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Background

In February 2021, Alpha commissioned IFF Research 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’s size. 

• Use HouseMark methodology, question wording and 

responses scales, to ensure results are consistent for 

benchmarking.

• Gather feedback on a range of key service areas 

including the sheltered housing specific aspects of 

Alpha’s provision. 

The survey questions were designed in collaboration with Alpha, 

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 8th March 2021 and 

29th March 2021. 

Achieved sample

In total 275 customers completed surveys, giving an overall 

confidence level of +/- 5%

Customers were selected for the survey using random sampling 

to ensure proportional representation.
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Executive Summary

2020/21 has been a challenging year with an unprecedented 

pandemic affecting everyday life. 

Overall satisfaction with Alpha has dropped slightly since 2018/19, but 

has still remained high with 91% satisfied and 63% likely to 

recommend to friends and family.

Almost 9 out of ten (88%) of customers believe that Alpha treats them 

fairly with 90% trusting Alpha, which is indicative of a strong 

relationship with customers.

In the core satisfaction measures, Alpha continues to score highly 

with all key questions scoring over 75% satisfaction.

Satisfaction with neighbourhood scores highest with 98% satisfaction. 

Repairs and maintenance however was the lowest scoring of these 

measures, achieving 75% satisfaction.

Customer comments mention delays in getting repairs and 

maintenance work completed and poor communication as reasons for 

the lower score.

Satisfaction with the cleanliness of communal areas remains 

high at 91%. Interior repairs and maintenance (85%) and 

exterior repairs (84%) also performing well.

When reviewing customers within sheltered schemes 

separately; overall satisfaction is high, with most key 

measures scoring 93% or above. The exception to this being 

in relation to facilities within schemes, which scored 87% 

satisfaction.

In relation to the Covid-19 pandemic; 92% of respondents 

were satisfied with the actions that Alpha have taken during 

this time. 



Respondent 
Profile
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Gender 2020/21

Male 38%

Female 61%

Not stated 1%

People in 

household
2020/21

One 82%

Two 17%

Not stated 1%

Tenure 2020/21

Sheltered 88%

Not sheltered 12%

Age profile 2020/21

64 and under 12%

65 to 74 35%

75 to 84 36%

85 and over 13%

Not stated 4%

(Base=275)

(Base=275)

(Base=275)

(Base=275)



Core service 
satisfaction
Across the seven STAR questions Alpha scores above 75% 

satisfaction. This is a slight reduction in performance 

compared to 2018/19 results.

Overall satisfaction dropped slightly from 95% in 2018/19 to 

91% for 2020/21.

Satisfaction with the respondent’s neighbourhood increased 

slightly to 98%. This may be as a result of the pandemic as 

community spirit and support increased across the nation.

As with 2018/19, listening to views and acting upon them 

(76%), and the repairs and maintenance service (75%) 

scored the lowest of the key measures.   
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91%

98%

94%

88%

84%

76%

75%

Overall

Neighbourhood

Quality of home

Rent VfM

Service charge
VfM

Listens and
acts

Repairs/
maintenance

Dissatisfied Neither Satisfied

(95%) 
▼ 4%

(91%) 

▼3%

(85%) 

▼1%

(85%) 

▼9%

(81%) 

▼6%

(2018/19 

satisfaction

Results)

(95%) 

▲3%

(96%) 

▼2%

Q41 Taking everything into account, how satisfied or dissatisfied are you with the service provided by Alpha Housing? 

(base=273) Q21 How satisfied or dissatisfied are you with your neighbourhood as a place to live? (base=275) Q20 

How satisfied or dissatisfied are you with the overall quality of your home? (base=275) Q22 How satisfied or 

dissatisfied are you that your rent provides value for money? (base=259)

Q23 How satisfied or dissatisfied are you that your service charges provide value for money? (base=243) Q25 How 

satisfied or dissatisfied are you that Alpha Housing listens to resident’s views and acts on them? (base=262) Q24 

Generally, how satisfied or dissatisfied are you with the way Alpha Housing deals with repairs and maintenance? 

(base = 268)



“

”

Since I came here 7 years 
ago, I wouldn't leave here and 
go anywhere else. I feel quite 

secure and safe here I am 
quite content …
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Why do you say 
that? (Positive)
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The scheme manager is 

excellent…

I just feel so safe and all in 

here

I am very happy here. It is 

ideal for me

Q42 What is the reasons for your answer? (Base=261)

% are based on references within comments

There's absolutely nothing to 

complain to about

Everything is going smoothly

they are very good

I think they are very good at 

letting us know what is 

happening

I am happy with the whole 

scheme

45% of comments mention how happy 

customers are, with 38% mentioning 

the service and team.

Feeling safe and secure is mentioned 

in 6% of comments and 5% mention 

that the scheme itself is good. 



Why do you say 
that? (Negative)
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Negative comments are driven by 

maintenance and repair issues with 

20% of comments mentioning these 

specifically.

This may be driven by the second most 

common negative comment which is 

related to poor communication (15%)

There has been some low level ASB

mentioned in 2% of comments made

There are times they don't follow up 

on things…

I don't think there is enough 

contact with the individual…

…you can phone and either they 

don't answer, nobody gets back to 

you…

I had no hot water in the kitchen and 

bathroom for 3 months…

Q42 What is the reasons for your answer? (Base=261)

% are based on references within comments

…people doing the gardens and 

washing the windows, not doing the 

job completely…

…some tenants are not obeying the 

rules. They don't listen to the 

manager…



Net Promoter 
Score

Overall the net likelihood of people recommending 

Alpha since 2018/19 has declined by 6 to 51.

