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Abstract
Leadership is an important organisational factor influencing employee behaviour, service delivery, and performance; however, its relationship with tenant satisfaction within UK social housing remains under-researched. This study evaluated the role of leadership in Estate Service Performance (ESP) and Tenant Satisfaction (TS) within Sutton Housing Partnership (SHP), focusing specifically on Estate Services.
An explanatory sequential mixed-methods case-study design was adopted within a pragmatist philosophy. Quantitative data were collected through an anonymous questionnaire distributed to all forty-eight eligible Estate Services employees. Thirty-one questionnaires were returned, of which thirty were valid for analysis. Descriptive statistics and Pearson's Product-Moment Correlation were used to examine five leadership styles and the relationships between Effective Leadership, ESP, and employees' perceptions of TS. Four semi-structured manager interviews were subsequently analysed thematically to explain and contextualise the quantitative findings. SHP Key Performance Indicator (KPI) and Tenant Satisfaction Measure (TSM) data provided complementary organisational evidence.
The findings indicated high levels of transactional, transformational, servant and participative leadership, while laissez-faire leadership was rated very low. Effective Leadership demonstrated a statistically significant moderate positive association with ESP (r = .497, p = .005), supporting H₁. Its association with perceived TS was positive but not statistically significant (r = .343, p = .063); therefore, H₂ was not supported. ESP demonstrated a statistically significant strong positive association with perceived TS (r = .756, p < .001), providing the strongest relationship and supporting H₃. Qualitative findings indicated that effective leadership was adaptive and multidimensional, while staffing, workload, resources, and cross-service dependencies also influenced performance.
The study concludes that leadership is significantly associated with frontline service performance, while ESP is more strongly associated with perceived tenant satisfaction. Leadership should therefore be understood as one influential organisational resource within a wider service system rather than as an independent determinant of tenant outcomes. The findings support adaptive leadership, adequate frontline resources, employee participation, and performance-informed continuous improvement within Estate Services.
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[bookmark: _Toc237734441]CHAPTER 1: INTRODUCTION
1.1 [bookmark: _Toc237734442]Introduction
Leadership is an important organisational factor because it can influence employee motivation, service delivery and organisational performance (Yukl and Gardner, 2020; Northouse, 2025). Its importance is particularly evident within UK social housing, where landlords are expected to demonstrate accountability, effective neighbourhood management, and positive resident outcomes. The Social Housing (Regulation) Act 2023 strengthened the regulatory framework for social housing, while Tenant Satisfaction Measures (TSMs) have increased the emphasis on service quality, transparency, and tenant experience (Social Housing (Regulation) Act 2023; Regulator of Social Housing, 2023).
This study evaluates the role of leadership in Estate Service Performance (ESP) and Tenant Satisfaction (TS) within Sutton Housing Partnership (SHP). Focusing specifically on Estate Services, it examines transformational, transactional, servant, participative and laissez-faire leadership. An explanatory sequential mixed-methods case study integrates employee questionnaire data, manager interview data and organisational performance evidence.
1.2 [bookmark: _Toc237734443]Background and Organisational Context
Sutton Housing Partnership manages housing services on behalf of the London Borough of Sutton (Sutton Housing Partnership, 2026c). Estate Services contribute directly to frontline service delivery through communal cleaning, environmental maintenance, estate inspections, neighbourhood standards and the identification and reporting of operational issues.
These activities shape residents' everyday experiences of their neighbourhoods and contribute to organisational performance. Leadership may influence service delivery by establishing expectations, supporting employees, monitoring standards, and encouraging effective performance. However, outcomes are also affected by staffing, workload, training, equipment, budgets, and organisational policies. This is consistent with Job Demands–Resources (JD-R) Theory, which recognises that employee performance reflects the interaction between organisational resources and workplace demands (Bakker, Demerouti and Sanz-Vergel, 2023).
The regulatory context increases the significance of these relationships. TSMs provide standardised measures of tenant experience and landlord performance, including aspects of neighbourhood management, responsiveness, and service quality (Regulator of Social Housing, 2023). Examining how leadership relates to frontline performance and tenant satisfaction is therefore both academically and organisationally relevant.
1.3 [bookmark: _Toc237734444]Research Problem and Rationale
Leadership research demonstrates relationships with employee engagement, motivation and organisational performance (Yukl and Gardner, 2020; Northouse, 2025; Iddrisu and Mohammed, 2025). However, comparatively limited research examines these relationships within UK social housing, particularly Arms-Length Management Organisations (ALMOs).
Furthermore, leadership, organisational performance and customer or service-user satisfaction are frequently examined separately, limiting understanding of how they may interact within frontline service environments. Organisational studies also commonly rely on employee questionnaires, creating potential common-method bias where predictor and outcome variables are reported by the same respondents (Podsakoff et al., 2003; Jordan and Troth, 2020).
This study addresses these contextual and methodological gaps within SHP Estate Services by combining employee perceptions with managerial explanations and published organisational evidence. It evaluates leadership as an important organisational factor while recognising that ESP and TS are also influenced by wider operational conditions.
1.4 [bookmark: _Toc237734445]Research Aim and Objectives
The aim of this study is:
To evaluate the role of leadership in Estate Service Performance and Tenant Satisfaction within Sutton Housing Partnership.
The research objectives are:
1. To identify the leadership styles practised within SHP Estate Services.
2. To examine the association between Effective Leadership and Estate Service Performance.
3. To examine the association between Effective Leadership and employees' perceptions of Tenant Satisfaction.
4. To examine the association between Estate Service Performance and employees' perceptions of Tenant Satisfaction.
These objectives correspond directly with the research questions and quantitative relationships examined in the study.
1.5 [bookmark: _Toc237734446]Research Questions and Hypotheses
The study addresses four research questions:
RQ1: What leadership styles are practised within Sutton Housing Partnership Estate Services?
RQ2: How is Effective Leadership associated with Estate Service Performance within Sutton Housing Partnership?
RQ3: How is Effective Leadership associated with employees' perceptions of Tenant Satisfaction within Sutton Housing Partnership?
RQ4: How is Estate Service Performance associated with employees' perceptions of Tenant Satisfaction within Sutton Housing Partnership?
The quantitative component tests three hypotheses:
H₁: Effective Leadership is positively associated with Estate Service Performance.
H₂: Effective Leadership is positively associated with employees' perceptions of Tenant Satisfaction.
H₃: Estate Service Performance is positively associated with employees' perceptions of Tenant Satisfaction.
The hypotheses examine associations rather than causal effects because the study uses a cross-sectional design (Saunders, Lewis and Thornhill, 2023).
1.6 [bookmark: _Toc237734447]Overview of Research Methodology
The study adopts a pragmatist philosophy and primarily deductive approach within an explanatory sequential mixed-methods case study (Creswell and Creswell, 2023). All 48 eligible Estate Services employees were invited to complete an anonymous Microsoft Forms questionnaire. Thirty-one questionnaires were returned; one was excluded because informed consent had not been provided, leaving 30 valid responses. Quantitative data were analysed in Microsoft Excel using descriptive statistics and Pearson's Product-Moment Correlation.
The qualitative phase comprised four purposively selected Estate Services manager interviews designed to explain and contextualise the quantitative findings. Interview data were analysed thematically using Braun and Clarke's (2022) approach. SHP Key Performance Indicators (KPIs), Tenant Satisfaction Measures (TSMs) and other organisational data provided complementary evidence for contextual triangulation (Sutton Housing Partnership, 2026a; 2026b). Chapter 3 provides the full methodological justification.
1.7 [bookmark: _Toc237734448]Significance and Scope of the Study
Academically, the study addresses an under-researched organisational context by examining five leadership styles and the relationships between Effective Leadership, ESP and perceived TS within UK social housing. JD-R Theory and Social Exchange Theory (SET) provide complementary explanations of how leadership may operate through organisational resources, support and reciprocal employee behaviour (Cropanzano and Mitchell, 2005; Bakker, Demerouti and Sanz-Vergel, 2023).
Practically, the findings may help SHP identify leadership and operational practices that support frontline service improvement. The study is limited to SHP Estate Services and does not claim generalisability to all SHP departments or UK social housing providers. Importantly, TS within the employee questionnaire represents employees' perceptions of tenant satisfaction rather than direct tenant responses; published TSM evidence therefore provides a complementary resident perspective.
1.8 [bookmark: _Toc237734449]Dissertation Structure
The dissertation comprises five chapters. Chapter 1 introduces the context, research problem, aim, objectives, questions and methodology. Chapter 2 critically reviews the literature and develops the theoretical and conceptual framework. Chapter 3 explains and justifies the methodology. Chapter 4 presents, analyses and integrates the quantitative, qualitative and organisational findings. Chapter 5 concludes the study and presents its contribution, limitations, recommendations and directions for future research.
1.9 [bookmark: _Toc237734450]Chapter Summary
This chapter established the context, rationale, aim, objectives and research questions underpinning the study. It introduced the proposed relationships between Effective Leadership, Estate Service Performance and Tenant Satisfaction and outlined the explanatory sequential mixed-methods case-study design. The next chapter critically reviews the relevant literature, establishes the theoretical foundation and identifies the research gap addressed by the study.














