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2017 STAR Survey Results  

St Albans City & District Council 

December 2017 



Methodology 
Postal survey (one initial mailing + two reminder mailings) 

Fieldwork 

September 

2017 

to 

November 

2017 

Total 

• 3,500 surveys 
mailed out 

• 723 responses 

Mail 

 

• 704 responses 

Online 

 

• 19 responses 

Confidence interval 
= ±3.37 
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Core questions 



Overall service provided 
 

Comparison by survey period shows a 2% 

decrease in satisfaction since 2014.  



Overall service provided by demographics 

Note: Within each category, subgroups highlighted in green 
are significantly more satisfied than those highlighted in red 



Overall quality of home 
 

Comparison by survey period shows a 4% 

decrease in satisfaction since 2014.  



Overall quality of home by demographics 

Note: Within each category, subgroups highlighted in green 
are significantly more satisfied than those highlighted in red 



Neighbourhood  
 

87% 8% 

Satisfied with neighbourhood 
as a place to live 

Dissatisfied with 
neighbourhood as a place to live 

Comparison by survey period shows that 

this year’s satisfaction with the 

neighbourhood as a place to live is 

consistent with the 2014 results 



Neighbourhood by demographics 

Note: Within each category, subgroups highlighted in green 
are significantly more satisfied than those highlighted in red 



 Repairs and maintenance  
 

78% 15% 

Satisfied with repairs and 
maintenance  

Dissatisfied with repairs and 
maintenance 

Comparison by survey period shows that 

there is a statistically significant 3% 

decrease in satisfaction compared to 2014  



Repairs and maintenance by demographics 

Note: Within each category, subgroups highlighted in green 
are significantly more satisfied than those highlighted in red 



Listening to views and acting upon them 

65% 15% 

Satisfied with views being 
listened to and acted upon  

Dissatisfied with views being 
listened to and acted upon 

There is a 1% increase in 

satisfaction compared to 2014  



Listening to views and acting upon them – 
by demographics 

Note: Within each category, subgroups highlighted in green 
are significantly more satisfied than those highlighted in red 



Rent provides value for money  

87% 6% 

Satisfied that rent provides value 
for money  

Dissatisfied that rent provides 
value for money 

Comparison by survey period shows that 

satisfaction has had a significant  increase 

since 2014 from 82% to 87% (+5%).  



VFM of rent – by demographics 

Note: Within each category, subgroups highlighted in green 
are significantly more satisfied than those highlighted in red 



Service charges provides value for money  

74% 13% 

Satisfied that the service charges 
provide value for money  

Dissatisfied that the service 
charges provide value for money 

Comparison by survey period shows 

that satisfaction has decreased by 1 

percent since 2014.  



VFM of service charge- by demographics  

Note: Within each category, subgroups highlighted in green 
are significantly more satisfied than those highlighted in red 
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Other questions 



Housing and services  
Satisfaction with how St. Albans City & District Council Housing Service deals with: 
Percentage of respondents- base size 344-685 



Dealing with a fire outbreak 

Note: The categories under “most likely to be” not confident 
represent the significant differences between subgroups. 



Contact and communication 



Accessing services 



The neighbourhood and local services 



Repairs and maintenance 
 

71% 

29% 

Had a repair in the last 12 
months    

Did not have a repair in the 
last 12 months     



Future plans 

Note: The categories under 
“most likely to be” moving 
represent the significant 
differences between subgroups. 



Health and wellbeing 
The mean scores of St. Albans residents are lower than those of England population when it 
comes to Life satisfaction, Worthwhile and Happiness, while their anxiety mean score is higher 
than England’s population mean score.  

Mean 
score  

 

3.62 

2.91 
 
  

7.52 
  

6.73 
  

  
 

7.87 
  

6.91 
  

  
 

6.59 
  

7.68 
  



Benchmarking 

In comparison to HouseMark’s latest benchmark scores, St Albans’ general needs tenants’ 
scores are around the median (above or below), with the notable exception of satisfaction with 
the value for money that the rent provides, which is positioned in the top 25% (top quartile) of 
organisations nationally. 



Key driver analysis 
Listening to views and acting upon them (65%) and providing residents the opportunity to make 
their views known (65%), together with dealing with complaints (62%) have a relatively low 
satisfaction and these have a relatively strong influence on overall satisfaction. 



Areas of improvement 

 There is room for improvement in how St. Albans 
City & District Council Housing Service listens to 
their resident’s views and acts upon them 

 Offering residents the opportunity to make their 
views known is another matter where there is room 
for improvement  

 Dissatisfaction regarding the overall repair and 
maintenance service (15%) might be improved by 
doing more repairs right the first time 

 Improvements of the value for money of overall 
estate services and grounds maintenance 

 


