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Executive Summary 

Arches Housing commissioned the National Housing Federation (NHF)õs Feedback service to carry 

out a STATUS survey.  The postal survey took place between February and March 2011. 

 

Tenant satisfaction at Arches Housing  
Just over two fifths of tenants (43%) responded to the survey and the levels of satisfaction with 

homes and services are demonstrated in the following key findings (excluding no opinions/canõt 

remember), with the figures from the 2007 survey given in brackets: 

 All aspects of the actual repair work are rated as ògoodó or òvery goodó by 85% or more of 

tenants who had a repair completed in the last 12 months (85%) 

 80% find staff helpful (85%) 

 79% feel that Arches Housing keeps them informed (83%) 

 77% feel they obtain good value for money from their rent (72%) 

 77% are satisfied with the services provided by their landlord (78%) 

 76% are satisfied with the quality of their home (75%) 

 72% are satisfied with the neighbourhood as a place to live (70%) 

 71% are satisfied with the overall repairs and maintenance service (73%) 

 71% are satisfied with the general condition of their property (72%) 

 69% think that their landlord takes account of their views (70%). 

 
Arches HousingΩǎ tenants 

The survey found: 

 

 Over a third of households are family households (37%).  Older tenants are found in just 

under a fifth properties (18%).  Adult households (single tenants or couples under 60 years 

old with no children) make up 27% of the households.   

 

 Half of the households have a member who has a long-term illness, health problem or 

disability which limits their daily activities (50%) and 5% of tenants said that they have 

someone living in their household who uses a wheelchair. 

 

 Half of Arches Housingõs tenants are White British households (50%), with 43% Black and 

Minority Ethnic tenants.   
 

 In terms of economic status, just over a quarter of principal tenants (28%) and partners 

(29%) are in employment.  Unemployment is running at 16% for principal tenants and 13% 

for partners.  Over a third of principal tenants are outside employment (21% permanently 

sick or disabled and 14% at home looking after family). A sixth of principal tenants (16%) and 

partners (17%) are retired.   

 

 Almost three quarters of households receive housing benefit (73%) and the majority of 

Arches Housingõs households are on incomes under £300 per week (89%).  Few households 

have incomes over £500 per week (1%).   
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 The majority of tenants classed their sexual orientation as heterosexual (78%), although 

some preferred not to say (16%). 

 

 41% of tenants are Christian, while 32% are Muslim. Only a small percentage of tenants had 

other religions (2%), while many tenants said that they have no religion (19%). 

 
 
Key performance indicators  
When the results for Arches Housing are compared with the Tenant Services Authority (TSA)õs 

national figures, satisfaction with overall services at the Association (76.6%) is 6.6% below the TSAõs 

2010 average rating (83.2%).  The result places Arches Housing in the fourth quartile (Quartile 4), 

some 2.2% below the cut off point for the third quartile, but 4% above the lowest 10% of registered 

social providers.   

 

Table 1. Satisfaction with services provided by 
landlord ς TSA performance indicator 

% satisfied 

TSA Top 10th centile (2010) 90.4% 
TSA PI Upper Quartile (2010) 87.4% 
TSA PI Average (2010) 83.2% 
TSA PI Lower Quartile (2010) 78.8% 
Arches Housing 76.6% 
TSA Bottom 10th centile (2010) 72.6% 

 

Satisfaction with the overall repairs and maintenance service at Arches Housing (70.8% including 

ôdonõt knowõ responses) is 7.6% below the TSAõs 2010 average (78.4%).  The rating for Arches 

Housing is below the TSAõs Quartile 3 cut off point of 72.0% placing the Association in Quartile 4.   

 

Table 2. Overall satisfaction with repairs and 
maintenance service ς TSA performance indicator 
όƛƴŎƭǳŘƛƴƎ ŘƻƴΩǘ ƪƴƻǿǎύ  

% satisfied 

TSA Top 10th centile (2010) 86.8% 
TSA PI Upper Quartile (2010) 83.4% 
TSA PI Average (2010) 78.4% 
TSA PI Lower Quartile (2010) 72.0% 
!ǊŎƘŜǎ IƻǳǎƛƴƎ όƛƴŎƭǳŘƛƴƎ ŘƻƴΩǘ ƪƴƻǿǎύ 70.8% 
TSA Bottom 10th centile (2010) 66.0% 

 

 

When the result for Arches Housing for satisfaction with the account taken of views (62.1% including 

ôno opinionõ responses) is examined, Arches Housingõs rating is 2.0% below the TSAõs 2010 average 

rating (64.1%). The rating is 3.2% above the lowest quartile cut off (58.9%) placing the Association in 

the third quartile (Quartile 3).   
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Table 3. Satisfaction that views are taken into 
account ς TSA performance indicator (including no 
opinions)  

% satisfied 

TSA Top 10th centile (2010) 74.2% 
TSA PI Upper Quartile (2010) 70.0% 
TSA PI Average (2010) 64.1% 
Arches Housing (including no opinions) 62.1% 
TSA PI Lower Quartile (2010) 58.9% 
TSA Bottom 10th centile (2010) 52.6% 

 

 

Notes:  

The latest performance figures available from the Tenant Service Authority (TSA) are for 2010 and are based on all 

tenants. The figures for Arches Housing in Table 2 include ôdonõt knowõ responses and in Table 3 include ôno opinionõ 

responses in the base to match the TSAõs requirements.   