[bookmark: _Toc237734451]CHAPTER 2: LITERATURE REVIEW
2.1 [bookmark: _Toc237734452]Introduction
Leadership effectiveness is increasingly understood as context-dependent, reflecting interactions between leadership behaviours, employee needs and organisational demands (Yukl and Gardner, 2020; Northouse, 2025). Frontline service managers must therefore balance employee support and participation with accountability and service standards.
This chapter critically evaluates five leadership styles—transformational, transactional, servant, participative and laissez-faire—and their relevance to Estate Service Performance (ESP) and Tenant Satisfaction (TS). It then examines evidence concerning the relationships between leadership, employee performance, and service outcomes. Job Demands–Resources (JD-R) Theory and Social Exchange Theory (SET) are critically evaluated as complementary explanations of these relationships. Finally, the literature is synthesised to establish the theoretical, contextual and methodological gaps addressed by the present study.
2.2 [bookmark: _Toc237734453]Leadership Styles and Estate Service Performance
Leadership styles differ in how managers motivate employees, exercise control, distribute decision-making authority and respond to performance. These differences are important in operational environments because effective service delivery requires both reliable standards and sufficient employee discretion to respond to day-to-day problems.
The principal characteristics, strengths, and limitations of the five leadership styles examined in this study are summarised in Table 1.
[bookmark: _Toc237687841]Table 1. Comparison of Leadership Styles
	Leadership Style
	Principal Characteristics
	Strengths
	Limitations
	Potential Relevance to Estate Services 

	Transformational
	Vision, inspiration and employee development
	Motivation, innovation and commitment
	May provide less operational control
	High

	Transactional
	Expectations, monitoring and performance management
	Consistency and accountability
	May restrict initiative
	High

	Servant
	Employee wellbeing, support and empowerment
	Trust, engagement and commitment
	May be difficult under operational pressure
	Moderate–High

	Participative
	Employee involvement in decision-making
	Collaboration and employee voice
	May slow decisions
	Moderate

	Laissez-faire
	Minimal managerial intervention
	Employee autonomy
	Weak accountability and inconsistent performance
	Low


Source: Developed by the author from the reviewed literature.
Transformational leadership emphasises vision, motivation and employee development. Recent evidence associates constructive leadership with stronger employee engagement, motivation and performance (Li et al., 2025; Iddrisu and Mohammed, 2025). Transformational behaviours may encourage employees to exceed minimum requirements, identify problems proactively and contribute to service improvement. However, emphasis on inspiration may provide insufficient procedural control where consistent operational standards are required.
Transactional leadership provides clear expectations, performance monitoring and accountability, which may support defined service standards. However, excessive control may restrict employee initiative and discretionary behaviour (Yukl and Gardner, 2020; Northouse, 2025). Transformational and transactional leadership are therefore potentially complementary: the former supports motivation and improvement, while the latter reinforces consistency and accountability.
Servant leadership places greater emphasis on follower development, support and wellbeing. Eva et al. (2019) conceptualise servant leadership as a distinct follower-oriented approach, while Ekmekcioglu and Öner (2024) associate servant leadership with perceived organisational support and innovative work behaviour. Evidence from public-sector organisations further suggests that servant leadership can be associated with employee performance through public service motivation (Mishra and Hassen, 2023). Such characteristics may be valuable where trust, employee wellbeing and discretionary effort influence service quality. Nevertheless, supportive leadership cannot independently overcome persistent workload, staffing or resource constraints.
Participative leadership involves employees in work-related decisions. Collective-leadership research demonstrates the value of shared aims, coordinated contribution and diverse perspectives (Croft et al., 2022). Public-sector evidence also suggests that participative leadership can strengthen employee voice through greater organisational identification (Qing and JinHua, 2023). Participation may strengthen employee voice and problem-solving because frontline employees possess direct operational knowledge, although extensive consultation may delay urgent decisions requiring clear managerial direction.
Laissez-faire leadership differs from these approaches because it involves limited managerial intervention. Hundie and Habtewold (2024) associate laissez-faire leadership with weaker employee performance relative to more active leadership approaches. Although autonomy may benefit experienced and capable employees, prolonged managerial absence may weaken communication, accountability and operational consistency.
The literature therefore identifies an important tension between managerial control and employee autonomy. Transformational, servant and participative behaviours may strengthen motivation, trust and involvement, while transactional behaviours support standards and accountability. No single style addresses all operational requirements, and recent public-sector evidence similarly indicates that leadership–performance relationships are contingent upon organisational context rather than uniformly linear (Lu et al., 2026). This provides a conceptual basis for examining the five leadership dimensions separately for descriptive purposes while using the study's composite Effective Leadership measure to examine the principal hypothesised relationships. Negatively worded laissez-faire items were reverse-scored so that higher composite scores consistently represented more effective leadership.
2.3 [bookmark: _Toc237734454]Leadership, Estate Service Performance and Tenant Satisfaction
Leadership may influence organisational outcomes indirectly through employee motivation, support, engagement and discretionary effort, while service-user satisfaction may depend upon how these effects translate into frontline delivery.
Recent empirical evidence supports relationships between leadership and employee performance. Li et al. (2025) identify psychological and engagement-related pathways connecting leadership with personnel performance, while Iddrisu and Mohammed (2025) emphasise employee motivation and engagement in explaining relationships between leadership styles and organisational effectiveness. Public-sector evidence similarly indicates that transformational leadership may support employee performance through mechanisms including employee participation and public service motivation (Tran and Hoang, 2024). Ekmekcioglu and Öner (2024) further demonstrate the relevance of perceived organisational support to employee behaviour. Collectively, these studies provide a basis for expecting Effective Leadership to be positively associated with ESP, with recent public-sector research likewise linking supportive leadership behaviours with task and contextual employee performance (Arslan et al., 2026).
However, evidence from other organisational settings cannot automatically be transferred to UK social housing. JD-R Theory cautions against treating leadership as an isolated determinant because workload, staffing, training and resources may enable or constrain employee effectiveness (Bakker, Demerouti and Sanz-Vergel, 2023).
A further limitation is the frequent use of cross-sectional self-report questionnaires, where predictors and outcomes originate from the same participants. This may create common-method bias and inflate observed associations (Podsakoff et al., 2003; Jordan and Troth, 2020; Podsakoff et al., 2024). Perceived leadership–performance relationships therefore require cautious interpretation and complementary evidence.
Tenant satisfaction introduces additional complexity because residents experience organisational leadership indirectly. Within UK social housing, TSMs encompass dimensions including overall satisfaction, neighbourhood management, communication and landlord responsiveness (Regulator of Social Housing, 2023). Tenant satisfaction should consequently be regarded as a multidimensional outcome influenced by several organisational services, contextual factors and conditions (Pawson and Sosenko, 2012). Recent sector evidence indicates that tenants' experiences of landlord service delivery, particularly repairs and home maintenance, are important drivers of overall satisfaction (Regulator of Social Housing, 2024). Leadership may relate to tenant experience primarily through employee behaviour and the quality, consistency and responsiveness of frontline service delivery.
This distinction provides the literature basis for H₁–H₃. Effective Leadership is expected to be positively associated with ESP and employees' perceptions of TS, while ESP is expected to be positively associated with perceived TS. These relationships are conceptualised as associations rather than causal effects. Selected empirical evidence informing these expectations is summarised in Table 2.
[bookmark: _Toc237687842]Table 2. Summary of Key Studies Examining Leadership and Organisational Performance
	Study
	Research Focus
	Principal Finding
	Relevance to the Present Study

	Li et al. (2025)
	Leadership, environment, engagement and employee performance
	Identifies psychological and engagement-related pathways connecting leadership with personnel performance
	Supports the proposed Effective Leadership–ESP relationship

	Iddrisu and Mohammed (2025)
	Leadership styles and organisational effectiveness
	Employee motivation and engagement contribute to relationships between leadership and organisational effectiveness
	Supports an employee-level pathway between leadership and performance

	Ekmekcioglu and Öner (2024)
	Servant leadership and employee behaviour
	Servant leadership is associated with organisational support and innovative work behaviour
	Supports the relevance of supportive leadership to employee behaviour

	Hundie and Habtewold (2024)
	Transformational, transactional and laissez-faire leadership
	Leadership approaches differ in their relationships with employee performance
	Supports comparison between active and passive leadership approaches


Source: Developed by the author from the reviewed literature.
Overall, evidence is stronger for leadership–performance relationships than for direct leadership–tenant satisfaction relationships, reinforcing the need to examine ESP within the proposed framework.
The proposed relationships are illustrated in Figure 1.
Effective Leadership
 
 
Transformational
Transactional
Participative
Servant
Laissez-faire
Employee Motivation, Engagement 
and Accountability
(Conceptual Mechanisms from the literature)
Estate Service Performance (ESP)
(Contextualised alongside SHP KPIs)
Employees’ Perceptions of Tenant Satisfaction (Perceived TS)
(Contextualised alongside TSM evidence)
Note: Employee motivation, engagement and accountability are conceptual mechanisms derived from literature and were not tested as separate variables. Arrows represent hypothesized association rather than causal relationships.










[bookmark: _Toc237687681]Figure 1. Conceptual Framework

Source: Developed by the author based on the approved research proposal.
Figure 1 proposes associations between Effective Leadership, ESP and employees' perceptions of TS. ESP represents a potential connection between leadership and tenant experience; however, the framework does not assume statistical mediation or causality.
2.4 [bookmark: _Toc237734455]Theoretical Foundation
The proposed relationships require organisational and relational explanation. JD-R Theory conceptualises leadership as a resource operating alongside workplace demands, whereas SET explains reciprocal employee responses to supportive relationships. Together, they explain how leadership may relate to ESP and, indirectly, tenant experience.
2.4.1 [bookmark: _Toc237734456] Job Demands–Resources Theory (JD-R)
JD-R Theory proposes that employee outcomes reflect the interaction between workplace demands and available organisational resources (Bakker, Demerouti and Sanz-Vergel, 2023). Leadership may function as an organisational resource by providing guidance, feedback, recognition and support that enable employees to manage operational demands.
Within frontline Estate Services, physical demands, workload and resident expectations coexist with resources such as managerial support, training and equipment. Leadership may strengthen these resources but cannot compensate fully for persistent operational constraints. JD-R therefore challenges leadership-centred explanations of performance, although its broad treatment of leadership provides limited insight into specific styles and interpersonal processes. SET addresses this limitation.
2.4.2 [bookmark: _Toc237734457]Social Exchange Theory (SET)
SET explains workplace behaviour through reciprocal relationships. Employees who perceive support, fairness and trust may respond through stronger commitment, cooperation and discretionary effort (Blau, 1964; Cropanzano and Mitchell, 2005).
Within Estate Services, such reciprocity may be reflected in proactive identification of problems, responsiveness to residents and additional effort to maintain service standards. SET therefore provides a plausible relational mechanism connecting supportive leadership with ESP and potentially with residents' experiences.
However, reciprocal effort is neither automatic nor sufficient to explain organisational performance. Employees experiencing excessive workloads or inadequate resources may be unable to translate supportive relationships into stronger service outcomes. SET consequently gives less attention than JD-R Theory to structural and operational constraints.
The complementary contributions and limitations of the two theories are summarised in Table 3.



