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LETTINGS REVIEW RESULTS 2010
Questionnaire sent to those registered for a transfer on 1st August 2010.  Results on based 
on 329 replies, which is a 40.3% return.  Results are broken into 5 categories –All, Tower 
Hamlets, other London, Basildon, other Essex.

Overview of results

68% of applicants understand the current policy (highest Tower Hamlets 69%)

97% know what band they are in (highest Essex and other London at 100%)

76% rate the letting service as good (highest Tower Hamlets 81%)

87% thought their application was dealt with quickly (highest other London at 91%)

75% found it easy to contact the right person (highest other London at 82%)

84% found the staff member they dealt with polite (highest Basildon at 89%) 

79% thought their level of knowledge was good (highest other London at 86%)

77% thought their query was dealt with quickly, (highest Basildon at 83%)

74% of people thought the quality of advice they were given was good (Highest 
Basildon and other London at 77%)

Results comparison by year and % change 2007 2008 2009 2010 

% who understand the Allocations policy 50% 73% 61% 68% 

% who know their transfer application band 9% 88% 87% 97% 

% who rate Swan’s Lettings service as good 38% 58% 58% 76% 

% who thought their application was dealt with quickly 62% 68% 74% 87% 

% who thought it easy to contact the right person 51% 63% 63% 75% 

% who thought Lettings staff were polite 76% 78% 81% 84% 

% who thought knowledge of staff was good 57% 68% 67% 79% 

% who thought their query was dealt with quickly 54% 61% 61% 77% 

% who thought quality of advice given was good 50% 57% 57% 74% 

% happy with the information provided by Lettings New question 78%

% who have used HomeKey New question 69%

% who though it easy to use HomeKey New question 79%
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Have you used Homekey?

69%

31%

Yes No

Do you what Band you are in?

97%

3%

Yes No

Easy to use Homekey?

33%

45%

15%
3% 4%

V.Satisfied F.Satisfied Neither F.Dissatisfied V.Dissatisfied
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Your understanding of Swan’s Allocation Policy

16%

52%

21%

8% 3%

V.Satisfied F.Satisfied Neither F.Dissatisfied V.Dissatisfied

Your contact Lettings in last year

35%

40%

17%

6% 2%

V.Satisfied F.Satisfied Neither F.Dissatisfied V.Dissatisfied

Time to register transfer application

38%

48%

10%

2%

2%

V.Satisfied F.Satisfied Neither F.Dissatisfied V.Dissatisfied
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Politeness of person who dealt with enquiry

51%

34%

13%

1%

1%

V.Satisfied F.Satisfied Neither F.Dissatisfied V.Dissatisfied

Knowledge of person

40%

39%

16%
4% 2%

V.Satisfied F.Satisfied Neither F.Dissatisfied V.Dissatisfied

Speed that query was dealt with

37%

40%

15%

6% 2%

V.Satisfied F.Satisfied Neither F.Dissatisfied V.Dissatisfied
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Advice given?

33%

41%

17%

6% 3%

V.Satisfied F.Satisfied Neither F.Dissatisfied V.Dissatisfied

Information provided?

29%

49%

15%
4% 3%

V.Satisfied F.Satisfied Neither F.Dissatisfied V.Dissatisfied

Overall satisfaction with Lettings Service

26%

50%

12%

6% 6%

V.Satisfied F.Satisfied Neither F.Dissatisfied V.Dissatisfied
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Do you agree with Local Lettings Plans?

90%

10%

Yes No

Your gender?

24%

76%

Male Female

Your ethnic Origin

15%

3%

1%

5%

3%

73%

Asian Black Chinese Mixed Other White
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Are you disabled

23%

77%

Yes No

Your age

9%

45%26%

14%
6%

U25 25-35 36-49 50-65 65+

Your sexual orientation

89%

0%

1% 10%

Het Gay Bisexual Prefer not to say
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Area Comparisons

97%

97%

100%

100%

96%

80% 85% 90% 95% 100%

Total

Basildon

Essex

London

LBTH

Do you know what band you are in?

