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Between April 2024 and March 2025, many of you took part in an
important survey to help us understand how satisfied you are with key
areas of our service.

The survey was conducted over the phone by TLF Research, an
independent market research company. It asked you how well you
felt Mount Green Housing Association is maintaining your homes and
delivering essential services.

The results, based on the Regulator of Social Housing's Tenant Satisfaction
Measures (TSMs), showed us what we're doing well, where there's room for
improvement, and will help us to better understand what matters most to
you. They'll play a key role in shaping both our strategic priorities and day-

to-day operations moving forward.

This report highlights the main survey results.

Over half of you were satisfied with
the overall service provided by
Mount Green (53.4%).
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326

Mount Green tenants

took part in our survey.
A big thank you to everyone who took part!



Tenancy
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Helping you through tenancy changes and moves
The Regulator of Social Housing’'s Consumer Standards set clear - Offering advice and support when ending a tenancy

expectations for housing providers like Mount Green to deliver safe, high-
quality homes and services you can rely on.

Here's how we're making those standards part of everyday life: What are the tenant
Safety and Quality satisfaction measures?

Your home should be safe, decent, and well maintained. We ensure that

by: As part of the Consumer Standards, the

Regulator of Social Housing has created the
tenant satisfaction measures (TSMs). The
measures cover areas that matter to you,
including repairs, complaints, and anti-social
behaviour.

Meeting the Decent Homes Standard

Carrying out regular safety checks (like annual gas certifications)
Partnering with contractors to deliver timely repairs

Providing expert support in building and fire safety

Supporting home adaptations

Involving residents in high-rise safety decisions There are 22 tenant satisfaction measures,

- with 12 of them coming from the answers our
Transparency, Influence and Accountability -

residents give us on our perception survey
and 10 from information we.collect on our
performance.

We're open about how we work and actively listen to resident voices by:
- Offering clear ways to get involved and shape our services
Publishing our performmance and tenant satisfaction data
Making it simple to raise a complaint and sharing our learning from
complaints with you
Ensuring you know your rights as a Mount Green resident

Each of the TSMs fits into one of these fiverkey.
themes:

RP.-Keeping properties in good repair
BS - Maintaining building safety

Neighbourhood and Community - Respectful and helpful engagement
Effective handling of complaints
We want communities to be safe and supportive. We do that by: - NM - Responsible neighbourhood
Providing expert teams for neighbourhood and anti-social behaviour management
issues

Supporting domestic abuse survivors
Working closely with local authorities and police
Making our key policies easy to access and understand




Low cost home
ownership
(LCHO)

Percentage of residents
reporting that they are
satisfied.

TP Question Mount Green

TPO1 Taking everything into account, how satisfied or dissatisfied are you 32.0%
with the service provided by Mount Green?

TPOS5 Thinking about the condition of the property or building you live in, how 71.4%
satisfied or dissatisfied are you that Mount Green provides a home that
is safe?

TPOG6 How satisfied or dissatisfied are you that Mount Green listens to your 16.7%
views and acts upon them?

TPO7 How satisfied or dissatisfied are you that Mount Green keeps you 36.0%
informed about things that matter to you?

TPO8 To what extent do you agree or disagree with the following 'my landlord 41.7%
treats me fairly and with respect'?

TPO9 How satisfied or dissatisfied are you with Mount Green approach to 0.0%"
complaints handling?

TP10 How satisfied or dissatisfied are you that Mount Green keeps these 45.0%
communal areas clean, and well maintained?

TPM How satisfied or dissatisfied are you that Mount Green makes a positive 27.3%
contribution to your neighbourhood?

TP12 How satisfied or dissatisfied are you with Mount Green’s approach to 37.5%
handling anti-social behaviour?

*Based on 7 respondents




Low cost rented
accommodation
(LCRA)

Percentage of residents
reporting that they are
satisfied.

Question General Retirement
Needs Living

TPO1 | Taking everything into account, how satisfied or 55.1% 54.0% 59.6%
dissatisfied are you with the service provided by Mount
Green?

TPO2 | How satisfied or dissatisfied are you with the overall 56.5% 54.7% 65.5%
repairs service from Mount Green over the last 12
months?

TPO3 | How satisfied or dissatisfied are you with the time taken | 54.7% 51.9% 69.0%
to complete your most recent repair after you reported
it?