[bookmark: _Toc237687843]Table 3. Comparison of the Theoretical Frameworks
	Theory
	Primary Focus
	Contribution to the Present Study
	Limitation

	Job Demands–Resources (JD-R) Theory
	Interaction between job demands and organisational resources
	Explains leadership as one organisational resource supporting employee performance and ESP
	Less emphasis on interpersonal reciprocity and specific leadership styles

	Social Exchange Theory (SET)
	Reciprocal workplace relationships
	Explains how support, fairness and trust may encourage commitment and discretionary behaviour
	Less emphasis on structural and operational constraints


Source: Developed by the author based on Bakker, Demerouti and Sanz-Vergel (2023), Blau (1964) and Cropanzano and Mitchell (2005).
The relationship between the two theories is illustrated in Figure 2.
Effective Leadership 
Job Demands-Resources Theory
(Leadership as an organisational resource)
Social Exchange Theory
(Supportive leadership builds trust, commitment, and reciprocity)
Employee Motivation and Engagement 
Estate Service Performance (ESP)
Employees’ Perception of TS








[bookmark: _Toc237687682]Figure 2. Integrated Theoretical Framework

Source: Developed by the author from the reviewed theoretical literature.
Neither theory provides a complete explanation independently. JD-R explains the organisational conditions within which employees perform, while SET explains relational mechanisms through which supportive leadership may influence behaviour. Their integration therefore supports examination of associations between Effective Leadership, ESP and perceived TS without assuming that leadership alone determines either outcome.
Critical Literature Synthesis and Research Gap
Critical synthesis of the literature identifies three gaps relevant to the present research.
Theoretical gap
Existing studies demonstrate substantial evidence concerning relationships between particular leadership approaches and employee or organisational performance (Ekmekcioglu and Öner, 2024; Hundie and Habtewold, 2024; Iddrisu and Mohammed, 2025), while comparatively less attention has been given to integrating multiple leadership dimensions, frontline service performance and service-user satisfaction within a single framework. Furthermore, the literature provides stronger evidence for leadership–employee performance relationships than for a direct relationship between leadership and tenant satisfaction.
Contextual gap
Much of the empirical evidence informing leadership and performance originates outside UK social housing, including healthcare and broader organisational and public-sector settings (Hundie and Habtewold, 2024; Iddrisu and Mohammed, 2025; Lu et al., 2026). Findings from these contexts cannot automatically be transferred to ALMOs, where neighbourhood management, regulatory accountability and resident experience create a distinctive operational context.
Methodological gap
Cross-sectional employee questionnaires are common within organisational leadership research and are vulnerable to common-method bias where predictors and outcomes originate from the same respondents (Podsakoff et al., 2003; Jordan and Troth, 2020; Podsakoff et al., 2024). Combining employee perceptions with managerial explanations and organisational evidence can provide stronger contextual interpretation, although these evidence sources measure related rather than identical phenomena.
Contribution of the Present Study
The study addresses these gaps by examining five leadership dimensions within SHP Estate Services and testing associations between Effective Leadership, ESP and employees' perceptions of TS. The conceptual framework examines the relative strength of these relationships without assuming that leadership directly determines tenant satisfaction.
The explanatory sequential mixed-methods case study also addresses the limitations of relying exclusively on one evidence source. Employee questionnaire findings provide the quantitative starting point, manager interviews explain and contextualise the observed patterns, and published KPI and TSM evidence provides an additional organisational perspective. These sources are treated as complementary rather than directly equivalent measures. The contribution of the study is summarised in Table 4.
[bookmark: _Toc237687844]Table 4. Literature Synthesis and Research Gap
	Theme
	Current Evidence
	Identified Gap
	Contribution of the Present Study

	Leadership styles
	Individual leadership approaches commonly examined
	Limited integrated comparison across leadership dimensions
	Examines five leadership dimensions within one organisational context

	Organisational context
	Evidence concentrated outside UK social housing
	Limited evidence concerning leadership within ALMOs
	Examines SHP Estate Services

	Organisational outcomes
	Leadership and employee performance more established than leadership and tenant satisfaction
	Limited integration of leadership, frontline performance and tenant experience
	Examines Effective Leadership, ESP and perceived TS within one framework

	Research methodology
	Cross-sectional self-report surveys are common
	Potential common-method bias and single-source interpretation
	Integrates surveys, interviews and organisational evidence


Source: Developed by the author from the reviewed literature.
The relationship between these gaps and the present research is illustrated in Figure 3.
Existing Leadership Research
Healthcare
Education
Other Sectors
Leadership
Employee Engagement 
Customer Satisfaction 
Research Gap
· Limited evidence from UK social housing and ALMOs
· Limited comparison of five leadership styles
· Limited integration of leadership, performance
· Limited use of multiple evidence sources
Present study
Effective Leadership
Estate Service Performance (ESP)
Employees’ perceptions of  TS
Supported by:
 
 
Manager Interviews
Employee Surveys
SHP TSMs
SHP KPIs




























[bookmark: _Toc237687683]Figure 3. Literature Gap Addressed by the Present Study


Source: Developed by the author from the reviewed literature.

The contribution therefore extends beyond applying established leadership theory to another organisation. The study examines whether relationships identified in broader leadership literature are evident within the distinctive operational setting of UK social housing and uses qualitative and organisational evidence to interpret, rather than merely reproduce, quantitative associations.
2.5 [bookmark: _Toc237734458]Chapter Summary
This chapter critically evaluated five leadership approaches and their potential relevance to ESP and TS. The literature indicates that operational effectiveness may require a combination of accountability, employee support, participation and appropriate autonomy rather than reliance upon one leadership style. Empirical evidence provides stronger support for relationships between leadership and employee performance than for a direct relationship with tenant satisfaction.
JD-R Theory explains how leadership operates alongside organisational demands and resources, while SET provides a relational explanation based on support, trust and reciprocity. Neither theory is sufficient independently, but together they provide a coherent foundation for the study's conceptual framework. The review identified theoretical, contextual and methodological gaps concerning the integration of leadership, frontline performance and tenant experience within UK social housing. These gaps provide the justification for the explanatory sequential mixed-methods methodology presented in Chapter 3.







[bookmark: _Toc237734459]CHAPTER 3: RESEARCH METHODOLOGY
3.1 [bookmark: _Toc237734460]Introduction
This chapter explains and justifies the methodology used to investigate relationships between Effective Leadership, Estate Service Performance (ESP) and Tenant Satisfaction (TS) within Sutton Housing Partnership (SHP). Methodological choices were aligned with the research aim, objectives and hypotheses established in Chapter 1. An explanatory sequential mixed-methods case study combined employee questionnaire data, manager interviews and organisational performance evidence (Creswell and Creswell, 2023; Saunders, Lewis and Thornhill, 2023). The chapter addresses research design, sampling, data collection and analysis, methodological rigour and ethical considerations.
3.2 [bookmark: _Toc237734461]Research Design
A pragmatist philosophy was adopted because the research problem required both quantitative evidence of relationships and qualitative explanation of those relationships. Pragmatism permits methods to be selected according to their usefulness in addressing the research questions rather than requiring adherence to a single methodological tradition (Creswell and Creswell, 2023; Saunders, Lewis and Thornhill, 2023).
The study was primarily deductive, as hypotheses derived from the literature and conceptual framework were evaluated quantitatively. An explanatory sequential mixed-methods design was used, whereby questionnaire findings formed the quantitative phase and subsequent manager interviews provided qualitative explanation and contextual interpretation. Published SHP Key Performance Indicators (KPIs) and Tenant Satisfaction Measures (TSMs) provided complementary organisational evidence. This sequence enabled QUAN → QUAL → integration, rather than treating the methods as independent datasets (Creswell and Creswell, 2023; Murry et al., 2023).
A single-case study strategy was appropriate because the research examined leadership and service performance within the bounded organisational context of SHP Estate Services (Yin, 2018). The study was cross-sectional because primary data were collected during one research period; consequently, identified relationships are interpreted as associations rather than evidence of causality (Saunders, Lewis and Thornhill, 2023).
The principal methodological choices and their justification are summarised in Table 5. 
[bookmark: _Toc237687845]Table 5. Research Design Framework
	Methodological Element 
	Selected Approach
	Justification

	Research philosophy
	Pragmatism
	Supports integration of quantitative and qualitative evidence

	Research approach
	Primarily deductive
	Tests literature-derived hypotheses

	Research design
	Explanatory sequential mixed methods
	Quantitative findings are subsequently explained qualitatively

	Research strategy
	Single case study
	Examines SHP Estate Services within its organisational context

	Time horizon
	Cross-sectional
	Data collected during one research period

	Integration
	Explanatory integration and contextual triangulation
	Integrates quantitative findings with qualitative explanations and complementary organisational evidence


Source: Developed by the author, adapted from Saunders, Lewis and Thornhill (2023), Creswell and Creswell (2023) and Yin (2018).
Figure 4 illustrates the overall research sequence and demonstrates the QUAN → QUAL → integration process, with organisational evidence used for contextual triangulation.
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[bookmark: _Toc237687684]Figure 4. Research Methodology Framework for the Present Study

Source: Developed by the author, adapted from Saunders, Lewis and Thornhill (2023), Creswell and Creswell (2023), and Yin (2018).
3.3 [bookmark: _Toc237734462]Population, Sampling and Data Collection
The study focused exclusively on SHP Estate Services. All forty-eight eligible employees were invited to participate, constituting a total-population invitation rather than the selection of a sample. The anonymous questionnaire was administered through Microsoft Forms (Appendix 2), with an anonymised example of a completed questionnaire provided in Appendix 14. Following communication about the study during an Estate Services team meeting, the questionnaire link was circulated to eligible employees by an SHP administrator through the organisation's internal communication system. The team meeting provided an opportunity to explain the purpose of the research and raise awareness of the questionnaire. Participation was entirely voluntary, and employees were free to decide whether to participate. The Microsoft Forms questionnaire incorporated participant information and informed consent, and no information identifying individual respondents was provided to managers.
Within the employee questionnaire, Tenant Satisfaction (TS) was operationalised as employees’ perceptions of tenant satisfaction, as tenants were not surveyed directly. Organisational KPIs and TSMs were analysed separately as secondary evidence and used alongside the survey and manager interviews to contextualise and triangulate the primary findings.
Thirty-one questionnaires were returned, representing a 64.6 per cent response rate. One response was excluded because informed consent had not been provided, leaving thirty valid responses and a 62.5 per cent usable response rate.
Four Estate Services managers were selected purposively for semi-structured interviews because their responsibilities provided relevant insight into leadership and operational performance (Saunders, Lewis and Thornhill, 2023). Managers received the Participant Information Sheet (Appendix 1) and completed a separate Interview Consent Form (Appendix 3) before participation. Interviews were conducted face-to-face or online via Microsoft Teams using the Manager Interview Schedule (Appendix 4) and, with permission, were audio-recorded for transcription and analysis.
The interviews were intended to explain and contextualise quantitative patterns rather than establish statistical representativeness or complete data saturation. Avoiding a saturation claim is appropriate because saturation should not be treated as a universal criterion for thematic-analysis sample adequacy (Braun and Clarke, 2021).
Published SHP evidence was purposively selected to provide complementary organisational context, comprising the SHP Annual Report to Residents 2024/25 (Appendix 6) and the SHP KPI and TSM Report 2025/26, Quarter 1–3 (Appendix 7). Organisational permission to conduct the primary research is provided in Appendix 8.
The evidence sources and their purposes are summarised in Table 6.
[bookmark: _Toc237687846]Table 6. Data Collection Summary
	Data Source
	Participants or Source
	Sampling Technique
	Purpose

