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Executive Summary 
 
The London Borough of Camden Council commissioned Housemark to carry out 
a leaseholder survey in line with the Market Research Society Code of Conduct. 
Based on 565 respondents, the following key points can be noted: 
 

• Overall satisfaction - This measure is often used as the main headline measure 
of service performance. The London Borough of Camden Council achieved a 
Leaseholder satisfaction score of 29.9%. For context, it should also be noted that 
dissatisfaction with this measure was 43.0%. When benchmarking the overall 
satisfaction score against the London Borough peer group, it can be seen that 
scores range between 24.5% and 54.0%, compared to Camden’s score of 29.9%. 

 

• Highest scoring measures: The top scoring measures were identified as: 
 

i) Satisfaction with the information provided for your service charges: 42.7% 
ii) Satisfaction with the conduct of contractors carrying out responsive 

repairs: 39.2% 
iii) Satisfaction with the information provided about the major works: 34.0% 

 

• Lowest scoring measures / high dissatisfaction: The lowest scoring measure 
was ‘responsive repairs providing value for money’ – this achieved a satisfaction 
score of just 2.8% and a dissatisfaction score of 97.2%. It is worth noting that 
overall, 13 of the 14 satisfaction measures reflected higher levels of 
dissatisfaction than satisfaction. 

 

• Identifying what drives overall satisfaction: Based on the results, the top three 
service areas driving satisfaction (i.e. the key drivers, see Section 4.1) are: 
 

o Information provided about major works 
o The consultation process of the major works 
o The overall quality of the major works 

 

Investing time and energy in these areas of service will help drive overall 
satisfaction for the majority of leaseholders. 

 

Conclusions: Based on the feedback from the leaseholder survey, the key 
finding is that there are generally higher proportions of leaseholder 
dissatisfaction than satisfaction across the 14 satisfaction performance 
measures. Whilst the highest satisfaction was observed for ‘information provided 
for services charges’, this could still be considered to be a relatively low ranking 
score of under 50% (42.7% to be precise). 
 

Opportunities for service improvement over time should therefore be 
considered. One example of this could be by focussing upon the key drivers of 
overall satisfaction, which will help increase satisfaction perceptions for the 
majority of leaseholders over time, whilst consideration should also be given to 
areas of particularly high dissatisfaction. 
 

Recommendations for consideration are noted in Section 5.   
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1. Summary of leaseholder satisfaction results (high to low) 
 
Figure 1: Summary of TSM satisfaction results (n= 565) 

Measure 
% satisfaction 

score 

Proportion of respondents who report that they are satisfied 
with the information provided for your service charges. 

42.7% 

Proportion of respondents who report that they are satisfied 
with the conduct of contractors carrying out responsive repairs. 

39.2% 

Proportion of respondents who report that they are satisfied 
with the information provided about the major works. 

34.0% 

Proportion of respondents who report that they are satisfied 
with the conduct of contractors carrying out major works. 

31.9% 

Proportion of respondents who report that they are satisfied 
with the overall service from London Borough of Camden 
Council.  

29.9% 

Proportion of respondents who report that they are satisfied 
with the consultation process of major works. 

29.5% 

Proportion of respondents who report that they are satisfied 
with the ease of contacting the leaseholder service. 

26.1% 

Proportion of respondents who report that they are satisfied 
with the quality of responsive repairs. 

24.0% 

Proportion of respondents who report that they are satisfied 
with the leaseholder service. 

22.7% 

Proportion of respondents who report that they are satisfied 
with the quality of the major works carried out. 

21.5% 

Proportion of respondents who report that they are satisfied 
with the time taken to complete responsive repairs. 

21.1% 

Proportion of respondents who report that they are satisfied 
with the value for money of your service charges. 

18.9% 

Proportion of respondents who report that they are satisfied 
with the value for money for major works carried out. 

10.2% 

Proportion of respondents who report that they are satisfied 
with the responsive repairs service providing value for money. 

2.8% 
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2. Overview of the survey approach 
 
An overview of the survey approach is outlined in Figure 2 below, whilst the 
representativeness of the survey is shown over the page. 
 
