
 

Statistics for customer satisfaction report  
January 2007 – December 2007 

 
Housing Advice Service 
 
120 replies 
 
1. ‘I found it easy to get in touch with Breckland Council’  
 

Opinion Number Percentage 

Agree 109 92% 

Disagree 10 8% 

 
2. ‘I waited an acceptable time to get housing advice’ 
 

Opinion Number Percentage 

Agree 88 75% 

Disagree 29 25% 

 
3. ‘The reception area at the office was comfortable’ 
 

Opinion Number  Percentage 

Agree 93 91% 

Disagree 9 9% 

 
4. ‘The housing advisor I spoke to was helpful?’ 
 

Opinion Number Percentage 

Agree 98 85% 

Disagree 17 15% 

 
5. ‘The advice given to me was easy to understand’ 
 

Opinion Number  Percentage 

Agree 98 84% 

Disagree 18 16% 

 
6. ‘The advice given to me was helpful’ 
 

Opinion Number Percentage 

Agree 91 77% 

Disagree 27 23% 

 
7. ‘The leaflets given to me were useful and clear’   
 

Opinion Number Percentage 

Agree 82 76% 

Disagree 26 24% 

 



 

8. ‘I avoided becoming homeless as a result of the help of advice given to me’   
 

Opinion Number Percentage 

Agree 39 43% 

Disagree 52 57% 

 
9. ‘I was offered interpretation or translation service if I needed them?’  
 

Opinion Number Percentage 

Agree 52 69% 

Disagree 23 31% 

 
10. ‘Overall, I found the housing advice service to be:’   
 

Opinion Number Percentage 

Excellent 29 25% 

Good 47 40% 

Fair 24 20% 

Poor 18 15% 

 
‘Any comments or suggested improvement:’   
  
Positive comments 
 

1. No comments just fine 
2. All the staff was most helpful understanding great job to all at Peddars 

Way and Mandy Player.  Thank you all. 
3. Breckland Council it's the best - thanks for your help 
4. You are the best and were much more helpful than the job centre 
5. Whilst incurring arrears whilst in prison, Breckland Council helped me 

substantially to keep my flat, so as to help me be housed on release and 
help me to rehabilitate!  Very grateful! 

6. No, A. OK 
7. Advisor was very helpful.  When you are waiting for rehousing the time it 

takes makes one feel under tremendous strain almost too much.  Thank 
you. 

8. My move to return to Norfolk is ongoing at present therefore I cannot 
answer your questions at this time.  Thank you for your help so far! 

9. I was already homeless.  Interviewer was sympathetic and understanding.  
It did feel a little impersonal at times though.  I was grateful for the advice 
though and the meeting wasn't at all rushed which was extremely 
appreciated, as I was worried and anxious. 

10. I feel staff are well trained and know what they are talking about, if a 
question was asked and not answered or solved an appropriate solution 
or alternative was given - keeping all avenues open.  Cubicles or more 
private talking areas so people awaiting in the queue are unable to hear 
conversation 

11. I would like to commend Barbara Pollit on her excellent knowledge of the 
housing options available and the easy to understand manner that she 
uses 

 
Negative comments 
 



 

1. I've tried to get a house but I'm homeless as from 5th Jan due to house 
sale (divorce).  I've seeked advice & phoned all housing associations no 
help what so ever 

2. I didn't get any advice per se - just told I would be offered a place in a 
hostel in Great Yarmouth meaning I would lose my job 

3. Stop giving housing to immigrants who come in as 'homeless' and look 
after the British people.  People are getting wiser and fed up with being a 
welfare state for Europe 

4. Too long-winded and far too much paperwork involved 
5. We are close to being homeless and no real help was given, as usual.  

Local people like us get pushed aside.  Priority is given to those that have 
moved into the area, lost their house because of fault of their own, and 
they get council or housing assoc property.  I know of cases.  No help is 
given to my family and my landlord is selling the property we live in. 

6. To whom this may concern: I have come out of a marriage and supporting 
two children, leaving my home and children, has been very distressing.  
Having no home I returned to my parent’s home which is very difficult for 
my parents and myself.  I am 39 and parents 65.  Note: I contacted your 
housing department for help?  The response from your rep. was 
completely negative = your words = 'unless you are homeless there is 
nothing that you can do.'  Conclusion: It was a complete waste of my time 
me making an enquiry to your office.  I hope your future plans are better 
than mine. 

7. I live on the streets under shelters or wherever I can!  I have been like this 
for some time. 

8. I can't believe that I've lived in Thetford all my life & I have two young 
children.  I was told because I have a mortgage on a house I could not get 
no help so I had to go back to the house where we are unhappy 

9. I was not sent any leaflets.  I'm still going to be made homeless and I'm 
not getting any help at all.  I have no idea of what myself and my child will 
do. 

10. To get back to people quicker.  I chased you for 2 weeks! 
11. I found the service I received disgusting.  I am 33 weeks pregnant with 

nowhere to live and I am being discriminated against the fact my father 
owns a 4 bedrooms house.  A complete joke. 

12. Though no help...  I was evicted!!!  Thanks 
13. Not avoided homelessness as of yet.  We need more affordable housing 

for local people the foreigner get all the help of we pay USA rent prices 
crazy 

14. Take priority to people who have been on the housing list for long time, 
who have paid their taxes since leaving school in this country not to be put 
to bottom of queue due to influx of immigrants.  NOT to be told the only 
way I will get a council house is staying in rental accommodation when 
contract runs out and going to court by landlords...  Exact words of 
housing officer. 

