characteristics by which representativeness was determined for the LCRA survey were:

Stock Unweighted| Weighted Property size
General needs - - - Bedsit
shettered S 20 35 21 b
Temporary Cos 18 [0S0 20w

3 bed
Ward M| " S
Biscot - - -
Bramingham - - - Age
Crawley --- 25 - 34 years
Dallow --- 35 - 44 years
Farey ~ 20 [ 107 T3 as-sayeas
Hightown - - - 55 - 64 years
Icknield - - - 65 - 74 years
Leagrave - - - 75 - 84 years
Lewsey --- 85 years and over
Limbury --- No record
ortet s w07 w6
Round Green --- Ethnic background
St D106 13 L85 g
stopsley C2a 26 ST e
Sundon - - - Asian or Asian British
Sundon Park --- Black or Black British
Property type Unweighted| Weighted No record
Bedsit --- Lead language
— D26 40 28 g
Flat Cos18 e [ onengieh
Maisonette 18 20 30

62
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Data presentation

Readers should take care when considering percentage results from some of the sub groups within the main
sample, as the base figures may sometimes be small.

Many results are recalculated to remove ‘Don't know/not applicable’ or similar responses from the final figures,
a technique known as ‘re-basing’.

Error Margins

Error margins for the sample overall, and for individual questions, are the amount by which a result might vary
due to chance. The error margins in the results are quoted at the standard 95% level, and are determined by the
sample size and the distribution of scores. For the sake of simplicity, error margins for historic data are not
included, but can typically be assumed to be at least as big as those for the current data. When comparing two
sets of scores, it is important to remember that error margins will apply independently to each.

Tests of statistical significance

When two sets of survey data are compared to one another (e.g. between different years, or demographic sub
groups), the observed differences are typically tested for statistical significance. Differences that are significant
can be said, with a high degree of confidence, to be real variations that are unlikely to be due to chance. Any
differences that are not significant may still be real, especially when a number of different questions all
demonstrate the same pattern, but this cannot be stated with statistical confidence and may just be due to
chance.

Unless otherwise stated, all statistically significant differences are reported at the 95% confidence level. Tests
used were the Wilcoxon-Mann-Whitney test (rating scales), Fischer Exact Probability test (small samples) and the
Pearson Chi Square test (larger samples) as appropriate for the data being examined. These calculations rely on
a number of factors such as the base figure and the level of variance, both within and between sample groups,
thereby taking into account more than just the simple difference between the headline percentage scores. This
means that some results are reported as significant despite being superficially similar to others that are not.
Conversely, some seemingly notable differences in two sets of headline scores are not enough to signal a
significant change in the underlying pattern across all points in the scale. For example:

m Two satisfaction ratings might have the same or similar total satisfaction score, but be quite
different when one considers the detailed results for the proportion very satisfied versus fairly
satisfied.

n There may also be a change in the proportions who were very or fairly dissatisfied, or ticked the
middle point in the scale, which is not apparent from the headline score.

(] In rare cases there are complex changes across the scale that are difficult to categorise e.g. in a
single question one might simultaneously observe a disappointing shift from very to fairly satisfied,
at the same time as there being a welcome shift from very dissatisfied to neither.

n If the results included a relatively small number of people then the error margins are bigger. This
means that the combined error margins for the two ratings being compared might be bigger than
the observed difference between them.
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Key driver analysis

“Key driver analyses” are based on a linear regression model. This is used to investigate the relationship
between the overall scores and their various components. The charts illustrate the relative contribution of each
item to the overall rating; items which do not reach statistical significance are omitted. The figures on the
vertical axis show the standardised beta coefficients from the regression analysis, which vary in absolute size
depending on the number of questionnaire items entered into the analysis. The R Square value displayed on
every key driver chart shows how much of the observed variance is explained by the key driver model e.g. a
value of 0.5 shows that the model explains half of the total variation in the overall score.

Benchmarking

The TSM questions are benchmarked against the Housemark 2023/24 mid year results, with the benchmarking
group being 182 registered providers of social housing that completed TSM survey between April-Sept 2023.
This included 104 housing associations and 85 local authorities.