Figure 2: Overview of the survey approach 

Feedback services provider (collecting, 
generating, and validating the reported 
perception measures) 

Service Insights Ltd (independent research 
company) on behalf of Housemark 

Survey fieldwork date March 2024 

Total surveyable population 
7,087 (4,164 owner occupied; 2,923 private 
rental) 

Total sample size achieved (total 
number of responses) 

565  

Statistical confidence required and 
achieved 

This report achieved ±3.96%. 

Reasons for any failure to meet the 
required sample size 

Not applicable 

Collection method 100% telephone 
Type and amount of any incentives 
offered 

None 

Sampling method 
Randomised sample through MS Excel 
randomisation 

Number of leaseholder households 
within the relevant population that have 
not been included in the sample 

None 

Summary of representativeness 
The survey sample was considered to be 
representative of the wider leaseholder 
population (see Figure 3 below) 

Any weighting applied Weighting was not required for this report. 

Questions asked 
18 questions comprising open and closed 
questions 

Any other methodological issues likely 
to have a material impact on the survey 
responses reported 

None 

 
Figure 3: Representativeness of the survey responses vs leaseholder population 

Population Profile Survey Profile 

Owner Occupied 4,164 58.8% 
Owner 

Occupied 
339 60.0% 

Private Rental 2,923 41.2% 
Private 
Rental 

226 40.0% 

 7,087 100%  565 100% 
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3. Results 
 
NOTE: This report presents detailed scores to one decimal place. Please note 
that percentage scores may not always add up to 100%. For example, three 
equal responses would give percentages of 33.3% each, giving 99.9%. 
 

PART 1: OVERALL SATISFACTION 
 
3.1. Overall satisfaction 
 
Overall satisfaction is often seen as the key measure of service performance, as 
perceived by leaseholders in receipt of services provided. Leaseholders were 
asked, “Taking everything into account, how satisfied or dissatisfied are you with 
the service provided by London Borough of Camden Council?”. 
 
Figures 4 and 5 show that a total of 29.9% (169 respondents) were satisfied, 
compared to a total of 43.0% (243 respondents) who were dissatisfied, and a 
further 27.1% (153 respondents) who were neither satisfied nor dissatisfied. 
 
 
Figure 4: Overall satisfaction (n= 565) 

 
 
Figure 5: Individual response categories (n= 565) 
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PART 2: RESPONSIVE REPAIRS 
 
3.2. Satisfaction with the quality of responsive repairs  
 
Leaseholders were asked, “Have there been any responsive repairs in your 
building in the last 12 months?”. A total of 34.0% (192 respondents) stated ‘Yes’ 
compared to 66.0% (373 respondents) who stated ‘No’. 
 
Those who stated ‘Yes’ were then asked, “How satisfied or dissatisfied are you 
with the quality of the responsive repairs carried out?”. Figures 6 and 7 show 
that a total of 24.0% (46 respondents) were satisfied, compared to a total of 
58.9% (113 respondents) dissatisfied, and a further 17.2% (33 respondents) who 
were neither satisfied nor dissatisfied. 
 
 
Figure 6: Satisfaction with the quality of responsive repairs (n= 192) 

 
 
Figure 7:  Individual response categories (n= 192) 
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3.3. Satisfaction with responsive repairs providing value for money 
 
Leaseholders were then asked, “How satisfied or dissatisfied are you with the 
value for money on any responsive repairs?” 
 
Figures 8 and 9 show that a total of 2.8% (3 respondents) were satisfied, 
compared to a total of 97.2% (103 respondents) dissatisfied (no respondents 
indicated they were neither satisfied nor dissatisfied).  
 
 
Figure 8: Satisfaction with responsive repairs providing value for money (n= 106) 

 
 
Figure 9: Individual response categories (n= 106) 
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3.4. Satisfaction with the conduct of contractors carrying out responsive 
repairs 
 
Leaseholders were asked, “How satisfied or dissatisfied are you with the conduct 
of the contractors carrying out the repairs?”. 
 
Figures 10 and 11 show that a total of 39.2% (31 respondents) were satisfied, 
compared to 60.8% (48 respondents) dissatisfied (no respondents indicated 
they were neither satisfied nor dissatisfied). 
 