	Employee questionnaire
	48 invited (30 valid responses)
	Total-population invitation 
	Measure perceived leadership, ESP and employees' perceptions of TS

	Semi-structured interviews
	4 managers 
	Purposive sampling
	Explain and contextualise survey findings

	SHP KPIs
	Organisational records
	Purposive document selection
	Contextualise performance findings

	SHP TSMs
	Organisational records
	Purposive document selection
	Provide resident-based satisfaction evidence


Source: Developed by the author.
3.4 [bookmark: _Toc237734463]Data Analysis
Questionnaire responses were exported from Microsoft Forms to Microsoft Excel. Data cleaning involved checking informed consent, completeness, coding accuracy and response validity. The non-consenting response was removed, and no missing responses were identified among the thirty valid cases.
Likert responses were coded from 1 to 5. Negatively worded laissez-faire items were reverse-scored before composite scores were calculated. The five leadership styles were retained for descriptive analysis, while the Effective Leadership composite was used to evaluate the hypothesised relationships with ESP and perceived TS.
Means and standard deviations summarised the variables. Pearson's Product-Moment Correlation examined the direction and strength of the relationships between Effective Leadership and ESP, Effective Leadership and perceived TS, and ESP and perceived TS. Scatterplots were inspected for linearity and influential outliers, and statistical significance was assessed at p < .05 (Field, 2024). Correlations were interpreted as associations rather than causal relationships.
Interview recordings were transcribed, anonymised and analysed using Braun and Clarke's (2022) six-phase thematic-analysis approach: familiarisation, coding, generating themes, reviewing themes, defining and naming themes, and producing the analysis. Themes were subsequently integrated with questionnaire findings and organisational evidence to identify convergence, divergence and contextual explanations.
The analytical procedures are summarised in Table 7.
[bookmark: _Toc237687847]Table 7. Data Analysis Procedures
	Data
	Analysis Technique
	Software
	Purpose

	Questionnaire
	Descriptive statistics
	Microsoft Excel
	Summarise responses

	Questionnaire
	Pearson correlation
	Microsoft Excel
	Evaluate H₁–H₃

	Interview transcripts
	Thematic analysis
	Microsoft Word
	Develop and interpret themes

	KPIs and TSMs
	Comparative analysis
	Microsoft Excel
	Contextualise primary findings


Source: Developed by the author.
3.5 [bookmark: _Toc237734464]Research Quality and Methodological Rigour
Research quality was supported through literature-informed questionnaire items, alignment with the research questions, pilot testing and standardised administration. Pilot testing assessed clarity, relevance, sequencing and completion time and resulted in minor wording revisions (Bell, Bryman and Harley, 2022).
No statistical internal-consistency coefficient was calculated. Instead, questionnaire quality was supported through literature-informed item development, pilot testing, consistent wording and standardised administration.
Credibility was further supported by comparing questionnaire findings, manager explanations and published organisational evidence (Creswell and Creswell, 2023). Importantly, employee TS items represented employees' perceptions of tenant satisfaction, whereas TSMs represented resident-based organisational evidence. The sources were therefore used for contextual triangulation rather than treated as equivalent measures.
These measures are summarised in Table 8.
[bookmark: _Toc237687848]Table 8. Measures to Ensure Research Quality
	Quality Criterion
	Measure Adopted

	Questionnaire clarity
	Pilot testing and wording revisions

	Content relevance
	Literature-informed items aligned with research questions

	Consistency
	Standardised instructions, scale and administration

	Credibility
	Comparison of questionnaire, interview and organisational evidence

	Transparency
	Documented cleaning, coding and analytical procedures


Source: Developed by the author.
3.6 [bookmark: _Toc237734465]Ethical Considerations
Ethical approval was obtained from the University of Wales Trinity Saint David before data collection (see Appendix 5). For the employee questionnaire, participant information and informed consent were incorporated into Microsoft Forms (Appendix 2). Managers received the Participant Information Sheet (see Appendix 1) and provided separate written consent (see Appendix 3) before interviews conducted using the Manager Interview Schedule (see Appendix 4).
The questionnaire collected no unnecessary demographic or personal information. Survey responses were anonymous, while managers were pseudonymised as M1–M4. Research data were stored securely in accordance with the University's data-retention requirements and applicable UK data-protection legislation, including the Data Protection Act 2018.
The researcher's employment within SHP created potential insider-researcher and perceived-coercion risks. Insider research can provide contextual understanding and facilitate participant access, but shared professional knowledge, workplace relationships and organisational hierarchies may also influence data collection and interpretation (Warner, 2024). Organisational permission was therefore obtained before recruitment (see Appendix 8), participation remained voluntary, and managers had no access to individual questionnaire responses or participant identities. These safeguards reduced potential power-related influence and supported independent participation.
3.7 [bookmark: _Toc237734466]Chapter Summary
This chapter justified the pragmatist, primarily deductive, explanatory sequential mixed-methods case-study design. Employee questionnaires established quantitative patterns, manager interviews provided explanatory context, and SHP KPI and TSM evidence supported contextual triangulation. Methodological rigour was strengthened through pilot testing, standardised procedures, transparent data cleaning and integration of complementary evidence. The cross-sectional, single-organisation design nevertheless constrains causal inference and wider generalisability. Chapter 4 presents and integrates the findings.












[bookmark: _Toc237734467]CHAPTER 4: RESULTS, ANALYSIS AND DISCUSSION
4.1 [bookmark: _Toc237734468]Introduction
This chapter presents, analyses and discusses the findings concerning leadership, Estate Service Performance (ESP) and employees' perceptions of Tenant Satisfaction (TS) within Sutton Housing Partnership (SHP). Evidence is integrated from thirty valid employee questionnaires, four semi-structured manager interviews (M1–M4), and SHP Key Performance Indicator (KPI) and Tenant Satisfaction Measure (TSM) data for Quarter 1–3 of 2025/26 (Sutton Housing Partnership, 2026b). 
Questionnaire data were analysed using descriptive statistics and Pearson's Product-Moment Correlation, while interview data were analysed thematically following Braun and Clarke's (2022) six-phase approach. Organisational evidence was used for contextual triangulation rather than treated as directly equivalent to the primary measures (Yin, 2018; Creswell and Creswell, 2023).
The chapter first presents the survey profile and descriptive results before addressing each research question through integrated quantitative, qualitative and secondary evidence. Cross-interview themes are then consolidated and the findings interpreted through Job Demands–Resources (JD-R) Theory and Social Exchange Theory (SET).
4.2 [bookmark: _Toc237734469]Survey Response Profile
The questionnaire was distributed to all forty-eight eligible Estate Services employees. Thirty-one questionnaires were returned, representing a response rate of 64.6 per cent. One response was excluded because informed consent had not been provided, leaving thirty valid questionnaires and a usable response rate of 62.5 per cent. No missing responses were identified among the valid questionnaires. Table 9 summarises the final survey response profile.


[bookmark: _Toc237687849]Table 9. Survey Response Profile
	Survey Activity
	Number
	Percentage

	Questionnaires distributed
	48
	100.0%

	Questionnaires returned
	31
	64.6%

	Valid questionnaires analysed
	30
	62.5%

	Excluded (no consent provided)
	1
	3.2% of returned questionnaires

	Missing responses
	0
	0.0%


Source: Author's calculation from Microsoft Forms data.
The response therefore provided substantial coverage of the eligible Estate Services population; however, the modest analytical sample (n = 30) limits statistical precision and the wider generalisability of the findings (Saunders, Lewis and Thornhill, 2023).
4.3 [bookmark: _Toc237734470]Data Preparation and Composite-Score Construction
Microsoft Forms responses were exported to Microsoft Excel, screened and coded from 1 (Strongly Disagree) to 5 (Strongly Agree). Composite scores were calculated for transformational, transactional, servant, participative and laissez-faire leadership, ESP and perceived TS. The negatively phrased laissez-faire items were reverse-scored when constructing the overall Effective Leadership composite so that higher scores consistently represented more effective leadership. Supporting composite-score calculations, descriptive statistical output and Pearson correlation analysis are provided in Appendix 15.
Means and standard deviations were calculated to summarise employee perceptions, followed by Pearson's product-moment correlation to examine associations between Effective Leadership, ESP and perceived TS. Statistical significance was assessed at p < .05. Because the research was cross-sectional and correlational, coefficients were interpreted as associations rather than evidence of causality (Field, 2024). Figure 5 summarises the analytical process.
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[bookmark: _Toc237687685]Figure 5. Quantitative Data Analysis Process

Source: Developed by the author.
4.4 [bookmark: _Toc237734471]Descriptive Statistics
Descriptive statistics were calculated to establish the overall pattern of employee perceptions before examining relationships between the principal variables. Mean scores (see Table 10) were interpreted by dividing the 1–5 Likert scale into five equal intervals of 0.80 [(5 − 1) ÷ 5]. 



[bookmark: _Toc237687850]Table 10. Interpretation of Mean Scores
	Mean Score
	Interpretation

	1.00–1.80
	Very Low

	1.81–2.60
	Low

	2.61–3.40
	Moderate

	3.41–4.20
	High

	4.21–5.00
	Very High


Source: Author's calculation based on equal intervals of the five-point Likert scale.
Using these ranges, descriptive statistics were calculated for the five leadership styles, Effective Leadership, ESP and employees' perceptions of TS. Table 11 presents the mean scores, standard deviations and corresponding interpretations.
[bookmark: _Toc237687851]Table 11. Descriptive Statistics
	Construct
	Mean Score
	Standard Deviation
	Interpretation

	Transformational Leadership
	4.17
	0.59
	High

	Transactional Leadership
	4.20
	0.58
	High

	Servant Leadership
	4.15
	0.59
	High

	Participative Leadership
	3.77
	0.73
	High

	Laissez-faire Leadership
	1.28
	0.68
	Very Low

	Effective Leadership
	4.20
	0.53
	High

	Estate Service Performance
	4.30
	0.51
	Very High

	Employees' Perceptions of TS
	4.49
	0.44
	Very High


Source: Author's statistical analysis using Microsoft Excel.
As shown in Table 11, transactional leadership recorded the highest leadership-style mean (M = 4.20), closely followed by transformational (M = 4.17) and servant leadership (M = 4.15). Participative leadership also fell within the high range (M = 3.77), whereas laissez-faire leadership recorded a very low mean (M = 1.28). Overall, Effective Leadership was high (M = 4.20), while ESP (M = 4.30) and employees’ perceptions of TS (M = 4.49) fell within the very high range.
The small differences between the four constructive leadership-style means are more informative when considered collectively than as a simple numerical ranking. Rather than suggesting the dominance of a single leadership approach, the pattern indicates that employees perceive a combination of accountability, support, motivation and participation within Estate Services. Conversely, the very low laissez-faire score suggests that passive or avoidant leadership behaviours are not perceived as characteristic of Estate Services.
The TS composite must nevertheless be interpreted cautiously because it represents employees' perceptions of residents' experiences rather than direct responses from tenants. Organisational TSM data were therefore treated separately as secondary resident-reported evidence for contextual triangulation. Furthermore, leadership, ESP and perceived TS were measured through the same employee questionnaire, meaning that common-method variance may have influenced the observed associations between the variables (Podsakoff et al., 2003). Manager interviews and organisational evidence therefore provide important complementary perspectives.
4.5 [bookmark: _Toc237734472]Research Question One: Leadership Styles Practised within Estate Services
Research Question 1: What leadership styles are practised within Sutton Housing Partnership Estate Services?
The survey indicates that constructive leadership within Estate Services is not concentrated in one style. As illustrated in Figure 6, transactional leadership recorded the highest mean (M = 4.20), closely followed by transformational (M = 4.17) and servant leadership (M = 4.15). Participative leadership was also rated high (M = 3.77), whereas laissez-faire leadership was very low (M = 1.28).