TPO4 | How satisfied or dissatisfied are you that Mount Green 61.4% 60.5% 64.7%
provides a home that is well maintained?

TPO5 | Thinking about the condition of the property or building | 69.9% 68.3% 76.9%
you live in, how satisfied or dissatisfied are you that
Mount Green provides a home that is safe?

TPO6 | How satisfied or dissatisfied are you that Mount Green 50.4% 49.5% 53.1%
listens to your views and acts upon them?

TPO7 | How satisfied or dissatisfied are you that Mount Green 62.9% 62.2% 65.4%
keeps you informed about things that matter to you?

TPO8 | To what extent do you agree or disagree with the 67.5% 66.8% 72.0%
following 'my landlord treats me fairly and with respect'?

TPO9 | How satisfied or dissatisfied are you with Mount Green 34.7% 33.0% 44.48%
approach to complaints handling?

TP10 | How satisfied or dissatisfied are you that Mount 72.3% 71.8% 73.5%
Green keeps these communal areas clean, and well
maintained?

TP1 | How satisfied or dissatisfied are you that Mount Green 59.1% 57.5% 66.7%
makes a positive contribution to your neighbourhood?

TP12 | How satisfied or dissatisfied are you with Mount Green's | 62.0% 59.6% 73.0%
approach to handling anti-social behaviour?




Responding to

feedback

Repairs

We've listened carefully to your feedback about our repairs service,
particularly around delays, contractor performance, and the overall
experience you have. From this feedback, we've:

Worked closely with Gilmartins to strengthen performance and
oversight, both for day-to-day jobs and more complex repair issues.
More operatives have been brought in across areas where Mount
Green homes are located to boost capacity - resulting in a significant
drop in the number of outstanding repairs.

As well as this, Gilmartins representatives now attend our Resident
Committee Group (RCG) meetings. This allows for more collaborative
conversations with residents and a shared focus on improving the
service.

Introduced follow-up calls, with the contractor reaching out after each
repair to check if you're happy with the work carried out, and ask if
there's anything else we can help with.

Welcomed Creenoak operational staff, including an in-house
maintenance team, following the merger of Greenoak into Stonewater.
This team has continued to carry out repairs for former Greenoak
homes. Looking ahead, we plan to expand this in-house service to
Mount Green Homes to help us to deliver a high quality, responsive,
and consistent repairs service across our communities.



Customer Services & Communications

You said we needed to support you more, be easier to reach, and respond
better to your feedback. Over the past year, we've:

Made plans to extend our Customer Service opening hours through
our partnership with Stonewater. This will make it easier for you to get
in touch at a time that suits you.

Made significant improvements to our complaints process, including
introducing new dedicated Complaint Officers who support us to
respond to complaints within the timeframe you expect. As well as
this, we've been focused on bringing our complaints policies and
procedures in line with Stonewater's. This will continue as we move
towards more centralised complaint handling, while still making sure
the way we handle complaints reflects your needs.

Our teams have had extra training and now have access to more
resources through Stonewater. This is helping us to provide a

more consistent and high-quality service. We've also started using
Stonewater's case management system, ActiveH, which makes it
easier for our staff to handle and track cases across different areas
more efficiently.

Re-launched our Neighbourhood Reps programme, helping to
improve communication and build stronger local links between Mount
Green and the communities we support. Our Resident Committee
Group continued to meet with us regularly and playing an active role
in shaping our services and decision-making. We also held a range of
resident events and meetings throughout the year, giving you more
chances to meet with our team and share your thoughts.
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Damp & Mould

At Mount Green, we take damp and mould very seriously and are
committed to addressing it early, and well.

Following inspections across our homes last year, we've worked to
improve how we manage and respond to damp and mould issues. This
includes increasing capacity within our Property Team to support planned
works and aligning our policies and procedures with Stonewater’s.

We're now working closely with Stonewater’s dedicated Damp and Mould
Team, whose specialist knowledge helps to make sure damp and mould
issues are resolved quickly and more effectively. Towards the end of 2024,
all new reports of damp and mould were managed directly by this team,
giving you a more expert-led and responsive service.



Get in touch
Contact us on

T: 01372 379555
E: customerservices@mountgreen.org.uk
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