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In February 2019, Alpha Housing commissioned Voluntas to undertake a telephone 

survey of customers.

The aim of the survey was to;

• Contact a robust sample of customers, achieving Housemark’s minimum 

+/-5% confidence interval for providers of Alpha Housing’s size.

• Use an agreed Housemark methodology, question wording and 

responses scales, to ensure results are admissible to their 

benchmarking dataset.

• Gather feedback on a range of key service areas including the sheltered 

housing specific aspects of Alpha Housing’s provision.

The survey questions were designed in collaboration with Alpha Housing, using 

STAR wording and formatting to allow for benchmarking of results and contribution 

to the sector scorecard if desired.

Telephone surveys were carried out between 11th March 2019 and 26th March 2019. 

Background and aims

In total 275 customers completed 

surveys, giving an overall confidence 

interval of +/-5%. 

Customers were selected for survey 

using simple random sampling to 

ensure roughly proportional 

representation by scheme, area, age 

and gender. 

Achieved sample
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Executive summary

Overall satisfaction and recommending to friends: 95% of Alpha Housing customers were satisfied with the overall service 

they receive from their landlord, and 67% would be highly likely to recommend Alpha Housing to a friend or family member. 

Core service satisfaction: Satisfaction with six of the seven core service delivery areas highlighted and benchmarked by 

Housemark fell within the top quartile of Voluntas customer scores; satisfaction with the quality of customers’ home (96% 

satisfied), the overall service received from Alpha Housing (95% satisfied), their neighbourhood as a place to live (95% 

satisfied), the value for money received for rent (91% satisfied), the value for money received for service charges (85%), and the 

extent to which Alpha Housing listens to residents views and acts upon them (85% satisfied). 

Although still a strongly positive score, satisfaction with the way Alpha deals with repairs and maintenance in general was slightly 

lower at 81% and dissatisfaction was slightly higher at 16%. This score fell within the second quartile when compared with other

Voluntas clients nationally.

Tenant and landlord relationship: 94% of customers said they were satisfied that Alpha Housing treats them fairly, and 92% 

felt Alpha are good at keeping them informed of things that may affect them as a resident, suggesting a strongly positive 

perception of the relationship between customers and Alpha as their housing provider.  

Communal areas: 91% of customers were satisfied with both repairs to communal areas and the cleaning and upkeep of 

communal areas, while 6% of customers were dissatisfied. Satisfaction was slightly lower in relation to external building repairs, 

where 87% of customers were satisfied and 9% dissatisfied. 

Sheltered homes: Satisfaction was high across all aspects of the sheltered homes offer provided by Alpha; ‘frequency of 

contact with scheme manager’ (96% satisfied), ‘ease of accessing all areas of home and scheme’ (96% satisfied), ‘your support

plan’ (96% satisfied), ‘the overall service provided by the scheme manager’ (95% satisfied), ‘the emergency pull cord system’

(95% satisfied), ‘the safety and security of your home’ (94% satisfied) and ‘the facilities at your scheme’ (89% satisfied). 
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Results and analysis



Across all seven core STAR questions, satisfaction with core services provided by Alpha Housing was high at above 80% 

in all cases.

While 95% of customers were ‘satisfied’ with the overall service they receive from Alpha Housing (67% ‘very satisfied’ and 

28% ‘fairly satisfied’), satisfaction with the core services ranged from 96% satisfaction in relation to the quality of 

customers’ homes to 81% satisfaction with the way Alpha Housing handles repairs and maintenance. 

Although still highly positive scores, for both satisfaction with repairs and maintenance and satisfaction that Alpha listens

to customers’ views and acts upon them, more than one in nine customers felt they were dissatisfied with the current 

delivery which may warrant further investigation.

Questions 20 to 25 and 39: How satisfied or dissatisfied are you with the overall quality of your home? / How satisfied or dissatisfied are

you with your neighbourhood as a place to live? / How satisfied or dissatisfied are you that your rent provides value for money? / How

satisfied or dissatisfied are you that your service charges provide value for money? / Generally, how satisfied or dissatisfied are you with the

way Alpha Housing deals with repairs and maintenance? / How satisfied or dissatisfied are you that Alpha Housing listens to your views and

acts upon them? / Taking everything into account, how satisfied or dissatisfied are you with the service provided by Alpha Housing?
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Core service satisfaction



Why do you say that?
Customers were asked why they were satisfied (or dissatisfied) with Alpha Housing overall. 236 customers made 

comments, with 85 making generally positive comments without highlighting a specific feature of the Alpha Housing 

provision they were happy with. The most common positive and negative themes are shown below. 

Question 40: What is the reason for your answer? (Overall satisfaction with Alpha Housing)

Scheme manager (24 comments) : “What has made a 

difference is our manager, she is great and very fair and 

caring for us individually.”

Ground maintenance standards (10 comments): 

“They keep changing the gardeners. You get some that 

come round and do it properly and some that just aren't 

as good. They don't seem to tidy up after themselves. 

I'm dissatisfied with them because of this.” 

Friendly environment (9 

comments): “I love where I live 

and I love my neighbours. I am 

very happy.”

Slow response to requests (7 comments): “I have had an ongoing noise issue. I 

have done report after report. It took months for them to come out and talk to me 

about it. I am used to places where you complain once or twice. But I don't think the 

housing officer knew how to deal with it.” 

Slow repairs (17 comments): “I'm here 

for 14 years and they're a bit slow at 

getting things fixed like the fungus coming 

from the bathroom to the wall. I've been 

waiting a long time to get that sorted.” 

Poor standard of repairs (6 comments): “I 

have trouble with mould in the house. All they do 

is spread the stuff and I end up in hospital as it 

gets into my chest. I don't know whether the 

insulation is a problem.”