[bookmark: _Toc237687686]Figure 6. Mean Scores for Leadership Styles within Estate Services
Source: Author's statistical analysis using Microsoft Excel (n = 30).
The qualitative findings broadly reinforce this pattern. Across M1–M4, managers did not identify a single leadership style as universally effective; instead, they emphasised adapting leadership to individual employees, operational requirements and circumstances. M3 stated that “the most effective approach is to combine several leadership styles depending on the situation” (M3), associating servant leadership with trust and employee wellbeing, transactional leadership with expectations and accountability, and transformational leadership with service improvement and organisational change.
M4 expressed a similar perspective, explaining that managers must “pick a bit out of each of those styles” according to the employee and circumstances (M4). M1 further emphasised coaching, listening, employee participation and autonomy, cautioning against unnecessary micromanagement where employees can work independently. M2 similarly favoured a combination of transactional and servant leadership, while identifying transformational leadership as particularly relevant during organisational change.
The close quantitative scores for transactional, transformational and servant leadership reinforce this qualitative evidence. Transactional behaviours appear particularly relevant to operational standards and accountability, while servant and transformational behaviours provide complementary emphasis on employee support, trust and improvement. Participative leadership, although slightly lower, remained within the High category, indicating that employee involvement also forms part of the leadership environment. The very low laissez-faire score provides a contrasting result, suggesting that employees experience active managerial involvement rather than passive leadership.
The thematic analysis therefore generated Theme 1: Adaptive, Participative and Empowering Leadership. Table 12 summarises the cross-interview evidence and its convergence with the survey findings.
[bookmark: _Toc237687852]Table 12. Cross-Interview Evidence: Adaptive and Combined Leadership
	Evidence
	Interpretation

	M1: leadership approach varies according to circumstances and individual employees
	Adaptive and empowering leadership

	M2: transactional and servant leadership, with transformational leadership for change
	Combined leadership

	M3: combination of leadership styles according to the situation
	Situational flexibility

	M4: “pick a bit out of each”
	Individualised leadership

	Survey: four constructive leadership styles rated High
	Quantitative convergence with interview findings

	Laissez-faire leadership: M = 1.28
	Passive leadership not characteristic of Estate Services


Source: Author's survey and thematic analysis.
The findings are consistent with literature suggesting that different leadership approaches offer complementary strengths and that leadership effectiveness depends upon organisational and situational context rather than one universally superior style (Northouse, 2025; Yukl and Gardner, 2020). RQ1 can therefore be answered by characterising leadership within SHP Estate Services as predominantly active, adaptive and context-sensitive, with managers drawing upon multiple approaches rather than relying on a single fixed style.
4.6 [bookmark: _Toc237734473]Research Question Two: Effective Leadership and Estate Service Performance
Research Question 2: How is Effective Leadership associated with Estate Service Performance within Sutton Housing Partnership?
Hypothesis 1 (H₁): Effective Leadership is positively associated with Estate Service Performance.
Pearson's Product-Moment Correlation was used to examine the association between Effective Leadership and ESP. As shown in Table 13, the analysis identified a statistically significant moderate positive correlation.
[bookmark: _Toc237687853]Table 13. Pearson Correlation between Effective Leadership and ESP
	Variables
	Pearson's r
	p-value
	Interpretation
	Decision

	Effective Leadership ↔ ESP
	.497
	.005
	Moderate positive
	H₁ Supported


Source: Author's statistical analysis using Microsoft Excel (n = 30).
Effective Leadership was moderately and positively associated with ESP (r = .497, p = .005). Employees who evaluated leadership more positively therefore also tended to report higher levels of Estate Service Performance. As the p-value was below the predefined .05 significance level, H₁ was supported within the study sample. However, the moderate strength of the coefficient indicates that leadership and performance are related but distinct organisational phenomena.
The manager interviews provide further insight into how this association may operate in practice. M2 associated effective leadership with regular supervision, estate inspections, communication, guidance, performance monitoring and prompt problem resolution. M3 similarly emphasised managerial visibility and regular inspections as mechanisms for identifying areas requiring improvement and maintaining standards. M4 highlighted training, clear instructions and accountability, emphasising that employees require both an understanding of what is expected and sufficient knowledge to perform effectively.
These findings generated Theme 2: Leadership-Enabled Performance within Organisational Constraints. Although leadership was consistently regarded as important, managers did not attribute performance solely to managerial behaviour. M2 identified staffing, workload, equipment, training and budget as significant influences. M3 similarly highlighted financial constraints and staffing pressures, particularly during periods of annual leave, while M1 emphasised staffing, equipment, workforce deployment and cross-service dependencies.
A notable area of divergence concerned managerial visibility. M2, M3 and M4 emphasised inspections and direct managerial presence as mechanisms for identifying problems, reinforcing standards and supporting employees. M1, however, cautioned that excessive observation may become micromanagement where experienced employees can work independently. Rather than representing a simple contradiction, these accounts suggest that effective supervision may depend upon employee capability, operational risk and task requirements. Greater managerial visibility may be appropriate where standards require improvement, while experienced employees may benefit from greater autonomy.
The findings are consistent with JD-R Theory. Leadership, feedback and managerial support may operate as organisational resources, whereas high workload, staffing shortages and limited resources represent demands that can constrain performance (Bakker, Demerouti and Sanz-Vergel, 2023). This interpretation is also consistent with public-service research demonstrating that leadership and leader–employee communication can be relevant to employee wellbeing, job stress and burnout (Rajesh et al., 2023). The moderate correlation is consistent with this interpretation: leadership is meaningfully associated with performance, but wider organisational conditions remain important. The findings are also broadly consistent with research connecting supportive leadership with employee engagement, motivation and organisational performance (Li et al., 2025; Iddrisu and Mohammed, 2025).
Secondary evidence provides complementary context. SHP's Q1–Q3 2025/26 data reported positive resident assessments of estate caretaking (75.9%), external sweeping and litter picking (81.6%), grounds maintenance (77.8%) and communal-area cleanliness (78.0%) (Sutton Housing Partnership, 2026b). These measures cannot be statistically equated with the employee ESP composite because they were derived from different populations and measures. Nevertheless, they indicate that positive employee perceptions occurred during a period in which relevant organisational service indicators were also favourable.
Overall, H₁ was supported within the sample. Effective Leadership was significantly associated with ESP, while the interview and organisational evidence indicate that performance remains conditioned by staffing, resources, workload and wider operational circumstances.
4.7 [bookmark: _Toc237734474]Research Question Three: Effective Leadership and Tenant Satisfaction
Research Question 3: How is Effective Leadership associated with employees' perceptions of Tenant Satisfaction within Sutton Housing Partnership?
Hypothesis 2 (H₂): Effective Leadership is positively associated with employees' perceptions of Tenant Satisfaction.
Pearson's Product-Moment Correlation was used to examine the association between Effective Leadership and perceived TS. Table 14 presents the results.
[bookmark: _Toc237687854]Table 14. Pearson Correlation between Effective Leadership and Perceived TS
	Variables
	Pearson's r
	p-value
	Interpretation
	Decision

	Effective Leadership ↔ Perceived TS
	.343
	.063
	Positive, not statistically significant
	H₂ Not Supported


Source: Author's statistical analysis using Microsoft Excel (n = 30).
Effective Leadership demonstrated a positive but statistically non-significant association with perceived TS (r = .343, p = .063). Although employees reporting more positive leadership also tended to report higher perceived tenant satisfaction, the result did not meet the predefined p < .05 significance threshold. H₂ was therefore not supported within the study sample.
This finding is analytically important because it qualifies the assumption that positive leadership perceptions necessarily translate directly into perceived tenant satisfaction. Although the coefficient was positive, the evidence did not demonstrate a statistically significant association within this sample.
The interviews provide contextual insight into this result. M2 stated that tenants may not regularly see managers but experience leadership through “cleaner estates, quicker responses to reported issues and better communication” (M2). M3 described caretakers as the organisation's “eyes and ears” on estates (M3), suggesting that managerial support may help frontline problems to be identified and addressed. M4 similarly described a “rub-off on the staff”, with leadership effects eventually “filtering down to the tenants” (M4). Together, these accounts suggest a potentially indirect operational connection rather than a simple direct leadership–satisfaction relationship.
M1 provided an additional perspective by emphasising that dissatisfaction may arise from service charges, resident expectations, property conditions and other organisational services. Cross-service dependencies involving areas such as Repairs and Assets may influence residents' overall experiences even where Estate Services leadership is effective. M4 similarly discussed situations in which residents may attribute problems to Estate Services despite resolution depending upon other service areas.
These findings generated Theme 3: Tenant Satisfaction through Service Quality, Transparency and Shared Responsibility. Tenant satisfaction was viewed as a multifactorial outcome shaped by communication, expectation management, responsiveness and frontline service quality alongside wider organisational factors. This may help explain why perceived TS represents a more distal outcome than ESP within the conceptual framework.
SHP's TSM evidence provides complementary context. During Q1–Q3 2025/26, overall tenant satisfaction was reported at 76.5 per cent, while 79.1 per cent of residents reported being treated fairly and with respect (Sutton Housing Partnership, 2026b). These organisational measures are distinct from employees' perceptions of TS and cannot statistically validate the questionnaire results. They nevertheless provide a separate resident perspective against which the employee findings can be considered.
SET offers one interpretation. Supportive and fair leadership may encourage reciprocal employee behaviours such as commitment, responsiveness and discretionary effort, which may subsequently influence residents' experiences (Cropanzano and Mitchell, 2005). However, reciprocal behaviour was not directly measured and H₂ was not statistically significant. SET therefore provides an interpretive framework rather than evidence that leadership directly produces tenant satisfaction.
The result also provides a useful qualification to research linking supportive leadership with service quality and organisational outcomes (Ekmekcioglu and Öner, 2024; Hundie and Habtewold, 2024). Within Estate Services, tenant satisfaction is influenced by multiple service and organisational factors beyond leadership alone.
Overall, H₂ was not supported within the study sample. Leadership may contribute to residents' experiences, but the quantitative evidence did not establish a statistically significant direct association between Effective Leadership and perceived TS.
4.8 [bookmark: _Toc237734475]Research Question Four: Estate Service Performance and Tenant Satisfaction
Research Question 4: How is Estate Service Performance associated with employees' perceptions of Tenant Satisfaction within Sutton Housing Partnership?
Hypothesis 3 (H₃): Estate Service Performance is positively associated with employees' perceptions of Tenant Satisfaction.
Pearson's Product-Moment Correlation was used to examine the association between ESP and perceived TS. Table 15 presents the results.
[bookmark: _Toc237687855]Table 15. Pearson Correlation between ESP and Perceived Tenant Satisfaction
	Variables
	Pearson's r
	p-value
	Interpretation
	Decision