Appendix B. Example questionnaires

@ www.arpsurveys.co.uk/luton
your unique code: 999abcd

Ms A B Sample
1 Sample Street
Sample District
Sample Town
AB12CD

28 July 2023

Dear Resident

Housing Satisfaction Survey 2023

Your views are really important to us and the enclosed 2023 satisfaction survey is
your chance to tell us what you think about your home and the services that we
provide as your landlord.

The results of this survey will be used to calculate the annual Tenant Satisfaction
Measures that the Council will publish for both tenants and the government
housing regulator.

Please take around 5-10 minutes to complete and return the survey in the enclosed
freepost envelope. Alternatively, you can complete the survey online using the link
above. As a thank you, the unigue confidential code attached to all completed
surveys will automatically be entered into a free prize draw where you could win
£100 in shopping vouchers.

The survey is being carried out on behalf of Luton Borough Council Housing
Services by an independent spedalist called ARP Research Limited. Anything you
tell ARP Research is completely confidential which means that your answers will be
separated from your identity. In addition, your details will only be used for this
survey and will be stored for no longer than necessary.

IF you have any questions or concerns about this survey, or need a copy in an
alternative format, please ring the Council on 01582 546528 or 01582 546228.

Thank you For taking part and good luck in the prize draw!

@ www.arpsurveys.co.uk/luton
your unique code: 999abcd

Ms A B Sample
1 Sample Street
Sample District
Sample Town
AB12CD

28 July 2023

Dear Resident

Leaseholder Housing Satisfaction Survey 2023

Your views are really important to us and the enclosed 2023 satisfaction survey is
your chance to tell us what you think about the services that we provide to
leaseholders.

We will use the results of this survey to compare our performance against other
landlords, and most importantly, to understand leaseholder’s requirements and
use your views to re-shape services and improve leaseholder satisFaction.

Please take around 5-10 minutes to complete and return the survey in the enclosed
freepost envelope. Alternatively, you can complete the survey online using the link
above. As a thank you, the unigue condidential code attached to all completed
surveys will automatically be entered into a free prize draw where you could win
£100 in shopping vouchers.

The survey is being carried out on behalf of Luton Borough Council Housing
Services by an independent spedialist called ARP Research Limited. Anything you
tell ARP Research is completely confidential which means that your answers will be
separated from your identity. In addition, your details will only be used for this
survey and will be stored for no longer than necessary.

IF you have any questions or concerns about this survey, or need a copy in an
alternative format, please ring the Council on 01582 546528 or 01582 546228.

Thank you For taking part and good luck in the prize draw!

65
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Housing Satisfaction Survey 2023
& return by Friday 1 September

1 Taking Everydun%;nno account, how satisfied or dissatisfied areyou with the

service provided Borough Council housing services?
Neither
Very Fairly satisfied nor Fairly Very
satisfied satisfied dissatisfied ~ dissatisfied  dissatisfied
Ol O 0 0 O

satisfied or dissatisfied are you that Luton Borough Council housing services provides
a horne that is well maintained?

Neither
satisfied nor Fait
dissatisfied  dissati

O ]

Fairly
satisfied

(]

Ve
dissal:i?ﬁed
O

ﬁﬂs?ed
O

ed

Thinking abourt the condition of the property or buildin live in, how satisfied or
di 'dl'lled are you that Luton Borough Coundl housnng g:ru\nces provides a home dml:ls safe?

Neither
Very Fairly satisfied nor Fairly Very Mot applicabl
satisfied satisfied dissatisfied  dissatisfied  dissatisfied  don'tknow
O O O O O @]

Coyou live in a building with communal areas, either inside or outside, that Luton Borough
Council housing services is responsible For maintaining?
[] ves gotoQs § () Dont

[[] Mo gotoQs =»  know 90t0 Q6 =+

satisfied or dissat at Luto! h Council housi k
5 g'lmemse ormmunal algslg Indiwe alntalnne%?mug ound ng services keeps
Neither
Very Fairly satisfied nor Fairly Very
satisfied satisfied dissatisfied ~ dissatisfied  dissatisfied
O O O 0 O

@ www.arpsurveys.co.uk/luton
your unique code: 999abcd

Luton

Communication

H satisfied éilssan'sﬁed mu that Luton Borough Coundil housing services listens
_vu.lr\neus and acts upon ?

