
 

 

 
Housing Services: Customer Insight through Satisfaction Survey 

 
 
Our services 
 
Housing Services include allocating low cost housing, preventing 
homelessness, protecting and improving the quality of private sector housing and enabling the 
development of new affordable housing.   
 
Our customer satisfaction survey 
 
We survey customer satisfaction by providing a reply paid survey questionnaire to every 
customer at the end of an advice appointment or at the end of service provision.  Since 2015 we 
have been able to offer an online alternative which is a quick and easy way for customers to let 
us know how well we are meeting their needs.  The survey was revised in 2016 to include 
additional questions about fairness and professionalism in addition to overall satisfaction:  
 

 
 
 
Our results 
 
We welcome all the feedback we get because it helps us to develop and improve.  
  
43 customers completed our survey in April, May and July 2016.  The survey was revised and 
we campaigned to get more survey returns by increasing the advertisement and links to the 
online survey. 
164 customers completed our survey in August, September and October 2016.   
 
97.7% of customers tell us that they are satisfied overall with the service provided.  This 
information shows that we are providing the right services in the right way for most of our 
customers. 
 

 
 



 
We also provide a freetext box for customers to tell us more about the service they have 
received.  We receive a lot of compliments about our service, customers say: 
 

“I received extremely helpful and immediate advice from all persons in the department” 
“SS was very understanding of my particular needs …she was patient and clear” 

“(the) inspection went well, very pleased with the outcome and all handled very professionally” 
 
We have also noticed that we need to do more to help people deal with damp problems - this is 
what our customers say: 
 

‘Would be better if more could be done about damp and mould’ 
‘Satisfied with the service - however very dissatisfied with the solutions on damp and mould’ 

‘Damp and mould is a big, big problem causing a great deal of worry and upset’ 
 
Our plans to improve 
 
As a result of the comments received from the survey we will review our damp and mould advice 
and assistance to make it more helpful for our customers.  We are currently considering making 
a video clip guide ‘How to deal with damp and mould’ as we know that a short visual guide is an 
effective way of providing key information.  We have produced effective infographics on  
Finding a Home 
HMO Licensing 
 
We will continue to survey our customers next year and aim to increase the number of online 
survey responses so that more customers take the opportunity to tell us about their experience 
of Housing Services. 
 
Tell us more: www.bathnes.gov.uk/feedbackhousing 
 

http://www.bathnes.gov.uk/services/housing/housing-advice
http://www.bathnes.gov.uk/services/housing/houses-multiple-occupation
http://www.bathnes.gov.uk/feedbackhousing

