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1. The survey 
The census survey was conducted internally in early September 2023, with a deadline for responses 

of 1st October.  The survey was carried out separately for rented and shared ownership tenure.    

We used a blended survey approach: 

- Stage One – digital (email with links) and postal if no email address held. Promoted to completed 
by all staff and automated welcome message. 

- Stage Two – booster email with link 
- Stage Three – targeted under representation, i.e., shared owners by telephone 
 
The response rates were as follows: - 
 
Rented: - 490 surveys were sent and 149 responded = 30.41% (21.88% in 2022) 

• Rent: 135 (90.6%) surveys were completed via email and 14 (9.4%) surveys were completed 
via a postal return. 

 
      Shared Ownership: - 102 surveys were sent and 22 responded = 21.57%  (7.84% in 2022) 

• Shared owners: 21 (95.5%) surveys were completed via email and 1 (4.5%) survey was 
completed via a postal return. 

 

RESULTS FOR RENTED PROPERTIES 
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TP02 and TP03 were only asked to customers who responded ‘Yes to the qualifying question asking if 

we’ve carried out a repair in the last 12 months) 
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TP09 was only asked to customers who responded ‘Yes to the qualifying question asking if they’ve made 

a complaint to us in the last 12 months) 
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TP10 was only asked to customers who responded ‘Yes to the qualifying question asking if they live in a 

building with communal areas 

 

 



 

7  

 

 

 

 

 

 



 

8  

RESULTS FOR SHARED OWNERSHIP PROPERTIES 
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MANAGEMENT INFORMATION 

Rented 

 Management Data comparison data 2022/2023 

RP01 Homes that do not meet the Decent Homes Standard 0% 

RP02 Repairs completed within target timescale – Non emergency 52% 

RP02 Repairs completed within target timescale – emergency 65% 

BS01 Gas safety checks 100% 

BS02 Fire safety checks (fire risk assessments) 100% 

BS03 Asbestos safety checks (management surveys or reinspection have been carried 
out) 

74% 

BS04 Water safety checks (legionella risk assessments) N/A 

BS05 Lift safety checks N/A 

CH01 Complaints relative to the size of the landlord - based on the number of complaints 
the landlord receives for each 1000 homes they own – STAGE 1 

24 

CH01 Complaints relative to the size of the landlord - based on the number of complaints 
the landlord receives for each 1000 homes they own – STAGE 2 

4 

CH02 Complaints responded to within Complaint Handling Code timescales – STAGE 1 100% 

CH02 Complaints responded to within Complaint Handling Code timescales – STAGE 2 100% 

NM01 Anti-social behaviour cases relative to the size of the landlord - based on the 
number of ASB cases opened for each 1000 homes they own – ASB CASES 

138 

NM01 Anti-social behaviour cases relative to the size of the landlord - based on the 
number of ASB cases opened for each 1000 homes they own – HATE INCIDENTS 

0 

 

Shared Ownership 

 Management Data comparison data 2022/2023 

CH01 Complaints relative to the size of the landlord - based on the number of complaints 
the landlord receives for each 1000 homes they own – STAGE 1 

0 

CH01 Complaints relative to the size of the landlord - based on the number of complaints 
the landlord receives for each 1000 homes they own – STAGE 2 

0 

CH02 Complaints responded to within Complaint Handling Code timescales – STAGE 1 N/A 

CH02 Complaints responded to within Complaint Handling Code timescales – STAGE 2 N/A 

NM01 Anti-social behaviour cases relative to the size of the landlord - based on the 
number of ASB cases opened for each 1000 homes they own – ASB CASES 

0 

NM01 Anti-social behaviour cases relative to the size of the landlord - based on the 
number of ASB cases opened for each 1000 homes they own – HATE INCIDENTS 

0 

 

 

 

 

 

 

 

 