Parking issues (8 comments): “I have just one comment, 

car parking for your car. That could be improved on. We 

need more space.” 

Security (15 comments): “I just feel 

secure.”
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Responsive service (20 

comments): “This is because 

they're very good, if you need 

anything or want anything they're 

always there, they're very good.”



How do Alpha compare? 

When Alpha Housing’s core satisfaction scores are compared against Voluntas’ client base nationally, (49 different 

clients, 45,998 general satisfaction surveys during 2017/18), Alpha scores within the top quartile in relation to all core 

STAR questions with the exception of satisfaction with repairs and maintenance, which falls within the second quartile. 
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Top quartile score 89% - 100% 90% - 100% 91% - 100% 80% - 100% 82% - 100% 87% - 100% 90% - 100%

2nd quartile score 85% - 88% 87% - 89% 89% - 90% 75% - 79% 76% - 81% 81% - 86% 87% - 89%

3rd quartile score 78% - 84% 85% - 86% 82% - 88% 68% - 74% 71% - 75% 76% - 80% 83% - 86%

4th quartile score 1% - 77% 1% - 84% 1% - 81% 1% - 67% 1% - 70% 1% - 75% 1% - 82%

Alpha’s score 95% (1st quartile) 96% (1st quartile) 91% (1st quartile) 86% (1st quartile) 86% (1st quartile) 81%(2nd quartile) 95% (1st quartile)



Recommending to a friend

Question 28: How likely would you be to recommend Alpha Housing to family or friends on a scale of 0 to 10, where 0 is not at all likely and

10 is extremely likely?

Over two thirds (67%) of Alpha Housing customers are highly likely to recommend them as a landlord to family or 

friends, (rating their likelihood of recommending as ‘9’ or ‘10’ out of 10). 23% are unlikely to proactively recommend, but 

are also unlikely to proactively offer negative feedback (rating their likelihood of recommending as ‘7’ or ‘8’ out of 10). 

The final 10% may proactively offer negative feedback on Alpha Housing as a landlord to family or friends, (rating their 

likelihood of recommending below 7 out of 10). This gives a net likelihood of recommending Alpha of +57%. 
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94% of customers said they were ‘satisfied’ (64% ‘very 

satisfied’ and 30% ‘fairly satisfied’) that Alpha Housing treats 

them fairly, and 92% felt Alpha are ‘good’ (60% ‘very good’ 

and 32% ‘fairly good’) at keeping them informed of things 

that may affect them as a resident. 

Only 14 customers of the 275 spoke to were dissatisfied with 

either one of these measures, suggesting a strongly positive 

view of the relationship between customers and Alpha as 

their housing provider.  

Questions 26 and 27: How good or poor do you feel Alpha Housing is at keeping you informed about things that might affect you as a 

resident? / How satisfied or dissatisfied are you that Alpha Housing treats you fairly?
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Tenant and landlord relationship



Satisfaction with repairs and maintenance of 

communal areas was across the board higher than 

satisfaction with ‘repairs and maintenance in general’ 

(where 81% of customers were ‘satisfied’ and 16% 

‘dissatisfied’). 

While satisfaction with repairs to communal areas 

and the cleaning and upkeep of communal areas 

were identically rated (91% ‘satisfied’ and 6% 

‘dissatisfied’), satisfaction was slightly lower and 

dissatisfaction higher in relation to external building 

repairs. 

Questions 36 to 38: Thinking about the property, block or scheme where you live, how satisfied or dissatisfied are you with the cleaning 

and upkeep of communal areas? / External building repairs and maintenance? / Repairs to communal areas?
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Communal areas



Satisfaction was consistently high at around 95% ‘satisfied’ (and dissatisfaction consistently low at less than 5% 

‘dissatisfied’) across six of the seven service elements sheltered housing customers were asked to rate their satisfaction 

with. 

The one except to this was satisfaction with the ‘facilities at your scheme’ where 89% of sheltered customers were 

‘satisfied’ and 5% ‘dissatisfied’. While this is still a very positive score, it is statistically speaking significantly lower than 

satisfaction with the other elements of sheltered delivery and may therefore warrant further investigation.  

Questions 29 to 35: Thinking about where you live, how satisfied or dissatisfied are you with your support plan? / The frequency of contact 

with your scheme manager / scheme supervisor? / The overall service provided by your scheme manager / scheme supervisor? / The 

emergency pull cord system? / The safety and security of your home? / How easy it is to access all areas of your home and scheme? / The 

facilities at your scheme?
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Sheltered homes



Conclusions

Consistently positive scores - Throughout all of the themes covered by the survey, Alpha Housing customers were 

consistently positive about the services they receive, with satisfaction scores across the survey typically in the 90% region

and not falling below 80% at any point. Dissatisfaction also did not rise above 16% in relation to any service or element of 

delivery. 

Positive landlord and tenant relationship – Questions relating to how Alpha Housing engages with customers were 

noteworthy again for the consistently positive opinion of customers. Satisfaction levels with ‘treating customers fairly’, 

‘keeping customers informed’ and ‘listening to customer views and acting upon them’ were all 86% of above. Alpha 

Housing may wish to share with other housing providers the steps they have taken to foster and achieve this relationship, 

particularly in light of the recent social housing green paper, which highlights this balanced relationship between tenant 

and landlord as an area in need of improvement for many providers. 

Relative areas for improvement – Although still predominantly positive, satisfaction scores in relation to the delivery of 

‘repairs and maintenance generally’ were comparatively low in relation to the rest of the survey. Similarly, for sheltered 

housing customers satisfaction with ‘the facilities available at your scheme’ was also notably lower. 
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Any Questions?