15. I was lucky to have a relative to help me out.  What would have happened 
if I didn't?  Too much was 'promised' but not enough was done!  More help 
is needed for people wanting a bit of help when they have nothing 

16. The general service overall is crap you don't get any help just palmed off 
and people with low priorities are housed before those who really need it 

17. Unless you are foreign, claiming benefits or are on Job seekers, you don't 
stand a chance of getting any help with a Council House, even though we 
work full time and can actually pay our rent.  At the minute we are living in 
an over-crowded situation!!  And have received minimal help 



 

18. I am very unhappy with the service and advice I got.  I would like to say 
you're absolutely unhelpful.  Thank you for nothing 

19. Reception area uncomfortable, no privacy, the advisor spoke to me in 
reception where everyone could hear, and I could hear their business.  
Also with people walking through it was not private.  The points I have 
been given are very low and I feel this is unfair 

20. ARP Thetford very good and helpful.  Dereham housing adviser not really 
cared of our situation.  No contact from them since interview date and she 
had not contacted ARPT before her holiday 

21. Not used to that extent yet.  Still 2 years from end present tied 
accommodation 

22. I was homeless when I applied & I'm still homeless now 
23. I was advised in October that Peddars Way were obligated to re-house 

me due to my illness - as yet, nothing has transpired 
24. The advice given was not really tailored to my needs - I am still looking for 

accommodation in Attleborough - it was difficult to explain what I required 
via the telephone!!! 

 
Constructive change comments 
 

1. More objective staff in the contact centre 
2. When phoning to find out what is happening with my case I have found it 

very difficult to speak to the housing advisor.  Promises of return calls 
were not kept.  I think this area needs improving 

3. How long must I wait? 
4. I found the person giving me advice very helpful indeed but the system 

itself really stinks, so much so that I'm seeking dual nationality with some 
obscure foreign country so as to make my next application more 
successful!!! 

5. It was in the way my case was conducted that I thought improvements 
could be made in that area.  Still, overall I still got the help I needed.  The 
reception services and installations are excellent. 

6. To make sure that anyone you are put in contact with by the council are 
actually contactable 

7. Leaflets with housing waiting system/stock list.  Statistics in all areas 
covered by the local authority.  Housing benefit top up for families working 
full time and forced to privately rent but above means tested limits. 

8. I don't complain about not getting advice.  I received plenty.  What I don't 
know is if I will get accommodation but I've done all my efforts to get it. 

9. More information of organisations which may help buyers/rent would have 
been helpful 

10. I am still homeless after 2 months.  As regarding being re-housed you 
should be able to give a date within 2 months instead of this points system 
which is unfair never knowing when you will be housed and not knowing 
where you are on the list.  Perhaps you should publish the list for all 
applicants to see on a monthly basis. 

11. More communication from council on waiting times would put people at 
ease even if it is only estimated, also being told why and how points are 
allocated would be useful 

12. Wouldn't mind things to be sorted out a bit quicker 
13. I disagree with Q8 as at present am homeless and on the housing list 

waiting for a place to live 
14. As I am homeless since 2003 April I have been waiting for somewhere to 

live.  With a son who stays wherever I am with me.  Not good eh!! 
 



 

Homelessness Service 
 
15 replies 
 
1. ‘The advisor who took my homeless application was helpful’  
 

Opinion Number Percentage 

Agree 13 87% 

Disagree 2 13% 

 
2. ‘The form I filled in was easy to understand’ 
 

Opinion Number Percentage 

Agree 13 87% 

Disagree 2 13% 

 
3. ‘The advisor told me how long enquiries into my case would take’ 
 

Opinion Number  Percentage 

Agree 8 53% 

Disagree 7 47% 

 
4. ‘I was told that I would receive a letter explaining the decision on my case’ 
 

Opinion Number Percentage 

Agree 12 80% 

Disagree 3 20% 

 
5. ‘My temporary accommodation was of an acceptable standard’ 
 

Opinion Number  Percentage 

Agree 9 75% 

Disagree 3 25% 

 
6. ‘My temporary accommodation was affordable’ 
 

Opinion Number Percentage 

Agree 5 42% 

Disagree 7 58% 

 
7. ‘I was happy with the time taken to assess my application’ 
 

Opinion Number Percentage 

Agree 10 67% 

Disagree 5 33% 

 
8. ‘My decision letter was clear and understandable’  
 

Opinion Number Percentage 

Agree 11 79% 

Disagree 3 21% 

 



 

9. ‘I was offered interpretation or translation service if I needed them?’  
 

Opinion Number Percentage 

Agree 7 64% 

Disagree 4 36% 

 
10. ‘Overall, I found the homelessness service to be:’   
 

Opinion Number Percentage 

Excellent 5 34% 

Good 2 13% 

Fair 6 40% 

Poor 2 13% 

 
‘Any comments or suggested improvement:’   
  
Positive comments 
 

1. Breckland Council offer the best services.  I am very happy with all this 
services. 

2. I was in desperate need for a short time and I found the service to be 
invaluable.  Thank you 

 
Negative comments 
 

1. I feel that Breckland Council should be more fair to homeless people and 
give them more support! 

2. Apart from my benefits have not come through so unable to pay 
3. I would suggest telephone calls were returned as none of mine ever were 
4. Accommodation smelled of urine and still does.  Bedroom door broken 

and still not repaired. 
5. The council have treated us poorly.  We lost our house due to ill health 

and are not being re-housed as it says we did this intentionally 
6. Repairs to hostel reported several times by warden still not carried out 3 

months later which is totally unacceptable.  We may be homeless but it 
doesn't mean that we should have to put up with poor maintenance 
standards and have to pay for the privilege!!! 

 

Constructive change comments 
 

None received  
 