Neither
Ve Fairly satisfied nor Fairl_'% Very N
sansl?ed' satisfied dissatisfied  dissatisfied  dissatisfied
O O O O O O
:ssa?sﬁed that Luton Borough Council h ki
7 youmo 2hou |ngsd1aant?#5term#nm ah Council housing senvices keeps
either
V_’eg Fairly sansFled nor  Fairl  Very Not applicable/
satisfied dissatisfied  dissatisfied  dissatisfied  dontknow
O O O O O 0]

more abou e differ
5|on5

Contacting us

9 To what extent do you agree or disagree with the, Follmmng “Luton Borough Council
housing services treats me fairly and with respect’?

twaysyoumn et

Would you he interested in kn
in&ﬂveﬁommaveynursayon cDunu OUSING seTvices?

[7] ves
[ Ne

jour CDTSE"_I’D Luton

By ticking yes you give y
jou are For this question only

Council to know v

Strongly Meither agree Stromn
Agres Agree nor dl'sazgree Disagree disagree gy
O O O O O

1 o How satisfied or dissatisfied are you:

Fairly N4/ No
satlsrhyed satlsﬁed Neither dxsatls%ed dlssansfled opinion

clagmiseee O 0 O O O O
b. hﬁd\&l‘éﬁ llnese jces
powdedbycindtbosns 0 O O O O O

Have you contacted council housing services in the last 12 months with a query other than
Lo pay your rent or service charges?

(] ves gotoQ12 §
[]No gotoQla =

1

1 2 Thinking about the last time you contacted council housing services was it
[] Tofollow up on arepair
(7] something else

[ ] To contact your tenancy officer
[7] Arentorsenvice charge query
C‘ To report a repair

How satisfied or dissatisfied were you with the following?

13

sa\ﬁ‘eﬂ‘?‘ed saFt?;%l:d Neither dIssF:IIJ'rsl%ed dlss‘a:gsyﬁed ';:ﬁ.:P
> hesmesgmnabdd 0 g O O O O
D ey T g 0 O O O O
[ mggnaloutcome of your 0 0 O O 0 0

Neighbourhood

14

How satisfied or dissatisfied are you that Luton Borough Council housing services makes
a positive contribution to your neighbourhood?

Neither
Fairly satisfied nor Fai Very Mot applicabl
ﬁﬂs?ed satisfied dissatisfied  dissatisfied  dissatisfied ~ don'tkn
0 O 0O 0O O O

satisfied or dissatisfied are _Eu with Luton Borough Council housing services'
approach to handling anti-social behaviour?

15 3

Neither

Very Fairly satisfied nor Fairly Very Mot applicabl
satisfied satisfied dissatisfied  dissatisfied  dissatisfied  don'tknow
O O O O O O

How satisfied or dissatisfied were you with the following?

16

Salihid sitdhed Nelther discatibied cissatufied oalion
o 0O O a o o©
o 0O O
o 0O O

o 0O 0O

a. Your neighbourhood as a
place to%ve

b. The overall appearance of
your neighbourhood

C TI1 grounds maintenance,
a5 grass Cutting, in your
rea

O
O
d me% = Counti s a

o o
o o
o o

To what extent are the Following a problem in the neighbourhood?

D"'gjgm

17

g

Minor
problem

3

a. Noisy neighbours
b. Disruptive children [ teenagers
. Racial or other harassment
d. Drunk or rowdy behaviour
&. Vandalism and graffiti

F. Drug use or dealing
g. Abandoned or burnt out vehidles
h. Untidy bin or recycling areas

i. Lack of recycling fadilites

O:0:0:0:000.00
Qoooooooo
DDCCDCDDC%

Have you reported antisocial behaviour to coundil housing services in the last 12 months?

[C] Yes gotoQ19 § [l Mo gotoQz20 =»

18

How satisfied or dissatisfied were you with the following?