 

Throughout the report however ôdonõt knowõ, ôcanõt rememberõ and ôno opinionõ responses are excluded from the 

presentation of the results.  This is to match the NHFõs consistent approach to reporting, comparing and 

benchmarking over the last 10 years and is a format widely used and recognised by market research companies. 

 
 
Conclusion 
The results from the survey demonstrate that the majority of tenants believe that Arches Housing is 

providing a good housing service.  Overall, 77% of tenants were satisfied with landlord services ð 

similar to the level found in the previous survey in 2007 (78%).  Tenant satisfaction ratings for the 

home (76%), value for money (77%), being kept informed (79%) and the helpfulness of staff (80%) 

were relatively high; while the individual aspects of the repairs service (85% - 95%) were rated even 

more highly.  

 

The similar rating compared with four years ago for landlord services is perhaps to be expected given 

the relatively small increases and decreases in satisfaction ratings found between the two surveys.  

Few, if any, changes are outside the margins of errors when comparing the results and therefore of 

statistical significance.  The latest survey found small rises in satisfaction since 2007 with the quality of 

the repair work, the neighbourhood, the information given about when the workers would call, the 

ability of workers to minimise dirt and mess and value for money (2% to 5% higher).  The increase in 

the rating for value for money is particularly encouraging given the low incomes of Arches Housing 

tenants.  The survey also found some areas where satisfaction has fallen ð customer contact (ease of 

contacting staff, helpfulness of staff, ability of staff to deal with problems and satisfaction after 

contact), the overall repairs service, speed of repair workers and being kept informed (2% to 5% 

lower). 

 

When Arches Housingõs ratings are compared with a peer group of landlords and the NHFõs 

averages, the Associationõs tenant ratings were on some occasions close to the average ratings, 

however on many occasions the ratings were below average.  The areas where Arches Housingõs 

ratings were significantly below the NHFõs averages included overall services, the home, condition of 

property, the overall repairs service, satisfaction after contact and the neighbourhood (9% to 12% 

lower).  This is perhaps to be expected as Arches Housing operates in an inner city and has a much 
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younger tenant population and a higher percentage of BME tenants compared with many other social 

landlords. 

 

Mixed or static results can be difficult to interpret for a landlord ð especially if there has been 

significant investment in homes and service delivery improvements implemented since the previous 

survey.  The latest survey found areas and opportunities where performance and service delivery can 

be improved and Arches Housing should use the results of the survey to inform any stock 

investment programme and service improvements and should be used to promote the work of the 

Association.  

 

Repairs and maintenance service 
The repairs and maintenance service was identified as the most important service by tenants.  The 

results of this survey show that 71% of tenants were satisfied with this service.  Tenants awarded 

high ratings for many aspects of the repair work (85% - 95%).  Arguably, given these high ratings 

(from tenants who have used the service in the last 12 months), the overall rating from tenants 

should be higher and it is difficult to understand why 20% of tenants are dissatisfied with the service.  

The high levels of satisfaction with the repairs service may need to be communicated to tenants as 

the survey revealed that tenants who had used the service recently rated it more highly than those 

who had not (5% higher).  

 

When compared with other landlords in the peer group, the ratings for the aspects of the repair 

work were close to average, with the exception of the overall performance which was considerably 

below average.  Satisfaction with the overall repairs service was 2% lower than the level found in 

2007, which is at odds with some of the increases in satisfaction for aspects of the service although 

satisfaction with the speed of the workers has fallen (4% lower) over the last four years. 

 

The survey found that satisfaction with the repairs service was one of the main drivers of overall 

satisfaction with the landlord.  The Association should consider reviewing certain aspects of the 

repairs service and promoting the high satisfaction ratings for many of the aspects of the repairs 

service. 

 
Quality of the home and property condition 
Satisfaction ratings for the home and condition of the property have remained at similar levels at 

Arches Housing over the last four years; with the quality of the home (76%) rated more highly than 

the condition of the property (71%).  The latest survey found that the quality of the home is 

becoming more important to tenants with more tenants considering it to be one of the three most 

important services in 2011 than in 2007 (7% higher). 

