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Tenant Satisfaction Survey 2022

The Results!

... what you told us

In late 2022 we ran our independent living tenant satisfaction survey. This is a
really important survey, as tenant feedback helps us identify what we're doing well,
where we can improve and what our priorities should be.

Thank you to all 307 who took the time to complete the survey, which represents
43% of all independent living households that were invited to take part. Over the
coming months we will use what we have learnt to help improve our services
based on what our tenants need now.

Over four fifths of tenants are satisfied with our service overall, coming against the
three year backdrop of the pandemic, inflation and difficulties hiring staff. However
we recognise that at the opposite end of the scale 1in 8 are not so happy, and we
need to improve this score to keep up with other similar landlords.
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Key drivers of satisfaction
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Themes
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Well-being

COST OF
LIVI NG 79% agree that they

have a good quality of life,
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cost of living is a big issue for tenants still asked for help
agree that rent and everyone at the moment with well-being or money
service charges are problems
affordable Support is available if you are
struggling with money issues

How are we going to change?
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We will improve communication around reporting repairs, booking appointments,
and keeping tenants informed on progress. This will include new IT system to help
us be more efficient.

We are recruiting more trades people and training them in a wider range of skills, as
well as training site officers to be able to do certain small repairs such as lock
changes and light maintenance.

Promote and run classes on digital inclusion to help tenants get the most our of
new ways to quickly and efficiently report repairs and track appointments.

Concentrate on the individual scheme results to offer confidential support with an
approachable can-do attitude to tenant that need more help with well-being or
money problems.

Keep on working closely with other services and agencies to help everyone feel
social included.

Continue to assist community hubs with the financial, health and wellbeing support
they provide to tenants in their communities.

We will continue to work with tenants and communities to offer opportunities to
get involved, engage with each other, learn new independent living skills and be
responsive to others’ needs.

Thank y0u oo Didn’t complete our survey this time

...again

round? We will be running this survey
to everyone who took part in every year so your chance will come

the survey. We will take all the feedback  around again, but we welcome our

into consideration when shaping our residents’ feedback all year round.
services.
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