19

sa:[i:?‘ed saFtTSI#;d Melther dis::tils dlssatlrsyﬁed ri-fm F)lr?
afhgemegfrepotingyor 0 g g O O O
b hefahivesigation . 0 g g O O
Cheimemeede 0 O O O O O
¢ T“bgifh‘fpn;g‘"éré'*"y‘w“’m"é” 0O oo o o o




Appendix B. Example questionnaires

20 How much do you agree or disagree with these st about the neighbourhood? 27 m;mbnutthe last repair completed, how satisfied or dissatisfied were you with
ng:

Strongly  Tend to Tendto  Strongly M4/ Mo
agree agree  Neither disagree disagree opinion

IS 0 o o o o o

b. | Feel part of my local

Ve Fairly Fairi Very M.A/ Mo
satisfruyed satisfied Meither dissatisﬁeddissatisﬂed r;)nnuor(;

- Being told whe L O o 0O o o o

w

=4

Being able to make an

COMMUNItY O O O O O (@] " appointment J ad J J ad O
< feingkeptiffomed « [ O 0 ] O o}
Repairs & maintenance ‘g 0 O O O O O
21 q!g%grtlmfnrough Council housing services carried out a repair to your home in the last €. Artitude of workers [l d [l ] O O
f. Th Il quality of
[] Yes gotoQzz § wir e auality O a O | a O
[] Mo gotoQa? = S
S siegedzdm= O O O O O O
Esﬁed issatisfied are you wil e overall repairs service from Luton L
22 Bnroug nul?muﬂng SEMVICES over Elast 12 muna'?s? h. Ig"&';ﬂ Eﬁgg dane O O O O O @)
Neither . .
Very Fairly satisfied nor Fairly Very i. The workers doing the O O O O O O
satisfied satisfied  dissatisfied  dissatisfied  dissatisfied workyou expected
O O O O O
h sfied or d ed ith the way that Luton Borough
28 sl R e oy e uton Soroug

23 How satisfied ordlmtlsﬁedaed_yé)umd'l the time taken to complete your most
recent repair after you re

Ve Fairly Meither Fairl_'% Very
" sansl?ed satisfied satisfied nor  dissatisfied  dissatisfied
Meither

Very Fairly satisfied nor Fairly Very O
satisfied satisfied dissatisfied ~ dissatisfied  dissatisfied O U U U

e T —

24 How easy was it to report your last repair?

Very Fairly Fairly Very Mot applicable/ 29 Hav:nx?_c).l meade a complaint to Luton Borough Coundil housing services in the last 12
easy easy Meither difficult difficult don't know :
L] O J J O @] [J ves gotoQ30 |}

[ No goto Q31 =p

25 Did you get a text message confirming your repair appointment slot?

[] ves O Ne (O Notapplicable/ don't know 30 ;Imsa&sﬁnﬁg%&mﬁaed are%ou with Luton Borough Council housing services’

— either
. . Ve Fairly sansﬁed nor Fairl Very Mot applicable/
26 Was your repsirs appointment slot kept? sansl?ed satisfied dissatisfied  dissatisfied  dissatisfied  dontknow
Yes Mo Mot applicable/ don't know —
H - © u) O 0 0 O o
6

35 IF the Council offered any of the following support would it help you be more active 7
tick all that apply

Wellbeing

(7] More taster sessions at Council sports and leisure Facilities
[Z] More Family sessions at Council sports and leisure facilities
[C] More information about sports and physical activities opportunities

or any household member’s day to day activities limited due to a pl | or mental 7] Support in joining a club or leisure provider
31 hea h condition or illness which has lasted, or is expected to last, at least 1 n:hs?‘ . . .
[T Improving walking and cycling routes

These guestions are optional, but they help uf tc understand what issues tenants are Facing
and if there is any extra support we could o

[] Yes-limited a lot [C] other (write in} [

[[] Yes -limited a lictle () None of these

[ Ne

(© Prefer not to say 36 Is there anything else you would like to say about your home and the services we provide?

32 Dioes anyone in the household have caring responsibilities for a disabled, elderly pala il
or sick partner, relative or friend in need of support or supervision?