 

Customer contact 
Arches Housingõs ratings for all four measures of customer contact have fallen since the previous 

survey in 2007 (2% to 5% lower).  The helpfulness of staff is now rated some 5% lower than the 

rating from four years ago ð the largest decrease recorded in the survey.  This message will obviously 

need sensitive handling internally, although other factors such as changing practices linked to delivery 

of services may be a contributory factor.  Arches Housingõs performance for customer contact was 

rated lower than average in the peer group and lower than the NHFõs average ratings (with the 
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exception of ease of contact).  Key driver analysis found that satisfaction with the final outcome, 

followed by the ability of staff to deal with the enquiry were important influences on overall 

satisfaction for Arches Housingõs tenants ð which may help to identify particular areas on which to 

focus.   

 

Neighbourhood and anti-social behaviour  
The latest survey found that in 2011 more tenants felt positive about their neighbourhood ð with a 

small increase in satisfaction of 2% since 2007.  In terms of local problems, rubbish or litter was 

clearly the main issue (identified as a problem by 42% of tenants) followed by car parking, disruptive 

children/teenagers, drug use or dealing and noisy neighbours ð all reported by more than a quarter of 

tenants.  Encouragingly though, the 2011 survey found that the percentage of tenants reporting 

problems had fallen for every issue (2% to 7% lower). 

 

The survey found that 13% of tenants had reported anti-social behaviour to Arches Housing in the 

last 12 months. The latest survey found that tenantsõ ratings for aspects of the reporting and handling 

of their report of anti-social behaviour differed quite considerably in some respects from those in 

2007 (15% lower to 18% higher). 

 

Communications and tenant involvement 
Taking tenantsõ views into account was found to be a driver of overall satisfaction at Arches Housing 

and in this area performance was close to average in the peer group.  The survey collected 

information as to which methods tenants prefer their landlord to use to inform, consult or involve 

them.  These findings can be used to develop further tenant involvement at Arches Housing. 

 

Geographical subgroups 
The results from tenants were split into six geographical areas and the survey did find some 

differences, some of which may require further investigation once tenant demographics, property 

type, stock condition and neighbourhood/environmental issues are taken into account.  
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1. Introduction 

The National Housing Federationõs Feedback service was commissioned to undertake an independent 

survey of Arches Housingõs tenants to collect data on their opinions of and attitudes towards their 

landlord and the services provided.  The STATUS questionnaire collects information used for three 

of the Tenant Services Authorityõs Key Performance Indicators.   

 

1.1 About STATUS 

The survey used the STATUS questionnaire, based on a standardised resident satisfaction survey 

developed by the National Housing Federation (NHF) funded by an Innovation and Good Practice 

Grant from the Housing Corporation.  

 

The original STATUS questionnaire was designed to be used by social landlords to survey residents.  

It was designed to be a baseline survey, which can be repeated after a number of years, and allows 

for the comparison of data between different social landlords.  Since then the Housing Corporation 

has ceased to exist and its regulatory role has passed to the Tenant Services Authority (TSA).  The 

TSA is an independent regulator charged with promoting and championing the interests of residents 

in social housing in England.   

 

In 2009 the TSA carried out a national conversation to inform the new regulatory framework and 

the standards by which landlord performance will be judged. The new approach to regulation saw a 

greater emphasis placed on the relationship between landlords and their residents at the local level - 

one where residents are at the heart of shaping, influencing and monitoring the services they receive.  

The standards focus on six areas: resident involvement and empowerment, the home (including 

repairs and maintenance), the tenancy (including allocations and rent), neighbourhood and 

community (including anti-social behaviour), value for money, and governance and financial viability. 

 

For residents this means a greater focus on issues that matter the most to them (such as repairs, 

tackling anti-social behaviour and affordable rents), more opportunities to have their say, get involved 

and hold their landlord to account, and more feedback from the landlord, including an annual report 

setting out just how well the landlord is doing against local standards that have been set to 

complement the national standards.   

 

Seeking to embed a customer focus in the way social landlords prioritise investment, shape services 

and make decisions is not a new concept. Increasingly, many landlords are seeing this kind of 

approach as good business sense ð a way to differentiate their services from those of other providers 

by ensuring resources are focused on the right things and that the services they provide are what 

residents want. 

 

Meaningful involvement places a focus on the resident as an empowered consumer and delivers 

better services by ensuring that residents are able to influence service design and hold their landlord 

to account for performance.  Undertaking STATUS surveys is just one of many different methods of 

involvement which landlords use to engage with their residents as part of a wider and coordinated 

customer engagement strategy. 
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In October 2010 the coalition government announced that the TSA will be abolished from April 

2012 with reduced regulatory functions moving to the Home and Communities Agency, however it 

recognised many of the strengths of the new standards.  

 

1.2 Aims of the survey 

The aim of the survey was to provide data on resident satisfaction, which would allow Arches 

Housing to: 

 Present an up to date demographic and socio-economic profile of Arches Housingõs tenants  

 Provide an up to date picture of residentsõ satisfaction with their homes and with the 

services Arches Housing provides 

 Compare the performance of Arches Housing as a landlord with that of other social 

landlords who have undertaken STATUS surveys 

 Compare the current performance against previous surveys where possible 

 Inform decisions regarding service reviews.  