 
Figure 10: Satisfaction with the conduct of contractors carrying out responsive repairs (n= 79) 

 
 
Figure 11: Individual response categories (n= 79) 
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3.5. Satisfaction with the time taken to complete responsive repairs 
 
Leaseholders were asked, “How satisfied or dissatisfied are you with the time 
taken to complete responsive repairs?”. 
 
Figures 12 and 13 show that a total of 21.1% (39 respondents) were satisfied, 
compared to a total of 61.1% (113 respondents) dissatisfied, and a further 17.8% 
(33 respondents) who were neither satisfied nor dissatisfied. 
 
 
Figure 12: Satisfaction with the time taken to complete responsive repairs (n= 185) 

 
 
Figure 13: Individual response categories (n= 185) 
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PART 3: MAJOR WORKS 
 
3.6. Satisfaction with the consultation process of the major works  
 
Leaseholders were asked, “Has your building had, or been notified about, any 
Major works in the last 12 months?”. A total of 34.2% (202 respondents) stated 
‘Yes’ compared to 65.8% (308 respondents) who stated ‘No’. 
 
Those who stated ‘Yes’ were then asked, “How satisfied or dissatisfied are you 
with the consultation process of the Major works?”. Figures 14 and 15 show that a 
total of 29.5% (57 respondents) were satisfied, compared to a total of 51.3% 
(99 respondents) dissatisfied, and a further 19.2% (37 respondents) who were 
neither satisfied nor dissatisfied. 
 
 
Figure 14: Satisfaction with the consultation process of the Major works (n= 193) 

 
 
Figure 15: Individual response categories (n= 193) 
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3.7. Satisfaction with the information provided about the major works 
 
Leaseholders were asked, “How satisfied or dissatisfied are you with the 
information provided about the Major works?”. 
 
Figures 16 and 17 show that a total of 34.0% (66 respondents) were satisfied, 
compared to a total of 40.2% (78 respondents) dissatisfied, and a further 25.8% 
(50 respondents) who were neither satisfied nor dissatisfied. 
 
 
Figure 16: Satisfaction with the information provided about the Major works (n= 194) 

 
 
Figure 17: Individual response categories (n= 194) 
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3.8. Satisfaction with the quality of the major works carried out 
 
Leaseholders were asked, “How satisfied or dissatisfied are you with the quality 
of the Major works carried out?”. 
 
Figures 18 and 19 show that a total of 21.5% (32 respondents) were satisfied, 
compared to a total of 49.0% (73 respondents) dissatisfied, and a further 29.5% 
(44 respondents) who were neither satisfied nor dissatisfied. 
 
 
Figure 18: Satisfaction with the quality of the Major works carried out (n= 149) 

 
 
Figure 19: Individual response categories (n= 149) 
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3.9. Satisfaction with the value for money of the major works carried out 
 
Leaseholders were asked, “How satisfied or dissatisfied are you with the value 
for money of the Major works carried out?”. 
 
Figures 20 and 21 show that a total of 10.2% (16 respondents) were satisfied, 
compared to a total of 69.4% (109 respondents) dissatisfied, and a further 20.4% 
(32 respondents) who were neither satisfied nor dissatisfied. 
 
 
Figure 20: Satisfaction with the value for money of the Major works carried out (n= 157) 

 
 
Figure 21: Individual response categories (n= 157) 
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3.10. Satisfaction with the conduct of the contractors carrying out major works 
 
Leaseholders were asked, “How satisfied or dissatisfied are you with the conduct 
of the contractors carrying out the Major works?”. 
 
Figures 22 and 23 show that a total of 31.9% (46 respondents) were satisfied, 
compared to a total of 34.0% (49 respondents) dissatisfied, and a further 34.0% 
(49 respondents) who were neither satisfied nor dissatisfied. 
 
 
Figure 22: Satisfaction with the conduct of the contractors carrying out Major works (n= 144) 

 
 
Figure 23: Individual response categories (n= 144) 

 
  



The London Borough of Camden Council: Leaseholder Survey, 2023/24 

17 
 

PART 4: SERVICE CHARGES 
 
3.11. Satisfaction with the information provided for your service charges 
 
Leaseholders were asked, “How satisfied or dissatisfied are you with the 
information provided for your service charges?”. 
 