[Jves ] Ne () Prefer not to say

33 Are you aware that Total Wellbein _}g Luton can support you with the following range of
free health and wellbeing services?
X This is for general commentts only. IF you need a spedfic ea%'f.e For example o report a
tick all that apply repair, please ring the Coundl on 01582 546528 or 01582 &
I'm aware of
this service

I've NOT
used it

=

a. Stop Smoking

b. Weight management

c. Exercise

d. Social prescription

. Emotional health

F. Support with long term conditions
. None of these

Thank you

Please return in the enclosed freepost envelope For your chance to win £100!

oD ooOOo
L O O A
Qooo0o iz
oDoooo

34 How much activity do you do a week, such as brisk walking or other exercise that makes you
breathe faster or Feel warmer?

[ 1do more than 24 hours of activity per week

[7] Idobetween 30 minutes and 2% hours of activity per week
[7] Idoless than 30 minutes of activity per week

() Prefer notto say

www.arpsurveys.co.uk/luton L t
your unique code: 999abcd u on




Appendix B. Example questionnaires

Communication

Leaseholder Housing Satisfaction Survey 2023

How satisfied or

hat L Borough Coundl h li
& return by Friday 1 September YT Vs andact pon heg - 1on Boroush Counclocsing senics fens

Neither
W Fai i Fairl Ve N
Taking everything into account how satisfied or dissatisfied areyou with the saqjsl?ed satislf-“.l:d Sﬁféﬁ;gﬁgﬁr dima:rsﬁed d.‘s_r,aﬁ?ﬁed
1 service provided n%y Borough Council housing services?
Neither O O O O O O

th
Very Fairly satisfied nor Fairly Very
satisfied satisfied dissatisfied ~ dissatisfied  dissatisfied

7 How satisfied or dissatisfied are you that Luton Borough Council housing services keeps

] 0 ] M N you informed about things that matter to you?
either
Ve Fairly sansFled nor Fairl Very Mot applicable/
Thlnklnﬁ about :he building, how satisfied or dissatisfied are you that Luton sansl?ed satisfied dissatisfied  dissatisfied  dissatisfied  dontinow
2 Coundl housing services provides a property that is well maintained? _
Neither O O Oa a () o]
? Fairly satisfied nor Fai Very Mot applicable/
satisfied satisfied dissatisfied  dissatisfied  dissatisfied  don'Chnow
Would you be interested in knowing more about the different ways you can get
O O O O O @] 8 involved and have your say on the dedsions made by coundil housing services?
[7] ves By ticking yes you give your consent for Luton
3 Thinking about the condition of the building, how satisfied or dissatisfied are you that [ Ne ounE o Enow ou are for this question only
Luton gh Council housing services provides a property that is safe?

Neither
Very Fairly satisfied nor Fairly Very Mot applicable/ .
satisfied satisfied  dissatisfied  dissatisfied  dissatisfied  don'Cknow Contacting us

(| (] | | d O

9 To what extent do you agree or disagree with the, Follmmng “Luton Borough Council
housing services treats me fairly and with respect’?