	ESP ↔ Perceived TS
	.756
	< .001
	Strong positive
	H₃ Supported


Source: Author's statistical analysis using Microsoft Excel (n = 30).
ESP demonstrated a statistically significant strong positive association with perceived TS (r = .756, p < .001). Employees who evaluated operational performance more favourably also tended to report higher levels of perceived tenant satisfaction. H₃ was therefore supported and represented the strongest statistical association identified in the study.
The magnitude of this association is particularly notable when compared with the other correlations. Effective Leadership was moderately associated with ESP (r = .497, p = .005), while its direct association with perceived TS was weaker and not statistically significant (r = .343, p = .063). This pattern is consistent with, but does not statistically confirm, the conceptual proposition that frontline service performance may connect leadership with residents' experiences. Formal mediation analysis was not undertaken, and ESP cannot therefore be claimed to statistically mediate the relationship.
The qualitative evidence provides further context. Managers repeatedly connected residents' experiences with cleaner estates, timely problem resolution, communication and consistent frontline standards. M2 indicated that well-supported employees are more likely to provide reliable and professional services, while M3 emphasised the role of caretakers in identifying estate problems. M4 connected leadership with staff behaviour and subsequently with residents, while M1 emphasised customer-centred communication and realistic expectation management.
The strong ESP–TS association is substantively consistent with the nature of Estate Services because communal cleanliness, estate condition, environmental maintenance, responsiveness and problem resolution are services directly experienced by residents. It is also consistent with sector evidence indicating that tenants' experiences of landlord service delivery are important determinants of overall satisfaction (Regulator of Social Housing, 2024).
Nevertheless, the strength of the correlation should be interpreted cautiously because ESP and perceived TS were measured through the same employee questionnaire. Common-method variance may therefore have influenced the magnitude of the observed association (Podsakoff et al., 2003). SHP's organisational KPI and TSM evidence provides contextual triangulation but cannot eliminate this limitation because the measures were collected separately and at an aggregate organisational level.
Overall, H₃ received the strongest statistical support. Frontline service performance was closely associated with employees' perceptions of tenant satisfaction, although the correlational and cross-sectional design does not establish causality.
4.9 [bookmark: _Toc237734476]Cross-Interview Thematic Analysis
The four manager transcripts, provided in Appendices 9–12, were analysed using Braun and Clarke's (2022) six-phase approach to thematic analysis. Meaningful extracts were coded, related codes were grouped into candidate themes, and themes were reviewed across M1–M4 for coherence, convergence and divergence. A supporting audit trail of the coding and theme-development process is provided in Appendix 13. Four final cross-interview themes were identified, as summarised in Table 16.



[bookmark: _Toc237687856]Table 16. Final Cross-Interview Themes
	Theme
	Core Meaning
	Participants

	1. Adaptive, Participative and Empowering Leadership
	Leadership combines approaches and adapts to individual employees, circumstances and operational requirements
	M1–M4

	2. Leadership-Enabled Performance within Organisational Constraints
	Leadership supports performance, while staffing, workload, budget, resources and cross-service dependencies also influence outcomes
	M1–M4

	3. Tenant Satisfaction through Service Quality, Transparency and Shared Responsibility
	Residents experience the effects of leadership primarily through frontline service outcomes, responsiveness and communication
	M1–M4

	4. Performance Measurement, Learning and Continuous Improvement
	KPIs, TSMs, inspections, feedback, training and team learning support service improvement
	M1–M4


Source: Author's thematic analysis following Braun and Clarke (2022).
The themes were interconnected rather than independent. Theme 1 concerned how managers described effective leadership; Theme 2 demonstrated that leadership operates within organisational constraints; Theme 3 connected leadership and service performance with residents' experiences; and Theme 4 identified mechanisms through which performance evidence supports learning and improvement.
The first three themes have therefore been integrated directly into the analyses of RQ1–RQ4. Theme 4, Performance Measurement, Learning and Continuous Improvement, provides additional insight into how managers use organisational evidence. M1–M4 referred to KPIs, TSMs, inspections and resident feedback as mechanisms for identifying weaker performance and informing action. M2 described using KPI and TSM information to identify trends and agree improvement actions, while M3 emphasised investigating underlying causes where targets were not achieved. M4 highlighted follow-up actions, toolbox talks, staff meetings and training.
Performance management was not described solely as a top-down process. M1 emphasised learning from frontline employees, while M4 highlighted teamwork alongside clear managerial accountability. This suggests that continuous improvement combines formal performance monitoring with practical frontline knowledge, employee development and collaborative problem-solving. Theme 4 therefore complements the quantitative findings by illustrating how leadership may translate performance information into operational action.
4.10 [bookmark: _Toc237734477]Integrated Discussion
Integration of the quantitative, qualitative and organisational evidence reveals three principal patterns.
First, leadership within Estate Services appears active, adaptive and multidimensional rather than dominated by one style. Transactional, transformational and servant leadership achieved similarly high means, participative leadership was also high, and laissez-faire leadership was very low. These quantitative findings converge with managers' descriptions of combining leadership approaches according to employees, operational requirements and circumstances. This is consistent with literature suggesting that leadership effectiveness is context-dependent rather than determined by one universally superior approach (Yukl and Gardner, 2020; Northouse, 2025).
Second, Effective Leadership was significantly associated with ESP (r = .497, p = .005), although managers identified staffing, workload, equipment, budgets, training and cross-service dependencies as additional influences. JD-R Theory provides a useful interpretation because leadership, feedback and managerial support may function as organisational resources, while workload, staffing shortages and resource limitations operate as demands that may constrain performance (Bakker, Demerouti and Sanz-Vergel, 2023).
SET provides a complementary perspective. Communication, recognition, trust and managerial support were prominent throughout the interviews, and supportive workplace relationships may encourage reciprocal commitment, cooperation and discretionary effort (Cropanzano and Mitchell, 2005). However, SET alone cannot fully explain the structural constraints emphasised by managers. Considered together, JD-R and SET therefore provide a more complete interpretation: JD-R highlights the interaction between resources and demands, while SET helps explain relational processes through which supportive leadership may influence employee behaviour.
Third, the association between ESP and perceived TS (r = .756, p < .001) was stronger than the direct association between Effective Leadership and perceived TS (r = .343, p = .063). Manager accounts provide a coherent contextual explanation, suggesting that residents experience the effects of leadership primarily through frontline service delivery, estate conditions, responsiveness and communication. This pattern is consistent with the conceptual pathway proposed in Chapter 2:
Effective Leadership → Estate Service Performance → Employees' Perceptions of Tenant Satisfaction
However, the pathway represents a conceptual interpretation rather than a statistically established causal sequence. Formal mediation analysis was not undertaken, and the cross-sectional design does not permit causal inference. The findings therefore do not establish that ESP mediates the relationship between leadership and perceived TS; rather, the convergence between the correlation pattern and manager accounts suggests that frontline service performance may represent an important connection between leadership and residents' experiences.
Triangulation with SHP organisational evidence provides further context. Positive employee assessments of ESP occurred during a period in which estate caretaking, sweeping, grounds maintenance and communal cleanliness indicators were also favourable. Similarly, employees' very positive perceptions of TS occurred alongside majority-positive resident TSM results (Sutton Housing Partnership, 2026b). However, convergence should not be confused with equivalence. These evidence sources involved different participants, measures and levels of analysis; their correspondence therefore provides contextual corroboration rather than statistical confirmation of the primary findings.
The integrated evidence further indicates that leadership operates within a wider organisational system. Tenant satisfaction may reflect not only Estate Services leadership and frontline performance but also resident expectations, service charges, repairs, property conditions, communication, other organisational services and resident behaviour. This is particularly relevant to the non-significant H₂ result and supports conceptualising leadership as one influential organisational resource operating alongside multiple factors affecting service delivery.
Overall, the empirical evidence provides partial rather than complete support for the conceptual framework. H₁ and H₃ were supported, whereas H₂ was not statistically supported. Rather than indicating a simple direct relationship between leadership and all outcomes, the findings provide a more differentiated account: Effective Leadership is significantly associated with frontline operational performance, while ESP is strongly associated with perceived tenant satisfaction. The direct leadership–TS association remains less certain, suggesting that the contribution of leadership to residents' experiences may be reflected principally through frontline service delivery, while remaining conditioned by wider organisational resources, demands and dependencies.
4.11 [bookmark: _Toc237734478]Summary of Hypothesis Testing
The hypothesis-testing results are summarised in Table 17. Two of the three proposed relationships were statistically supported.
[bookmark: _Toc237687857]Table 17. Summary of Hypothesis Testing
	Hypothesis
	Statistical Test
	Result
	Decision

	H₁: Effective Leadership is positively associated with ESP
	Pearson correlation
	r = .497, p = .005
	Supported

	H₂: Effective Leadership is positively associated with perceived TS
	Pearson correlation
	r = .343, p = .063
	Not Supported

	H₃: ESP is positively associated with perceived TS
	Pearson correlation
	r = .756, p < .001
	Supported