Figures 24 and 25 show that a total of 42.7% (238 respondents) were satisfied, 
compared to a total of 35.9% (200 respondents) dissatisfied, and a further 21.4% 
(119 respondents) who were neither satisfied nor dissatisfied. 
 
 
Figure 24: Satisfaction with the information provided for your service charges (n= 557) 

 
 
Figure 25: Individual response categories (n= 557) 
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3.12. Satisfaction with the value for money of service charges 
 
Leaseholders were asked, “How satisfied or dissatisfied are you with the value 
for money of your service charges?”. 
 
Figures 26 and 27 show that a total of 18.9% (104 respondents) were satisfied, 
compared to a total of 57.2% (314 respondents) dissatisfied, and a further 23.9% 
(131 respondents) who were neither satisfied nor dissatisfied. 
 
Figure 26: Satisfaction with the value for money of service charges (n= 549) 

 
 
Figure 27: Individual response categories (n= 549) 
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PART 5: THE LEASEHOLDER SERVICE 
 
3.13. Satisfaction with the leaseholder service 
 
Leaseholders were asked, “Have you contacted the Leaseholder Service in the 
last 12 months?” A total of 56.8% (317 respondents) stated ‘Yes’ compared to 
41.0% (229 respondents) who stated ‘No’.  2.2% (12 respondents) stated they did 
not know.  
 
Leaseholders that said ‘yes’ were asked, “How satisfied or dissatisfied are you 
with the Leaseholder Service?”. Figures 28 and 29 show that a total of 22.7% (70 
respondents) were satisfied, compared to a total of 59.4% (183 respondents) 
dissatisfied, and a further 17.9% (55 respondents) who were neither satisfied nor 
dissatisfied. 
 
Figure 28: Satisfaction with the value for money of service charges (n= 308) 

 
 
Figure 29: Individual response categories (n= 308) 

 
 
Respondents indicating that they had contacted the Leaseholder Service were 
asked if their issues were resolved in their expected timeframe.  25.9% (75 
respondents) said ‘Yes’ compared with 74.1% (215 respondents) who said ‘No’.   
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3.14. Satisfaction with the ease of contacting the leaseholder service 
 
Leaseholders were asked, “How satisfied or dissatisfied are you with the ease of 
contacting the Leaseholder Service?”. 
 
Figures 30 and 31 show that a total of 26.1% (81 respondents) were satisfied, 
compared to a total of 55.8% (173 respondents) dissatisfied, and a further 18.1% 
(56 respondents) who were neither satisfied nor dissatisfied. 
 
Figure 30: Satisfaction with the value for money of service charges (n= 310) 

 
 
Figure 31: Individual response categories (n= 310) 
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PART 6: THE CAMDEN ACCOUNT AND LEASEHOLDER FORUM 
 
3.15. Camden account and leaseholder forum 
 
Leaseholders were asked, “Have you used your online Camden Account in the 
last 12 months?”. A total of 72.4% (404 respondents) stated ‘Yes’ compared to 
23.8% (133 respondents) who stated ‘No’. A further 3.8% (21 respondents) stated 
they did not know. 
 
Respondents responding ‘yes’ were then asked what they used it for. Figure 32 
shows that the greatest use was associated with financial reasons, such as 
service charges or payments. For those responding ‘other, this also included 
aspects such as car parking / parking issues, council tax, and complaints. 
 
Figure 32: Uses of the Camden Account (n=403) 

Use Percent Count 

View service charges 54.3% 219 
Make a payment 49.4% 199 
Request a repair 18.4% 74 
Register a sub-let 3.0% 12 
Other 23.1% 93 

 
 
Leaseholders were also asked, “Are you aware of the Camden Leaseholders 
Forum?”. A total of 57.5% (177 respondents) stated ‘Yes they are aware but not 
actively engaged’, 16.2% (50 respondents) stated ‘Yes they are aware and are 
actively engaged, 14.3% (44 respondents) stated ‘No but please tell me more’ 
and 7.8% (24 respondents) stated ‘No and am not interested’ (13 respondents 
did not answer the question). 
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4. Further analysis 
 
4.1. Key driver analysis 
 
Customer satisfaction can provide great insight into residents’ perspectives and 
their experiences with services. Key driver analysis takes this insight a step 
further by exploring the relationships between different aspects of service to 
better understand what most influences overall customer satisfaction. 
 