4 Is the in a building with communal areas, either inside or outside, that Luton
Borough Council housing services is responsible for maintaining? Strongly Neither agree Strongly
y di Di di
[7] ves gotoQ5 ¥ [[] Mo gotoQs =» :m goto Qs =» Agres Agree nor disagres sagres sgree
O O O O O
satisfied or dissat at Luto! h Council housi k
5 g‘lmewse commur?;l algslg ncro alntalnne%?mug ound ng serices keeps 1 o How satisfied or dissatisfied are you:
Neith HA/ N
Very Fairly sansl"}eder:or Fairly Very satlsrhyed satlsF”':!;d Meither dxsatls%ed dlssansfled opinio c:
satisfied satisfied dissatisfied ~ dissatisfied  dissatisfied - ih
a. That coundil housing services
(] O (] (] (] are easy to deal wi | | O O O @]
b. hﬁd\&l‘éﬁ line se jces
Councl housi
provided by m O O O O O O
@ www.arpsurveys.co.uk/luton Lu ton
your unigue code: 999abed 2
1 1 Have you contacted council housing services in the last 12 months with a query other than 1 6 How satisfied or dissatisfied were you with the following?
to pay your service charges? ey Fairly Fairl; Very Mo
satis?ed satisfied  Meither d’xsatis%ed dissatisfied opinion
(] ves gotoQ12 § )
] No wtoQld =y a. gﬁglghhmmmd as a place 0 0 0 0 0 O
b. The overall appearance of the
1 2 Thinking about the last time you contacted council housing services was it neighbourhood O O | ad | O
[] Tocontactyour leasehold offcer [] Tofollow up on arepair (& Thg‘ grounds n'lalnnenam:ﬁ,E
‘as grass cutting, in
[ Asenice charge query (7] something else g g O ] d d O O
[ Toreporta repair d. Th 1L
“J.?ﬁh e counu s O ] Od a a O
1 3 How satisfied or dissatisfied were you with the following?
WR Farly Falrsl% Very  NA/No 1 7 To what extent are the following a problem in the neighbourhood?
satisfled satisfied Meither dissatisfied dissatisfied opinion Iexu- Minor Mota
a. The ease of getting hold of O O 0 0 0 O m problem prablem
the right person a. Moisy neighbours ] O (]
b. R\:&n&:&aken Lo answer O O O O O @) b. Disruptive children / teenagers O O O
¢ The final outcome of your = o O o O o c Racial or other harassment ™ O O
query d. Drunk or rowdy behaviour [ O [
e. Vandalism and graffici O O O
. F. Drug use or dealing [ O O
NelghbourhOOd g. Abandoned or burnt out vehicles ] [l [
1 4 How satisfied or dissatisfied are you that Luton Borough Council housing services makes h. Untidy bin or recycling areas g g g
a positive contribution to the neighbourhood? i. Lack of recycling Facilities O O O
Fair S Fai ve ble/
airly sal: nor i v Not applicabl fooci i i i ices i 7
ﬁﬂs?ed cateiod i ed  diaibed  dissacfied | coitis 1 8 Have you reported antisocial behaviour to coundil housing services in the last 12 months?
¥ ko Q19 N to
0 0 0 0 0 9] [] Yes gotoQ19 § [[JNo gotoQ2o =
1 5 How satisfied or dissatisfied are {:u with Luton Borough Council housing services” 1 9 How satisfied or dissatisfied were you with the following?
approach to handling anti-sodial behaviour? Ve Eai Eail very NA/MNo
Neither satisl?ed satls#;d Meither dissatishied dissatisfied opinion
Very Fairly satisfied nor Fairly Very Mot applicable/
satisfied ~ satisfied dissatisfied  dissatisfied  dissatisfied  dont know 3 Thg sase of reporting your o 0O 0o o o o
O O O ] ] @] b. That a thorough investigation
was carried out