 

1.3 How the findings are presented 

This report presents the findings of the survey for all tenants.  The report focuses on the key findings 

of the survey and the results are analysed by:  

 geographical management area 

 key strands of diversity 

 comparison with previous STATUS surveys, and 

 comparison with the results from other landlords. 

 

Key driver analysis is used to explore and highlight which elements of the service or customer care 

drive overall satisfaction.  A comparison is made with the previous surveys also conducted by 

Feedback in 2007, 2004 and 2001.  The report includes topline findings for quick reference in the 

appendices and accompanying this report is a full set of data tables.   

 

1.4 Survey methodology 

Planning 

Planning for the survey took place in January 2011.  A postal methodology was adopted for the 

research as this provides a cost effective way of surveying tenants and follows the TSAõs 

recommendations for STATUS surveys.  Arches Housing supplied Feedback with background 

information on the properties in management drawn from Arches Housingõs database, including 

information on property type and management area. This information was used for the 

administration of the survey, to control the mailing process and to ensure the statistical reliability of 

the survey. 

 

Sampling and subgroups 

A decision was made to undertake a census of all tenants, the results were then further broken 

down into six geographical subgroups. 
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Fieldwork 

The survey was planned to take place during a six-week period. Three individual mailings took place. 

Feedback carried out the administration of the first mailout, which was sent out on 14th February 

2011. This consisted of a copy of the questionnaire, a covering letter written by Feedback (see 

Appendix 1) and a reply-paid envelope.  All questionnaires were returned to Feedback. After two 

weeks, Feedback sent any resident who had not responded a reminder postcard asking them to 

complete the questionnaire. Feedback sent a second covering letter, questionnaire and reply-paid 

envelope to residents who had still not returned the questionnaire after a further two weeks. The 

survey closed on 4th April and the final questionnaires were then sent for data entry.   

 

Incentives 

Incentives were used to boost the response rate.  Three questionnaires were drawn at random from 

those returned and the lucky winners won Meadowhall shopping vouchers of £150, £100 or £50.   

 

1.5 Questionnaire design 

One of the four STATUS questionnaires (4NA ð the general needs questionnaire) was used in the 

survey.  The questionnaire comprised 43 questions on eight pages.  A copy of the questionnaire can 

be found in Appendix 2.   

 

1.6 Response rates 

The overall response rate for tenants was 43%, returning 360 of the 836 questionnaires ð just below 

the 2007 response rate (45%).   The response from tenants was slightly lower than the return rates 

found at other landlords who have undertaken STATUS surveys in the last year.  See Figure 1.1 

below for the full figures and returns rates. 

 

1.7 Accuracy 

For the overall results, Feedback aims at +/-4% accuracy at the 95% confidence level which complies 

with both the TSAõs and the CLGõs recommendations.  This means that, for example, if 35% of 

tenants answered òYesó to a particular question, there are 95 chances out of 100 that the correct 

figure for all tenants ð including those who did not respond and those who were not included in the 

survey - would be between 31% and 39%.   

 

For Arches Housing, when the data is analysed for all tenants, 360 responses were achieved. This 

response was high enough to conclude that any figures quoted at this level are accurate to within +/-

3.9%. The raw data has been checked to take into account any differences between the responding 

tenants and the total tenant population.  As the data was representative, weightings were not applied.   
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Figure 1.1 Client group Number 

of 

tenants 

Sample 

size 

Number 

returned 

Response 

rate 

Sampling 

error (%) 

Brightside/Wincobank 151 151 71 47% ±8.5% 

Ellesmere/Burngreave 184 184 69 38% ±9.3% 

Firvale/Page Hall/Grimesthorpe/Firth Park 190 190 80 42% ±8.4% 

Rotherham 46 46 13 28% ±22.7% 

Tinsley/Darnall/Attercliffe 225 225 106 47% ±7.0% 

Other districts 40 40 21 53% ±14.6% 

      

All tenants 836 836 360 43% ±3.9% 

 

1.8 Notes to figures 

Throughout this report, the figures show the results as percentages and base numbers are also 

shown where appropriate.  

 

Rounding 

Throughout this report, the vast majority of figures show the results as percentages.  The 

percentages are rounded up or down from one decimal place to the nearest whole number, and for 

this reason may not in all cases add exactly to 100%.  Rounding can also cause percentages described 

in the supporting text to differ from the percentages in the charts by 1% when two percentages are 

added together.  In some parts of the report percentages are expressed to one decimal place.   

 

Multiple response questions 

In some figures, totals do not add to 100 because they are based on responses to a number of 

questions or because respondents were invited to make more than one response to a single 

question.  