When exploring the question of ‘what influences overall satisfaction?’ this can be 
achieved by undertaking a correlation analysis (known as a Pearson’s r) of the 
relationship between overall satisfaction and each of the other core variables in 
the survey. The correlation will determine a value between +1 and -1, whereby the 
closer to +1 or -1 the value is, the larger the actual relationship or effect is 
(positively or negatively). 
 
In statistics, it is generally accepted that the following scale can be used to 
estimate the effect size: 
 
   If r =+/- .5 it has a large effect 
   If r = +/- .3 it has a medium effect 
   If r = +/- .1 it has a small effect 
 
When looking at the key driver results (seen over the page), it is firstly worth 
noting that all the items demonstrate a positive influence on overall satisfaction. 
 
Secondly, when considering the three highest ranking TSM items (i.e. those 
services or elements of service which reflect the greatest influence on overall 
satisfaction), this identifies Information provided about major works, the 
consultation process of the major works and the overall quality of the major 
works. Investing time and energy in these areas of service will help drive overall 
satisfaction for the majority of residents. 
 
  



The London Borough of Camden Council: Leaseholder Survey, 2023/24 

23 
 

Figure 33: Key driver analysis 
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4.2. Benchmarking 
 
When benchmarking Camden’s overall satisfaction score against the London 
Borough peer group (Figure 34), it is useful to note that the range applied to 
calculate the benchmarking scores is between 24.5% and 54.0%, compared to 
Camden’s score of 29.9%. 
 
Figure 34: Overall Leaseholder satisfaction for the London Peer Group 

 
Quartile 1: 46.42% 
Median: 37.0% 
Quartile 3: 32.25% 
 
Range is between 24.5% and 54.0% 
 
Camden overall satisfaction = 29.9% 
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5. Conclusions and Recommendations 
 
The London Borough of Camden Council commissioned Housemark to carry out 
a leaseholder survey in line with the Market Research Society Code of Conduct. 
Based on 565 respondents, the following key points can be noted: 
 

• Overall satisfaction - This measure is often used as the main headline measure 
of service performance. The London Borough of Camden Council achieved a 
Leaseholder satisfaction score of 29.9%. For context, it should also be noted that 
dissatisfaction with this measure was 43.0%. When benchmarking the overall 
satisfaction score against the London Borough peer group, it can be seen that 
scores range between 24.5% and 54.0%, compared to Camden’s score of 29.9%. 

 
• Highest scoring measures: The top scoring measures were identified as: 

 
i) Satisfaction with the information provided for your service charges: 

42.7% 
ii) Satisfaction with the conduct of contractors carrying out responsive 

repairs: 39.2% 
iii) Satisfaction with the information provided about the major works: 34.0% 

 
• Lowest scoring measures / high dissatisfaction: The lowest scoring measure 

was ‘responsive repairs providing value for money’ – this achieved a satisfaction 
score of just 2.8% and a dissatisfaction score of 97.2%. It is worth noting that 
overall, 13 of the 14 satisfaction measures reflected higher levels of dissatisfaction 
than satisfaction. 

 
• Identifying what drives overall satisfaction: Based on the results, the top three 

service areas driving satisfaction are: 
 

o Information provided about major works 
o The consultation process of the major works 
o The overall quality of the major works 

 
Investing time and energy in these areas of service will help drive overall 
satisfaction for the majority of leaseholders. 

 
Conclusions: 
 
Based on the feedback from the leaseholder survey, the key finding is that there 
are generally higher proportions of leaseholder dissatisfaction than satisfaction 
across the 14 satisfaction performance measures. Whilst the highest satisfaction 
was observed for ‘information provided for services charges’, this could still be 
considered to be a relatively low ranking score of under 50% (42.7% to be 
precise). Opportunities for service improvement over time should therefore be 
considered. 
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Recommendations:  
 
Consideration could be given to the following: 
 
• Recommendation 1: Communicate the survey results to all employees working 

with Leaseholders. 
 

• Recommendation 2: Develop an action plan focussing upon the key drivers of 
overall satisfaction – this will help increase satisfaction perceptions for the 
majority of leaseholders over time, whilst also consider actions specifically to 
address areas of particularly high dissatisfaction. 