Promoters have decreased by 4% to 63% and there 

has been a small increase in passive and detractors 

of 2% for each.

The reduction in overall Promoter scores compares 

to the small decline seen in the overall satisfaction 

with Alpha.
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12%10%

25%
23%

63%67%

2020/212018/19

Promoter Passive Dectractor

Net 

score

57

Net

score

51
(-6)

Q28 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? (Base=275) 



Repairs to communal areas:

Satisfaction for repairs within communal 

areas remains high at 85% although this 

has declined slightly from 90% in 2018/19.

Communal areas
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Cleaning and upkeep of communal areas:

Overall satisfaction has remained unchanged 

at 91%. Within this measure there has been 

a slight shift from very satisfied to fairly 

satisfied of 2%

6% 6%
3% 2%

18% 20%

73% 71%

2018/19 2020/21

External building repairs:

External repairs satisfaction has also 

declined slightly to 84% from 87% 

previously.

9% 10%
4% 5%

31% 27%

56% 57%

2018/19 2020/21

87% 84%
(-3%)

6% 9%
3%

5%

26%
28%

64%
57%

2018/19 2020/21
Dissatisfied Neither Fairly Satisfied Very satisfied

90%91% 91%
85%
(-5%)

Q36 How satisfied or dissatisfied are you with the cleaning and upkeep of 
communal areas? (Base=262)

Q38 How satisfied or dissatisfied are you with the repairs to communal 
areas? (Base=242)

Q37 How satisfied or dissatisfied are you with the external building repairs 
and maintenance? (Base=266)



Tenant and landlord 
relationship

Overall Trust with Alpha still scores highly 88% although 

this has slipped back by 6% since 2018/19

Alpha customers believe that they are treated fairly with 

90% very or fairly satisfied. This score is down 2% since 

2018/19. 

In both questions fewer than 20 people surveyed gave 

negative responses. 
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7%
4%5%

2%

4%
3%

6%

4%

30%
32%

31%

30%

60%60%57%64%

2020/212018/192020/212018/19

Poor/ dissatisfied Neither Fairly good/ satisfied Very good/ satisfied

Treated fairlyKept informed

88%
(-6%)

90%
(-2%)

Q27 How satisfied or dissatisfied are you that Alpha Housing treats its residents fairly? (base=275)

Q26 How good or poor do you feel Alpha Housing is at keeping you informed about things that might affect you 

as a resident? (base=275)



Sheltered homes
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2% 4% 3% 5% 3% 4% 6%

1% 0% 2% 1% 3% 2% 7%

97% 95% 95% 94% 94% 93% 87%

Frequency of
contact

Safety and security
of your home

Service provided
by your

scheme manager

Emergency
pullcord system

Your support
plan

Easy of access Facilities at
scheme

Dissatisfied Neither Satisfied

2018/19 

Scores

(change)

96%

▲

(1%)

94%

▲

(1%)

95%

►◄

(0)

95%

▼

(1%)

96%

▼

(3%)

96%

▼

(2%)

89%

▼

(2%)



Benchmark data 
2020/21
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Overall Neighbourhood Quality of home Rent VfM Service charge
VfM

Listens to views/
acts

Repairs

94%

88%
84%

75%

98%

Top quartile 88% - 100% 88% - 100% 89% - 100% 92% - 100% 76% - 100% 78% - 100% 88% - 100%

2nd quartile 80% - 87% 84% - 87% 84% - 88% 89% - 91% 68% - 75% 72% - 77% 82% - 87%

3rd quartile 75% - 79% 82% - 83% 77% - 83% 85% - 88% 58% - 67% 64% - 71% 74% - 81%

4th quartile 1% - 74% 1% - 81% 1% - 76% 1% - 84% 1% - 57% 1% - 63% 1% - 73%

Alpha score 91% 98% 94% 88% 84% 75% 75%

Responses

Clients using question 44 23 26 14 6 23 43

Times asked 40,396 26,864 29,172 14,625 6,286 25,716 37,793

91%

Comparable CSAT/Perception questions used by clients between 1/1/2021 and 31/3/2021

75%



Covid-19 pandemic 
questions

Overall 92% of respondents were satisfied with the actions 

of Alpha in response to the Covid-19 pandemic.
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68%

24%

3%

1%

4%

Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied

92%
Overall

Satisfaction

0%

1%

7%

25%

66%

Physical health
better

Mental health
better

Physical health
worse

Mental health
worse

No Change

0% 20% 40% 60%

2 out of 3 respondents didn’t identify a change in either 

mental or physical health due to the pandemic. However, 

25% of respondents identified that their mental health had 

deteriorated.

Q39. How satisfied or dissatisfied are you with Alpha Housing’s action in response to the Covid-19 lockdown?  (base=271) Q40. Has your physical or mental health changed as a result of Covid-19?  (base=269)



Challenging year / Strong results

Overall satisfaction remains high 91%.

Throughout a challenging year Alpha 

has maintained high satisfaction 

scores in all areas.

With strong results when benchmarked 

against other organisations.

Conclusion

Relationships

Alpha is seen to have good relations 

with customers, 90% believing that 

they are treated fairly. Whilst 88%

are satisfied that Alpha keep them 

informed.

Areas for improvement

Relatively, “listening to views and 

acting upon them” (75%) and “repairs 

and maintenance” (75%) scored lower 

overall. This was the same in 2018/19 

and an area which warrants further 

review
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