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This report is phase 3 of a series that looks at tenants’ experiences across Wales in relation to the Covid-19
pandemic. The aim of this report is to understand how the pandemic has impacted on people’s lives and what
tenants consider important to them when it comes to landlord engagement and support.

Three hundred and sixty-eight tenants responded to this survey from all twenty-two Local Authority areas in
Wales, and whilst we acknowledge that this is not representative of the whole tenant population, we are
confident that the findings offer valuable insight.

It is our hope that this report will serve as a basis to help landlords shape their services in line with tenant
expectations and perceptions during such uncertain times.

Key findings

1 Housing Associations have the highest representation of tenants to have completed this survey. This is
consistent with our phase one and two of the Tenant Voice on Covid-19' report sequence

1 Tenants are unaware of what is going on in their community in terms of minimising loneliness and
isolation

1 Tenants across tenures want more information, communication, and support from their landlords

1 There are additional expenses for tenants relating directly to Covid-19 including internet usage and the
cost of online shopping delivery

1 Low income and rent increases are impacting tenant’s ability to pay their rent and bills

1 Tenants have become more comfortable allowing repairs and maintenance in their homes since the
beginning of the pandemic

1 Tenants want landlords’ priorities in the future to centre around communication, the quality of their
home, support managing financial difficulties and tackling anti-social behaviour

Overview of t e n a naxpgemences of the Covid -19 pandemic

Over the last eight months, tenants have shared their experiences with us over a series of three surveys: April,
June, and November 2020. We have seen an increase in awareness from tenants in terms of knowledge of what
they need to do if they are unable to pay their rent, as well as seeing a significant boost in the use of digital
methods. The concerns of tenants have changed over time, with an initial focus on becoming unwell, then a shift
towards being unable to pay their bills.

Whilst we are unaware of the precise impact of Covid-19 on tenants’ thoughts and feelings, there has been a
considerable transformation in thinking in terms of allowing access for repairs and maintenance. It is apparent
that tenants now feel more comfortable allowing access to their home. In March, 43% of tenants told us they
would not feel comfortable allowing access for essential maintenance; compared to only 11% in November.



Whilst over half of tenants (57%) feel that paying their rent is not a concern to them, those that were struggling
related it to their rent going up at a faster pace than their income.

Tenants in social housing and in the private sector would like more information about community activities to
minimise loneliness and isolation. This is consistent with the first survey we carried out at the beginning of the
pandemic where 76% of tenants were not aware of any landlord activities to support them. We have seen an
increase in awareness, although 60% of social housing tenants and 50% of private tenants still felt that there is a
need for more information.

Research methods

Using our Tenant Pulse platform, we carried out on online survey in October 2020. Tenants from across tenures
were asked about their experiences in relation to the Covid-19 pandemic, following previous surveys in April and
June 2020. There were 368 responses covering all 22 Local Authority areas (see Appendix A). There were 219
Housing Association tenants, 96 Local Authority tenants, 32 Private tenants, 6 supported housing and 15 others
(see Appendix B).

Respondents
59% of respondents were housing association tenants which is consistent with the first survey in March.

The response from Local Authority tenants has increased slightly and there has been a significant decrease in
private tenants with an 9% response rate compared to the previous survey where we had a 16% response rate
over 496 tenants.

Local authority area of responders

Whilst the survey had representation from all 22 Local Authority areas, the highest representation was in the Vale
of Glamorgan with 14%, whilst Cardiff had 11%, despite the vast difference in population in the two areas. 37% of
the 50 responses in the Vale of Glamorgan were from Local Authority tenants.
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Since the previous survey, there has been an evident increase in responses from Ceredigion, three quarters of
which are from Housing Association Tenants. Conwy responses have decreased but they remain in the top 5.



Summary of findings
The findings are summarised under the following five themes.

1. The use of online services in lockd own

Almost half of the respondents (44%) said that they have used online services more than they had previously. Of
those that answered 'no’, 26% were housing associations, and 32% were local authorities.

These findings were consistent with those in our phase 2 survey in May, where 45% of respondents had used
online services a lot more. Within this survey, there was a slight variation across HA tenants and LA tenants who
responded 'no’. 32% of responds to state 'no’ or 'not at all’ were LA tenants, compared to 26% of housing
association tenants, although we note that this may be related to the sample size.