 

Excluding ôdonõt knowõ and ôno opinionõ 

In general, in line with the convention for satisfaction surveys, only valid responses to questions have 

been included and all non-valid responses (for example, where a response to a question has not been 

stated) have been excluded.  Responses such as ôno opinionõ, ôcanõt rememberõ or ôdonõt knowõ 

(where these were possible responses to questions) are also excluded from the base in this report.  

Where these results are excluded this is noted in the written comments and charts. 

 

1.9 Acknowledgements 

Our thanks go first to the tenants of Arches Housing who took part in the survey.  We would also 

like to thank the staff of Arches Housing for their assistance with the project, and our particular 

thanks go to Jamie Taylor for his help throughout the project.  



 

 

Page - 14 National Housing Federationõs Feedback Service ð Main Report 

2.  Arches HousingΩs tenants 

 

The following chapter examines the household demographics of Arches Housingõs tenants.     

 

2.1  Length of tenancy  

A fifth of tenants have been with Arches Housing for less than two years (21%), while over a third of 

have been tenants for between 2 and 10 years (37%). Even more tenants have been with Arches 

Housing for more than 10 years (41%), including 16% who have been with the same landlord for 

more than 21 years.   

 

2.2 Household composition 

A large proportion of households are family households (37%), with more one-parent families (22%) 

than two-parent families (15%).  Adult households ð couples or single tenants aged under 60 and 

living in a household without children ð make up 27% of the households.   

 

Older tenants are found in just under a fifth of the properties (18%), with more single households 

(10%) than older couples (8%).  A number of households contain three or more adults (8%) and 10% 

have other household compositions. 

 

Two thirds of tenants who completed the questionnaire (classed as the principal tenant) were female 

(67%).   

 
 

2.3 Age of tenants and disability  

The mix of household types is also reflected in the age of the principal tenant.  A high percentage of 

tenants are under 60 years old (78%) ð with 21% under 34 years old.  Just over a fifth of tenants 

were over 60 years old (22%), with 5% aged between 75 and 84 years old and just 1% aged 85 or 

over.       

9%

12%

17%

20%

25%

16%

1%

Figure 2.1 Length of tenancy (Base 356 tenants)
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Despite the relatively young tenant population, a high percentage of tenants (50%) said that there 

was a member of the household with a long-term illness, health problem or disability which limits 

their daily activities. 5% of tenants said that they have someone living in their household who uses a 

wheelchair. 

 

2.4 Ethnic origin 

Half of Arches Housingõs tenants are White British households (50%).  According to the TSAõs 

definition, which includes White Irish and White Other tenants, 43% of tenants are Black and 

Minority Ethnic (BME) households.  Some of the largest groups of tenants are Pakistani (12%), African 

(10%) and Caribbean (6%) tenants. 6% of tenants refused to answer the question. 

 

 

22%

7%

6%

9%

5%

1%

28%

17%

4%

Figure 2.2 Age of principal tenant

85+ years

75-84 years

65-74 years

60-64 years

55-59 years

45-54 years

35-44 years

25-34 years

16-24 years

White-British, 
50.3%

Pakistani, 
11.7%

African, 
10.3%Caribbean, 4.2%

Other-Other, 
4.2%

Bangladeshi, 
2.5%

Other White, 
1.9%

White & Black 
Caribbean, 1.9%

Other Black, 
1.9%

Other mixed, 
1.7%

Other Asian, 
1.7%

White & Asian, 
0.8%

White-Irish, 
0.3% Indian, 0.3%

Refused/ Not 
answered, 6.4%

Figure 2.3 Ethnic origin of principal tenant  (Base 360 tenants)
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2.5 Economic status 

In terms of economic status, just over a quarter of principal tenants are in employment (13% in full-

time employment, 11% in part-time employment and 4% self-employed), and a similar percentage of 

partners or spouses are working (29%).  Unemployment is running at 16% for principal tenants and 

13% for partners.  A third of principal tenants are outside employment (21% permanently sick or 

disabled and 14% at home looking after family). Around one in six principal tenants and partners are 

retired (16% - 17%).   

   

 

2.6 Income levels and sources of income 

Almost three quarters of households receive housing benefit (73%).  The table below (Figure 2.5) 

shows the sources of household incomes for tenants. 

 

 Figure 2.5 Sources of income All tenants 
(Base 331) 

Child benefit 44% 

Income support 41% 

Tax credits 38% 

Earnings from employment or self-employment 26% 

Other state benefits 23% 

State pension 18% 

Pension from a former employer 5% 

Other sources e.g. rent 3% 

Other kinds of regular allowance from outside the household 1% 

Interest from savings, etc. 0% 

No source of income 0% 

In 
employment:pa

rt time, 11%

Self-employed, 
4%

Government 
training, 1%

Unemployed 
and available 
for work, 16%

Retired, 16%

Full-time 
student, 2%

At home/ 
looking after 
family, 14%

Permanently 
sick /disabled, 

21%

Other, 1%

Figure 2.4 Work status of principal tenants (Base 319 tenants)
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The vast majority of Arches Housingõs households are on incomes under Ã300 per week (89%).  Few 

households have higher incomes, although some are over £500 per week (1%).    