Source: Author's statistical analysis using Microsoft Excel (n = 30).
As shown in Table 17, Effective Leadership demonstrated a statistically significant moderate positive association with ESP, while ESP demonstrated a statistically significant strong positive association with perceived TS. The direct association between Effective Leadership and perceived TS was positive but did not reach statistical significance. The strongest statistical association therefore occurred between ESP and perceived TS.
4.12 [bookmark: _Toc237734479]Chapter Summary
This chapter presented and integrated evidence from 30 valid employee questionnaires, four manager interviews and SHP organisational performance data. Employees reported high levels of Effective Leadership and very high levels of ESP and employees' perceptions of TS. Transactional, transformational, servant and participative leadership were all rated high, while laissez-faire leadership was rated very low. The manager interviews reinforced this pattern by identifying leadership as adaptive, supportive, accountable and participative rather than being characterised by one universally effective style.
The quantitative analysis supported H₁, identifying a statistically significant moderate positive association between Effective Leadership and ESP (r = .497, p = .005). H₂ was not supported because the positive association between Effective Leadership and perceived TS did not reach statistical significance (r = .343, p = .063). H₃ received the strongest statistical support, with ESP demonstrating a statistically significant strong positive association with perceived TS (r = .756, p < .001).
The thematic analysis provided further context for these statistical patterns by indicating that leadership operates alongside staffing, workload, resources, training and cross-service dependencies. Managers consistently described residents as experiencing the effects of leadership through frontline service quality, responsiveness, communication and problem resolution. Organisational KPI and TSM evidence provided complementary contextual evidence rather than statistically equivalent measures.
Overall, the evidence provides partial support for the conceptual framework. Effective Leadership was significantly associated with Estate Service Performance, while Estate Service Performance was strongly associated with employees' perceptions of Tenant Satisfaction. However, a statistically significant direct association between Effective Leadership and perceived TS was not established. These findings provide the empirical basis for Chapter 5, which presents the study's conclusions, recommendations, limitations and implications.






[bookmark: _Toc237734480]CHAPTER 5: CONCLUSIONS AND RECOMMENDATIONS
5.1 [bookmark: _Toc237734481]Introduction
This chapter concludes the study by synthesising the findings in relation to the research aim and questions. It evaluates the contribution of the research to understanding leadership within Sutton Housing Partnership (SHP) Estate Services, presents practical recommendations, acknowledges the principal limitations and identifies opportunities for future research. The study aimed to evaluate the role of leadership in Estate Service Performance (ESP) and Tenant Satisfaction (TS) through employee questionnaires, manager interviews and organisational performance evidence.
5.2 [bookmark: _Toc237734482]Conclusions in Relation to the Research Questions
The study provides partial support for the conceptual framework and demonstrates that leadership within Estate Services is best understood as adaptive and multidimensional rather than as one dominant leadership style.
In relation to RQ1, employees reported high levels of transactional (M = 4.20), transformational (M = 4.17), servant (M = 4.15) and participative leadership (M = 3.77), whereas laissez-faire leadership was very low (M = 1.28). Manager interviews reinforced these findings by consistently emphasising the need to adapt leadership behaviours to employees, operational circumstances and service requirements. The convergence of employee and manager evidence therefore suggests that effective leadership within Estate Services combines accountability, support, participation and flexibility rather than relying upon one universally superior approach (Yukl and Gardner, 2020; Northouse, 2025).
Regarding RQ2, Effective Leadership demonstrated a statistically significant moderate positive association with ESP (r = .497, p = .005), supporting H₁. The interviews provided further explanation by identifying communication, clear expectations, inspections, training, managerial support and accountability as mechanisms through which leadership may support operational performance. However, managers also identified staffing, workload, equipment, budgets and cross-service dependencies as important constraints. This qualifies any leadership-centred explanation of performance: leadership may operate as an organisational resource, but its contribution remains conditioned by workplace demands and available resources (Bakker, Demerouti and Sanz-Vergel, 2023).
For RQ3, the relationship between Effective Leadership and employees' perceptions of TS was positive but not statistically significant (r = .343, p = .063); consequently, H₂ was not supported. The result indicates that the study cannot establish a statistically significant leadership–perceived TS association within this sample. Manager accounts nevertheless suggested that residents may experience leadership indirectly through frontline employee behaviour, communication, responsiveness and service outcomes. SET provides a plausible interpretation whereby supportive relationships may encourage reciprocal employee commitment and discretionary effort (Cropanzano and Mitchell, 2005), although this mechanism was not directly evaluated.
The clearest result concerned RQ4. ESP demonstrated a statistically significant strong positive association with perceived TS (r = .756, p < .001), supporting H₃ and representing the strongest relationship identified. The findings therefore indicate a particularly close association between employees' perceptions of frontline service quality and their perceptions of residents' experiences. This is consistent with the regulatory importance attached to neighbourhood management, responsiveness and service quality within the TSM framework and with national TSM evidence demonstrating the continuing importance of landlord service performance to tenant experience (Regulator of Social Housing, 2023; 2025b). However, mediation was not evaluated; consequently, ESP cannot be claimed to statistically mediate the relationship between leadership and perceived TS.
Overall, leadership was most clearly associated with operational performance, while operational performance demonstrated the strongest association with perceived tenant satisfaction. Leadership should therefore be conceptualised as one influential resource within a wider service system rather than as an independent determinant of resident outcomes.
5.3 [bookmark: _Toc237734483]Contribution and Practical Implications
The study contributes to the literature by examining leadership within an under-researched UK social housing context and integrating five leadership dimensions, ESP and perceived TS within one organisational case study. It also contributes methodologically by combining employee perceptions, managerial explanations and organisational KPI and TSM evidence, thereby reducing dependence upon a single source of interpretation.
The findings have practical implications for SHP. Leadership development should balance accountability and clear standards with employee support, participation and appropriate autonomy. Equally, improving resident experience requires attention to the organisational conditions enabling frontline employees to perform effectively, rather than concentrating solely on managerial behaviour.
The principal evidence-based recommendations are presented in Table 18.
[bookmark: _Toc237687858]Table 18. Recommendations Arising from the Study
	Recommendation
	Evidence from the Study
	Proposed Action

	Develop adaptive leadership
	Four constructive styles rated high; M1–M4 supported combined approaches
	Strengthen managers' ability to combine accountability, support, participation and empowerment according to employees and circumstances

	Protect frontline capacity
	Managers identified staffing, workload and resources as constraints
	Regularly review staffing, workload, equipment and operational pressures and address significant capacity gaps

	Strengthen employee voice
	Interviews emphasised participation, trust and frontline knowledge
	Use team discussions, feedback and improvement forums to involve employees in operational decisions

	Connect KPIs and TSMs with improvement
	Managers used performance information to identify trends and problems
	Discuss relevant KPI/TSM trends with teams and translate weaker results into specific improvement actions

	Prioritise service quality and responsiveness
	ESP–perceived TS produced the strongest association (r = .756)
	Focus improvement activity on service consistency, estate standards, communication and timely problem resolution


Source: Developed by the author from the study findings.
These recommendations reflect the study's central finding that leadership and operational conditions should be addressed together. Consistent with the wider regulatory emphasis on using tenant satisfaction evidence to understand service outcomes, KPI and TSM information should be used not only for monitoring but also to identify areas requiring learning, resource adjustment and service improvement (Regulator of Social Housing, 2025a).
5.4 [bookmark: _Toc237734484]Limitations and Future Research
Key limitations should be recognised. First, the study examined one organisation and involved 30 valid employee questionnaires and four manager interviews. Although the questionnaire captured a substantial proportion of the eligible Estate Services population, the modest analytical sample limits statistical precision and external generalisability beyond SHP.
Second, the cross-sectional design identifies associations but cannot establish temporal order or causality (Saunders, Lewis and Thornhill, 2023). Longitudinal evidence would be required to determine whether changes in leadership precede changes in service performance or satisfaction.
Third, leadership, ESP and perceived TS were measured through the same employee questionnaire. This creates potential common-method bias because predictor and outcome measures originate from the same respondents (Jordan and Troth, 2020; Podsakoff et al., 2024). Importantly, TS represented employees' perceptions of tenant satisfaction rather than direct tenant responses. SHP TSM evidence provided an independent resident-based organisational perspective, but it was collected separately and could not be matched statistically to individual employee responses.
Finally, the researcher was also an SHP employee. Although anonymity, voluntary participation and standardised procedures reduced potential influence, insider positionality may have affected data interpretation or participant responses and should therefore be recognised when considering the findings (Bukamal, 2022).
Future research should examine larger samples across multiple social housing providers and collect directly linked evidence from employees, managers and residents. Longitudinal designs could assess whether changes in leadership are followed by changes in performance and resident outcomes. With larger datasets, structural equation modelling could examine whether ESP statistically mediates the relationship between Effective Leadership and tenant-related outcomes (Zyphur, Bonner and Tay, 2023), a proposition suggested by the present pattern of findings but not evaluated in this study.
5.5 [bookmark: _Toc237734485]Final Conclusion
This study concludes that effective leadership is important within Estate Services, but its influence is neither isolated nor uniformly related to all outcomes. Effective Leadership was significantly associated with Estate Service Performance, while ESP demonstrated the strongest association with employees' perceptions of Tenant Satisfaction. Manager interviews further showed that these relationships operate within practical constraints involving staffing, workload, resources and cross-service dependencies.
The principal contribution of the study is therefore not the claim that leadership directly determines tenant satisfaction, but the more nuanced conclusion that leadership may create organisational conditions that support frontline performance, while the quality and responsiveness of frontline services are more closely associated with perceived resident experience.
For SHP, sustainable service improvement is consequently likely to require adaptive and supportive leadership alongside adequate operational resources, employee participation, performance learning and consistent service delivery. This integrated conclusion refines the original conceptual framework and provides a context-sensitive account of leadership within UK social housing while addressing the theoretical, contextual and methodological gaps identified in Chapter 2.
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	Participant Information Sheet


Dissertation Title
Evaluating the Role of Leadership in Estate Service Performance and Tenant Satisfaction: A Case Study of Sutton Housing Partnership
Dear Participant,
My name is Dijana Sklancec, and I am a final-year undergraduate student studying BA (Hons) Leadership and Management Skills for the Workplace at the University of Wales Trinity Saint David (London Campus).
As part of my final-year dissertation, I am undertaking this research study.
Before deciding whether to participate, please read the information below carefully. It explains the purpose of the study and what your participation will involve.

Purpose of the Study
The purpose of this research is to evaluate how different leadership styles influence Estate Service Performance (ESP) and Tenant Satisfaction (TS) within Sutton Housing Partnership. The findings will contribute to my undergraduate dissertation and may also provide valuable insights into leadership practices and opportunities for continuous service improvement.
Why Have I Been Invited?
You have been invited because you are employed within the Estate Services Department at Sutton Housing Partnership and your experience may provide valuable insights into the relationship between leadership, service performance and tenant satisfaction.