 

This could be developed by taking a co-creative approach gaining suggested 
actions from leaseholders themselves, Camden staff who work with leaseholders, 
and (if applicable) contractors working on leasehold properties. This information 
could be gathered via a small number of focus groups or a customer journey 
mapping process. 
 

• Recommendation 3: Once the action plan is created, communicate both the 
results and the actions to be taken to leaseholders. Finally, undertake the 
leaseholder survey again at a similar time during the 2024/25 financial year to re-
measure any service performance changes. 
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Appendix 1: Summary of leaseholder dissatisfaction results (high 
to low) 
 
Figure 35: Summary of TSM dissatisfaction results (n= 565) 

Measure 
% dissatisfaction 

score 

Proportion of respondents who report that they are dissatisfied 
with the responsive repairs service providing value for money. 

97.2% 

Proportion of respondents who report that they are dissatisfied 
with the value for money for major works carried out. 

69.4% 

Proportion of respondents who report that they are dissatisfied 
with the time taken to complete responsive repairs. 

61.1% 

Proportion of respondents who report that they are dissatisfied 
with the conduct of contractors carrying out responsive repairs. 

60.8% 

Proportion of respondents who report that they are dissatisfied 
with the leaseholder service. 

59.4% 

Proportion of respondents who report that they are dissatisfied 
with the quality of responsive repairs. 

58.9% 

Proportion of respondents who report that they are dissatisfied 
with the value for money of your service charges. 

57.2% 

Proportion of respondents who report that they are dissatisfied 
with the ease of contacting the leaseholder service. 

55.8% 

Proportion of respondents who report that they are dissatisfied 
with the consultation process of major works. 

51.3% 

Proportion of respondents who report that they are dissatisfied 
with the quality of the major works carried out. 

49.0% 

Proportion of respondents who report that they are 
dissatisfied with the overall service from London Borough of 
Camden Council.  

43.0% 

Proportion of respondents who report that they are dissatisfied 
with the information provided about the major works. 

40.2% 

Proportion of respondents who report that they are dissatisfied 
with the information provided for your service charges. 

35.9% 

Proportion of respondents who report that they are dissatisfied 
with the conduct of contractors carrying out major works. 

34.0% 
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Appendix 2: Qualitative analysis of free text responses 
 

Appendix 2.1. Improving one thing with the London Borough of Camden 
 
A question was asked to all respondents - “If you could improve one thing with London Borough of Camden, what would it 
be?”. Figures 36 and 37 provide an overview of the thematic analysis of these comments.  
 
 
Figure 36: Improving one thing with London Borough of Camden 

 
 

Figure 37: Improving one thing with London Borough of Camden 
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Appendix 2.2. Improving one thing with the London Borough of Camden (by key phrase) 
 
Figure 38: Comments related to responsive repairs 

 
 
 
Figure 39: Comments related to value for money on responsive repairs 

 
 
 
Figure 40: Comments related to time taken to complete responsive repairs 
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Figure 41: Comments related to time taken to complete responsive repairs 
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Figure 42: Comments related to information provided on Major works 

 

 
 
 
  



The London Borough of Camden Council: Leaseholder Survey, 2023/24 

32 
 

Figure 43: Comments related to the quality of Major works carried out 

 
 
 
Figure 44: Comments related to the conduct of the contractors carrying out Major works 

 
 
 
Figure 45: Comments related to information provided for your service charges 
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Figure 46: Comments related to the value for money of your service charges 

 
 
 
Figure 47: Comments related to the ease of contacting the Leaseholder Service 
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Figure 48: Comments related to the Leasehold Service 
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Appendix 2.3. Further comments or suggestions for improving the London Borough of Camden 
 
A question was asked to all respondents - “Do you have any further comments or suggestions for improving London Borough 
of Camden?”. Figures 48 and 49 provide an overview of the thematic analysis of these comments.  
 
 
Figure 49: Do you have any further comments or suggestions for improving London Borough of Camden? 

 

 
 
 

Figure 50: Do you have any further comments or suggestions for improving London Borough of Camden? 
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Appendix 3: Leaseholder survey questionnaire 
 
 
Figure 51: Example TSM telephone survey 
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