     

 

 

2.7 Sexual orientation 

The majority of tenants classed their sexual orientation as heterosexual (78%), although some 

preferred not to say (16%). 

 

  

32%

39%

17%

7%

3%

1%

Figure 2.7 Household net income (Base 263)

£500-£599

£400-£499

£300-£399

£200-£299

£100-£199

Up to £99

78.1% 4.0% 15.7%

General needs tenants (Base 274)

Heterosexual 78.1%

Gay man 0.0%

Gay woman 0.0%

Bisexual 2.2%

Other 4.0%

Prefer not to say 15.7%

Figure 2.7 Sexual orientation 
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2.8 Religion 

Two fifths of tenants (41%) are Christian and 32% of tenants are Muslim.  Few households were of 

any other religion (2%), while some tenants preferred not to say (6%).   

 

 

  

18.9% 40.9% 32.0% 6.1%

General needs tenants (Base 328)

None 18.9%

Christian (All denominations) 40.9%

Muslim 32.0%

Any other religion 1.8%

Buddhist 0.3%

Prefer not to say 6.1%

Figure 2.8 Household religion
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3. Arches IƻǳǎƛƴƎΩǎ satisfaction ratings 

The following analysis of results includes the views of Arches Housingõs tenants.  Commentary is also 

given in this chapter where there is a noticeable difference in satisfaction between the different areas 

identified as subgroups in the survey - full details can be found in Appendix 3.  Please note that the 

percentages quoted in the text and graphics may not always add up to 100% because of rounding.   

 

3.1  Overall satisfaction with services 

Tenants were asked, òTaking everything into account, how satisfied or dissatisfied are you with the 

services provided by your landlord?ó and the majority of Arches Housingõs tenants were satisfied 

(77%).  The survey found that considerably more tenants were òfairly satisfiedó (45%) than òvery 

satisfiedó (32%).  A number of tenants were dissatisfied with the overall services provided by the 

Association (14%) ð although only 6% were very dissatisfied.     

 

 

Satisfaction at district level - There was a small difference in overall satisfaction at the subgroup level, 

with more tenants in Rotherham (100%) satisfied with landlord services compared with tenants living 

in other areas (75% - 81%) ð especially those in Other districts (65%) and Ellesmere and Burngreave 

(69%).   

 

As the chart below shows (Figure 3.2), overall satisfaction with landlord services amongst tenants 

varied only slightly by some of the key diversity strands ð ethnicity and gender - while the results for 

satisfaction by age reveals a lower level of satisfaction amongst tenants under 35 years old.   

 

Note: throughout this chapter some of the results when analysed by key strands of diversity have to 

be treated with caution due to the small number of tenants in some groups.  Analysis by sexual 

orientation is not possible due to the low numbers of tenants with a stated sexual orientation other 

than heterosexual.    

 

32% 45% 9% 8% 6%

Figure 3.1 Taking everything into account how satisfied or dissatisfied tenants 
are with services provided by  their landlord (Base 355 tenants)

Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied
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3.2  Other key services 

Just over three quarters of tenants were satisfied with the quality of the home (76%) and value for 

money (77%).  Satisfaction with the condition of the property (71%) and the neighbourhood (72%) 

was slightly lower, with dissatisfaction at its highest with the condition of the property (19%).   

 

 
Satisfaction at district level ð Tenants in Rotherham awarded 100% satisfaction ratings for the 

condition of the property, quality of the home, neighbourhood and value for money.  

 

In the other areas, satisfaction with the quality of the home was its highest in Tinsley, Darnall and 

Attercliffe (86%) ð much higher than in Ellesmere and Burngreave, Firvale, Page Hall, Grimesthorpe 

and Firth Park and Other districts (68% ð 71%).  The condition of the property and value for money 

were rated higher in Other districts (76% and 89% respectively) and Tinsley, Darnall and Attercliffe 

(76% and 82% respectively).  Tenants in Brightside and Wincobank gave the lowest satisfaction rating 

for the condition of the property (62%).  The neighbourhood was very popular in Other districts 

(100%), and much less so in Firvale, Page Hall, Grimesthorpe and Firth Park (55%). 