your ASB complaint

d. Thatyour were kept informed
about progress on your ASE
complaint

o o o O o o
. The time taken to respond to 0 0 0 0 0 O
o o o O o o




Appendix B. Example questionnaires

20 How much do you agree or disagree with these st about the neighbourhood? 27 Thinkirg about the last communal repair completed, how satisfied or dissatisfied were
you with the following:
stongly Tendlo  her dendto  Strongly 1A i Ve Fairly Fairl Very  NA/No
agree agree either  disagree  disagree  opinio setisfrlyed satisfied Meither dissat‘ls}’ieddissat‘lsﬂed opinion
a. This is a place where people .
from different backgrounds 0 3. Being told when
get on well togetheslEl O O — O O O workers would call | O O ] a O
— b. Being able to make an
> iy ™ O 0o 0O O o o appontment 0O O 0O O 0O O
. Being kept informed
throughout the process O O O O O O
Repairs & maintenance dSpeedwihwhichwork g g o)
started
21 Has Luten Borough Council housing services carried out a communal repair o your e. Artitude of workers [} d [l ] ad Q
, block or scheme in the last 12 months?
f. The overall quality of
[] ¥es gotoQe2z § work 0 o o | a O
[ Ne gotoQ27 = Keeping dirt and mess
g tt‘)?gp miﬁimum Od a O Od a C
How satisfied or dissatisfied are you with the overall repairs service from Luton ir bai
22 Borough Council housing serviuejéower the last 12 mmllz)l'?s? h. T,.',-"gehf rsIEI?:':gg done O O O O O O
Neither i. The workers doing the
Very Fairly satisfied nor Fairly Very Mot applicable/ N - O O ] ] a O
satisfied ~ satisfied dissatisfied  dissatisfied  dissatisfied  clon© know workyou expected
. O 0 0 U O 28 Generally, how satisfied or dissatisfied are you with the way that Luton Borough
Coundl housing services deal with repairs and maintenance?
23 How satisfied or dissatisfied are you with the time taken to complete your most Neither
recent repair after it was reported? Vel Fairly satisfied nor Fﬁil‘l_'% Very Not applicable/
" sansl?ed satisfied dissatisfied  dissatisfied  dissatisfied  dontknow
Meither
Very Fairly satisfied nor Fairly Very Mot applicable/ ] O O O O C
satisfied satisfied dissatisfied  dissatisfied  dissatisfied  don'tknow
TR Complaints ey
24 How easy was it to report your last repair?
3 . . Have meade a complaint to Luton Borough Coundil housing services in the last 12
Very Fairly Fairly Very Mot applicable/
easy easy Meither difficult difficult don't know 29 mnnnx?':‘-l
L] O J J O @] [J ves gotoQ30 |}
[ No goto Q31 =p
25 Did you get a text message confirming your repair appointment slot? —_—
[] Yes O Ne (O MNotapplicable/ don't know 30 ;'Fmpmsggﬁﬂg%&%ﬁgﬂiﬁg%w with Luton Borough Council housing services
v pl Fairly Ed:ier Fairl, Ve licab
H i e i satisfied nor all Ty Not applicable/
26 Was your repairs appointment slot kept? i satisfied dissatisfied  dissatisfied  dissatisfied  dontinow
[] ves ] Ne (O Mot applicable/ don’t know

(] (| a a ] O

35 IF the Council offered any of the Following support would it help you be more active 7
tick all that apply

Wellbeing

(7] More taster sessions at Council sports and leisure Facilities
[Z] More Family sessions at Council sports and leisure facilities
[C] More information about sports and physical activities opportunities

Are or any household member's day to day activities limited due to a ical or mental Support in joining a dub or leisure provider
31 heagh condi?:m or illness which has lasted, or is expected to last, at leastql months? . . .
[T Improving walking and cycling routes

These questions are optional, but they help us to understand what issues leaseholders are
facing and if there is any extra support we could offer.

[] Yes-limited a lot [C] other (write in} [

[[] Yes -limited a lictle () None of these

[ Ne

() Prefer not to say 36 Is there anything else you would like to say about the services we provide to leaseholders?

32 Dioes anyone in the household have caring responsibilities for a disabled, elderly pala il
or sick partner, relative or friend in need of support or supervision?

[Jves ] Ne () Prefer not to say

Are you aware that Total Wellbeing Luton can support you with the Following range of
33 free health and wellbeing services?

This is For general comments only. IFyou need a spedific For example o report a
tick all that apply o 528 or 01582 ﬁ%zza

repair, please ring the Coundl on 01582 546

I'm aware of I've I've NOT
this service iFyes used it used it
= Sop Smokig o .= 9.0 Thank you
b. Weight management O — O O
c. Exercise O — O O Please return in the enclosed freepost envelope For your chance to win £100!
d. Social prescription ] — ] (]
e Emational health O — O 0
f. Support with long term conditions [ — O | Elj:mz-sear-:h_.
g. Mone of these @]

34 How much activity do you do a week, such as brisk walking or other exercise that makes you
breathe faster or Feel warmer?

[ 1 do more than 24 hours of activity per week

[7] Idobetween 30 minutes and 2% hours of activity per week
[7] Idoless than 30 minutes of activity per week

() Prefer notto say

www.arpsurveys.co.uk/luton Lu ton
your unigue code: 999abed




Appendix C. Data summary

70

Please note that throughout the report
the quoted results typically refer to the
‘valid’ column of the data summary if it
appears.

The ‘valid’ column contains data that has
been rebased, normally because non-
respondents were excluded and/or
question routing applied.

Weighting has been applied to this data
to ensure that it is representative of the
entire population (see Appendix A).
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