69%

79%

57%

84%

54%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Total

Basildon

Essex

London

LBTH

Have you used homekey?

79%

85%

62%

71%

77%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Total

Basildon

Essex

London

LBTH

How easy to use Homekey?
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68%

68%

62%

68%

69%

58% 60% 62% 64% 66% 68% 70%

Total

Basildon

Essex

London

LBTH

Understanding Allocations Policy

87%

85%

89%

91%

89%

82% 84% 86% 88% 90% 92%

Total

Basildon

Essex

London

LBTH

Time to register application

75%

79%

59%

82%

74%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Total

Basildon

Essex

London

LBTH

Contact in last year
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84%

89%

71%

86%

82%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Total

Basildon

Essex

London

LBTH

Politeness of person who dealt with enquiry

79%

82%

62%

86%

75%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Total

Basildon

Essex

London

LBTH

Knowledge of person

77%

83%

71%

72%

72%

65% 70% 75% 80% 85%

Total

Basildon

Essex

London

LBTH

Speed that query was dealt with
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74%

77%

59%

77%

73%

0% 10% 20% 30% 40% 50% 60% 70% 80%

Total

Basildon

Essex

London

LBTH

Advice given

78%

75%

86%

76%

79%

68% 70% 72% 74% 76% 78% 80% 82% 84% 86%

Total

Basildon

Essex

London

LBTH

Information provided

76%

76%

69%

73%

81%

60% 65% 70% 75% 80% 85%

Total

Basildon

Essex

London

LBTH

Overall Lettings Service
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90%

91%

91%

96%

85%

78% 80% 82% 84% 86% 88% 90% 92% 94% 96%

Total

Basildon

Essex

London

LBTH

Local Lettings Plan

BME Comparisons

Do you know what band you are in?

38 7 2 11 1 191

1 1
3

0%

20%

40%

60%

80%

100%

Asian Black Chinese Mixed Other White

YES NO

Have you used Homekey?

20 4

2
10

136

20 3

2

1

58

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%

100%

Asian Black Chinese Mixed Other White

YES NO
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How easy to use Homekey?

6 1
1

58

14

2
2

6

1
66

2

1
3

232
1

1
31
2

0%

20%

40%

60%

80%

100%

Asian Black Chinese Mixed Other White

V.SATISFIED F.SATISFIED NEITHER F.DISSATISFIED V.DISSATISFIED

Understanding Allocations Policy

4

2
2 27

25 2

1

6 97

9

1

1
4

1

40

1 20
2

1 3

0%

10%

20%

30%

40%
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60%

70%

80%

90%

100%

Asian Black Chinese Mixed Other White

V.Satisfied F.Satisfied Neither F.Dissatisfied V.Dissatisfied

Time to register application

12
3 6

77

23
3

2

4

1

87

4 1 2
0

19
1 0 34
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90%

100%
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Contact in last year

6 1

5 48

11
5 1

5 53

6

1
1

1

192
12 6
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100%
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Politeness of Person who dealt with your enquiry

9
3 6 72

10

3

1

4

1

406

2 162
2 1
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Knowledge of Person

9 2
5 57

9 3 1

5

1

46

6

2 1 201
3 41
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Speed that query was dealt with

8
1

6
49

11 4
1

4

1
54

8 1

2
17

2
1 71
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90%
100%

Asian Black Chinese Mixed Other White

V.SATISFIED F.SATISFIED NEITHER F.DISSATISFIED V.DISSATISFIED

Information provided

7
2

9

52

22 3 2

1

1 88

7
1

31
1

1
101
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Overall Lettings Service

6
2

6

53

26
4

2

4

1 85

4 1
27

1 14
72 11
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Local Lettings Plan

24
4 2 10 1

139

6
1 15
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Asian Black Chinese Mixed Other White

YES NO