11%
13%
13%

9%
16%

15%
13%

10%
13%

16%

15%
13%

14%

79%
77%
75%

80%
76%

77%
76%

80%
79%

70%

75%
79%

77%

Other religion (110)
Christian all denominations (134)

No religion (61)

Male (108)
Female (217)

No disability (170)
Disability (172)

Over 60 (71)
35-59 (188)

Under 35 (69)

BME (154)
White British (181)

All tenants (355)

Figure 3.2 Satisfaction with with overall services by key diversity 
strands

% Satisfied % Dissatisfied

71%

72%

76%

77%

10%

12%

8%

13%

19%

16%

16%

10%

General condition of property

Neighbourhood 

Overall quality of home

Value for money 

Figure 3.3 Satisfaction in other key areas  (Base 323 - 342 tenants)

Satisfied Neither Dissatisfied
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As the chart below shows, satisfaction with the quality of the home varied amongst tenants to some 

degree by some of the key diversity strands ð ethnicity, age and gender of the principal tenant. 

 
 

Satisfaction with the condition of the property varied slightly amongst tenants depending upon the 

principal tenantõs ethnicity and gender, while satisfaction varied considerably depending on the age of 

the principal tenant. 

 

11%

13%

20%

10%

18%

15%

16%

5%

16%

21%

19%

12%

16%

81%

80%

66%

82%

74%

76%

77%

92%

78%

60%

75%

79%

76%

Other religion (107)

Christian all denominations (128)

No religion (59)

Male (102)

Female (210)

No disability (165)

Disability (165)

Over 60 (65)

35-59 (183)

Under 35 (68)

BME (150)

White British (173)

All tenants (342)

Figure 3.4 Satisfaction with quality of the home by key diversity 
strands

% Satisfied % Dissatisfied
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61%
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54%

69%

73%

71%

Other religion (103)

Christian all denominations (126)

No religion (57)

Male (97)

Female (209)

No disability (163)

Disability (159)

Over 60 (63)

35-59 (178)

Under 35 (65)

BME (146)

White British (168)

All tenants (332)

Figure 3.5 Satisfaction with general condition of property  by key 
diversity strands

% Satisfied % Dissatisfied
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Satisfaction with value for money amongst tenants varied by two of the key diversity strands ð age 

and ethnicity. 

 
 

As the chart below shows, satisfaction with the neighbourhood amongst tenants varied by two of the 

key diversity strands for the principal tenant ð age and gender. 
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73%
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81%
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Other religion (97)

Christian all denominations (123)

No religion (57)
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No disability (156)

Disability (156)
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All tenants (323)

Figure 3.6 Satisfaction with value for money by key diversity 
strands
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Figure 3.7 Satisfaction with the neighbourhood by key diversity 
strands
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3.3  Satisfaction with support and advice 

Tenants were asked how satisfied they were with a number of support and advice services. The 

majority of tenants (who had an opinion) were satisfied with how their enquiries are dealt with 

generally (72%) and the advice on rent payments (81%).  Fewer tenants were satisfied with the advice 

on moving home (53%) or the support given to vulnerable (53%) or new (63%) tenants.  A number of 

tenants were dissatisfied with the advice on moving home, support to vulnerable tenants and how 

enquires were dealt with (13% - 16%).  The relatively low levels of satisfaction for the support 

provided to new and vulnerable residents and on moving home may be because many residents have 

no personal experience of those services.  

 
 

3.4  Important services to tenants  

Tenants were asked to pick which three services from a list of standard services they felt were most 

important.  As Figure 3.9 shows, the repairs and maintenance service was the most important service 

for tenants with 84% placing it in their top three.  The overall quality of the home is also clearly 

important to many tenants (included in the top three services by 65% of tenants).  Slightly more 

tenants thought that value for money (30%) and being kept informed (31%) were important than 

dealing with anti-social behaviour, the neighbourhood and taking tenantsõ views into account (26% - 

28%).   

 

53%

53%

63%

72%

81%

34%

34%

30%

12%

15%

13%

13%

7%

16%

4%

Advice on moving home

Support provided to vulnerable tenants

Support provided to new tenants

How enquiries are dealt with generally

Advice on rent payments

Figure 3.8 Satisfaction with advice and support services  (excluding tenants 
with no opinions)

Satisfied Neither Dissatisfied
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28%
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65%
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Figure 3.9 The most important service areas for tenants - when asked to select 
top three (Base 334 tenants)
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3.5  Local problems 

Tenants were asked to what extent a range of issues were problems in their neighbourhood.  As 

Figure 3.10 shows, rubbish and litter was the biggest problem for tenants (42%), followed by car 

parking (32%).   

 

Noise from traffic (21%), noisy neighbours (25%), drug use or dealing (28%) and disruptive 

children/teenagers (28%) were also a problem for more than one in five tenants. 

 

 
 

Satisfaction at district level ð Tenants in Other districts and Rotherham generally reported lower 

levels of local problems compared with tenants living in other areas. Tenants reported the highest 

levels of problems in Firvale, Page Hall, Grimesthorpe and Firth Park. 

 

Tenants living in Ellesmere and Burngreave and Firvale, Page Hall, Grimesthorpe and Firth Park 

reported higher levels of local problems with rubbish or litter (43% - 59%), drug use or dealing (35% 

- 44%), disruptive children (34% - 40%), vandalism and graffiti (19% - 22%) and other crime (19% ð 

21%) than tenants in other areas.   

 

Tenants living in Ellesmere and Burngreave also reported high levels of problems with noise from 

traffic (25%) and people damaging property (23%), while those living in Firvale, Page Hall, 

Grimesthorpe and Firth Park reported higher levels of local problems with drunk or rowdy 

behaviour (24%), pets and animals (33%) and noisy neighbours (41%) than other tenants.   
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Figure 3.10 Local problems (% very big or fairly big problem)
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3.6  Anti-social behaviour 

One in eight tenants had reported anti-social behaviour to Arches Housing in the past 12 months 

(13%).  For those tenants who had reported the problem to their landlord, just under two thirds 

found it easy to contact the right person (64%) and found staff helpful (63%).  Many tenants found 

staff able to deal with their problem (60%); however a third found staff unable to deal with their 

problem (32%).   

 

Around half of the tenants were satisfied with the support provided by staff (47%), the speed the 

report was dealt with (47%), being kept informed (50%) and how the report was dealt with (53%); 

while almost two thirds of tenants were satisfied with the advice provided by staff (64%).  However 

only 40% of tenants were satisfied with the final outcome of the report and significant numbers of 

tenants were dissatisfied with all aspects of the service (25% - 45%). 

     

 
 

Satisfaction at district level ð Far more tenants in Ellesmere and Burngreave and Firvale, Page Hall, 

Grimesthorpe and Firth Park reported anti-social behaviour (18% - 20%) compared with tenants 

living in other areas (4% - 15%).   

 

 
 

3.7  Customer care 

 

Method of contact 

The majority of tenants (86%) had contacted their landlord in the last 12 months.  When 

communicating with their landlord the majority telephoned Arches Housing (82%), while some 

visited the office (14%).    
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Being kept informed
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with
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Figure 3.11 Tenant satisfaction with way in which anti-social 
behaviour report was dealt with (Base 35 - 44)  

Satisfied Neither Dissatisfied
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Figure 3.12 How tenants last 
contacted their landlord 

All  tenants 

Phoned 82% 

Visited office 14% 

Email 2% 

Wrote 1% 

Other 0% 

Responses 278 
 

 

Reason for contact 

Four fifths of tenants contacted their landlord in the last 12 months in order to report a repair 

(79%).  A number of tenants (10%) had made contact with a query regarding rent, service charge or 

housing benefit, while few tenantsõ reason for contact was a neighbour or neighbourhood issue (3%), 

a transfer/exchange query (3%) or a garden or communal area issue (2%).  

 

Figure 3.13 Reason for last contact All tenants 

Repairs 79% 

Rent or housing benefit 10% 

Neighbours or Neighbourhood issues 3% 

Transfer or exchange 3% 

Garden or Communal areas 2% 

Other 2% 

/ŀƴΩǘ ǊŜƳŜƳōŜǊ 1% 

Responses 265 
 

 

Quality of contact 

When Arches Housingõs tenants contacted their landlord, around three quarters of tenants found 

getting hold of the right person easy (77%) and a slightly higher percentage found staff helpful (80%).  

Just under two thirds found staff able to deal with their enquiry (73%), although fewer were left 

satisfied with the outcome of contact after contacting Arches Housing (60%) and 27% were left 

dissatisfied.   
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9%

17%
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Getting hold of the right 
person
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Could staff deal with the 
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Satisfaction with the final 
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Figure 3.14 Satisfaction with customer contact

Easy/helpful/able/satisfied Neither Difficult/unhelpful/unable/dissatisfied
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Satisfaction at district level ð Noticeably more tenants in Other districts (89%) found it easy to 

contact staff than other tenants (76% - 80%).  Tenants in Brightside and Wincobank (84%) and 

Rotherham (90%) awarded the highest ratings for the helpfulness of staff; while those in Firvale, Page 

Hall, Grimesthorpe and Firth Park awarded the lowest rating for the helpfulness of staff (75%).  More 

tenants found staff able to deal with their problem in Rotherham (90%), much higher than in other 

areas (67% - 74%).  More tenants in Tinsley, Darnall and Attercliffe (68%) and Rotherham (80%) were 

satisfied with the final outcome of contact than in other areas, especially compared with tenants in 

Ellesmere and Burngreave (51%). 

 

As the chart below shows, satisfaction with the final outcome of contact amongst tenants varied by 

some key diversity strands ð ethnicity, age and gender. 

 

 
 

 

3.8  Repairs and maintenance service 

While the majority of tenants (71%) who had an opinion were satisfied with the repairs and 

maintenance service, a fifth were dissatisfied with the service (20%)  Tenants who had used the 

service in the last 12 months rated it more highly (72%) than those who had not (67%).   
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No disability (135)
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Figure 3.15 Satisfaction with the final outcome of contact by key diversity 
strands
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