What Will Participation Involve?
Participation is entirely voluntary.
If you agree to take part, you will be asked to:
· complete an anonymous online questionnaire using Microsoft Forms, which will take between 5–7 minutes; or 
· if invited as a manager or supervisor, participate in a semi-structured interview lasting between 20–30 minutes, conducted either face-to-face or online via Microsoft Teams, depending on participant availability and organisational requirements. 
Please answer each question honestly based on your own experiences and professional judgement.

Do I Have to Take Part?
No.
Participation in this study is entirely voluntary.
If you decide to participate, you may withdraw from the study at any time before submitting your questionnaire or completing your interview, without giving a reason and without any adverse consequences.
Please note that once an anonymous questionnaire has been submitted, it cannot be withdrawn because responses cannot be linked to individual participants.

Confidentiality and Data Protection
Your privacy is important.
· No personal or demographic information will be collected through the employee questionnaire. 
· Interview participants will not be identified by name in the dissertation, and all interview data will be anonymised during transcription. 
· All information collected will be treated as strictly confidential. 
· Data will be stored securely in accordance with the University's data retention policy and UK General Data Protection Regulation (UK GDPR) requirements. 
· Only the researcher and the dissertation supervisor will have access to the research data. 
· The results will be reported only in summary form, and no individual participant will be identifiable. 
· Audio recordings of interviews will be securely stored, transcribed, anonymised and deleted after the completion of the research in accordance with the University's data retention policy.

Are There Any Risks or Benefits?
There are no anticipated risks associated with participating in this research.
Although there is no direct personal benefit from taking part, your contribution will help improve understanding of how leadership may influence Estate Service Performance and Tenant Satisfaction within Sutton Housing Partnership. The findings may also contribute to future organisational learning and service improvement.

What Will Happen to the Results?
The findings from this study will form part of an undergraduate dissertation submitted to the University of Wales Trinity Saint David in partial fulfilment of the requirements for the BA (Hons) Leadership and Management Skills for the Workplace.
The results may also be shared with Sutton Housing Partnership in summary form if requested. No individual participant will be identified in any report or publication arising from this research.

Who Is Conducting the Research?
Researcher
Dijana Sklancec
BA (Hons) Leadership and Management Skills for the Workplace
University of Wales Trinity Saint David (London Campus)
Email: 2314272@student.uwtsd.ac.uk

Dissertation Supervisor
Mr Mohammad Rahman
Lecturer and Dissertation Supervisor
University of Wales Trinity Saint David (London Campus)

Further Information
If you have any questions about this research or require further information before deciding whether to participate, please contact the researcher using the contact details provided above.




University Contact
University of Wales Trinity Saint David (London Campus)
Canary Wharf
1 Westferry Circus
London E14 4HA
Telephone: +44 (0)20 7127 7400
Email: 
info.london@uwtsd.ac.uk
londonstudentservices@uwtsd.ac.uk

If you have any questions, concerns or complaints regarding this research, you may contact the University of Wales Trinity Saint David (London Campus) using the contact details above.
Thank you for taking the time to read this information and for considering participation in this research. Your time and contribution are greatly appreciated.
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Source: Author’s own questionnaire created using Microsoft Forms.
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	Participant Consent Form


This consent form applies to participants taking part in the semi-structured interviews. Where interviews are conducted via Microsoft Teams, participants may either return a signed electronic copy of this form before the interview or provide recorded verbal consent at the beginning of the interview.

Dissertation Title
Evaluating the Role of Leadership in Estate Service Performance and Tenant Satisfaction: A Case Study of Sutton Housing Partnership

Researcher Details 
Dijana Sklancec
BA (Hons) Leadership and Management Skills for the Workplace
University of Wales Trinity Saint David (London Campus)


Please read each statement carefully and tick each box to indicate your consent before signing this form.
☐ I confirm that I have read and understood the Participant Information Sheet for this study.
☐ I have had the opportunity to ask questions about the research and have received satisfactory answers.
☐ I understand that my participation is entirely voluntary.
☐ I understand that I am free to withdraw from the study at any time before data analysis begins without giving a reason.
☐ I understand that my responses will be treated confidentially and anonymously.
☐ I understand that no personally identifiable information will appear in the dissertation or any related reports or presentations.
☐ I understand that the information I provide may be used for the purposes of this undergraduate dissertation and any related academic presentations or publications, provided that I cannot be identified.
☐ I understand that interview recordings (where applicable) will only be made with my permission and will be securely stored before being permanently deleted in accordance with the University's data retention policy.
☐ I voluntarily agree to participate in this research study.

Participant
Name: _______________________________________
Signature: ___________________________________
Date: _______________________________________
Researcher
Name: Dijana Sklancec
Signature: _________________________________
Date: _______________________________________

Confidentiality Statement
All information collected during this research will remain confidential and will be processed in accordance with the UK General Data Protection Regulation (UK GDPR), the Data Protection Act 2018 and the University of Wales Trinity Saint David Research Ethics Policy.
Participants' identities will not be disclosed in the dissertation or any related publications. Questionnaire responses will be anonymous. Interview participants will be assigned identification codes during transcription, and any personally identifiable information will be removed before analysis.
Participation or non-participation will have no effect on employment, professional relationships or performance evaluation within Sutton Housing Partnership.

Researcher Contact Details
Dijana Sklancec
BA (Hons) Leadership and Management Skills for the Workplace
University of Wales Trinity Saint David (London Campus)
Email: 2314272@student.uwtsd.ac.uk
Supervisor: Mohammad Rahman


University Contact Information
University of Wales Trinity Saint David (London Campus)
Canary Wharf
1 Westferry Circus
London E14 4HA
Tel: +44 20 7127 7400
Email: info.london@uwtsd.ac.uk
Student Services: londonstudentservices@uwtsd.ac.uk
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Dissertation Title
Evaluating the Role of Leadership in Estate Service Performance and Tenant Satisfaction: A Case Study of Sutton Housing Partnership

Interview Information
Thank you for agreeing to participate in this interview.
This interview forms part of an undergraduate dissertation at the University of Wales Trinity Saint David.
The purpose of the interview is to explore managers' perspectives on how leadership influences Estate Service Performance (ESP) and Tenant Satisfaction (TS) within Sutton Housing Partnership.
The interview will last between 20–30 minutes and may be conducted either face-to-face or online via Microsoft Teams, depending on participant availability and organisational requirements.
Participation is entirely voluntary. All responses will remain confidential and anonymous. With your permission, the interview will be audio-recorded solely for the purposes of transcription and analysis.

Interview Questions
The questions below provide a guide for the interview. Follow-up questions may be asked, where appropriate, to clarify or explore participants' responses in greater depth.
Opening Question
1. Could you briefly describe your current role and responsibilities within Sutton Housing Partnership?
Leadership Styles
2. In your experience, what leadership behaviours are most effective in motivating Estate Services employees?
Prompt (if required):
· Communication 
· Recognition 
· Support 
· Decision-making 
· Performance management 
3. Different leadership styles (for example, transformational, transactional, servant, participative and laissez-faire) have different strengths and limitations.

Which approaches do you believe are most effective within Estate Services, and why?

Estate Service Performance
4. How do leadership practices influence the quality and efficiency of Estate Services?
Prompt (if required):
· Estate inspections 
· Communal cleaning 
· Environmental maintenance 
· Response to reported issues 
5. What factors, other than leadership, have the greatest influence on Estate Service Performance?
Prompt (if required):
· Staffing 
· Workload 
· Resources 
· Training 
· Budget 
· Organisational policies 
Tenant Satisfaction
6. In your opinion, how does leadership influence tenant satisfaction?
Prompt (if required):
· Service quality 
· Communication 
· Responsiveness 
· Estate appearance 
7. How do you use organisational performance information, such as Key Performance Indicators (KPIs) and Tenant Satisfaction Measures (TSMs), to manage and improve your team’s performance? 
Organisational Improvement
8. What leadership practices could further improve Estate Service Performance and Tenant Satisfaction within Sutton Housing Partnership?
Closing Question
9. Is there anything else you would like to add regarding leadership, Estate Service Performance or Tenant Satisfaction that has not already been discussed during this interview?

Interview Completion
Thank you for your participation.
Your contribution is greatly appreciated. All information provided will be treated confidentially and used solely for the purposes of this academic research.
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Dissertation Title:
Evaluating the Role of Leadership in Estate Service Performance and Tenant Satisfaction: A Case Study of Sutton Housing Partnership
Participant: M1 – Manager
Interviewer: Researcher
Interview Type: Semi-structured interview
Anonymisation Note: The participant has been assigned the identifier M1. Specific job titles, service names, organisational initiatives, events and other potentially identifying details have been removed or generalised to protect confidentiality. Minor wording edits have been made solely where necessary for anonymisation and readability, without changing the substantive meaning of the participant’s responses.

Opening
Interviewer: Thank you very much for taking the time to meet with me today. As I said earlier, the interview is part of my undergraduate dissertation at the University of Wales Trinity Saint David. It should take between 20–30 minutes and is designed to explore your views on how leadership influences Estate Service Performance and Tenant Satisfaction.
You have already completed the consent form and offered to record this interview. Thank you for that. If you are happy, I can start with the questions.
M1: Yes, please.

Question 1: Could you briefly describe your current role and responsibilities within Sutton Housing Partnership?
M1: I hold a management role within Sutton Housing Partnership and have responsibility for a number of housing and resident-facing services. My role involves overseeing service delivery, supporting operational areas and collaborating with employees and residents to ensure that services are delivered effectively. I also contribute to wider organisational initiatives and decision-making.
So, it is quite a wide spectrum.
And, yes, it is really about collaborating with residents and concentrating on delivering those services.
Interviewer: Thank you. That is quite a comprehensive role.

Question 2: In your experience, what leadership behaviours are most effective in motivating Estate Services employees?
M1: I think, in terms of leadership behaviours, the first thing I would say is what is really important is transparency.
Being honest and sharing what the scenarios are, as much as you can, so people understand why we can or cannot do certain things. That is really, really important.
It is essential that we make people aware of the circumstances, but with the balance that there is also a requirement for them to deliver services and customer service as well.
If we talk about recognition, recognition is an important one because, from my perspective, whilst we have awards to recognise exceptional work, I think the day-to-day work that we do across all of our services is challenging.
If I were looking from a leader’s perspective, I would want to make sure that people recognise that you appreciate what they do. It can be something as simple as saying thank you to recognise that they have done something.
Every now and again, you should try to find platforms where you can give people recognition as a team and build that teamwork. For instance, opportunities where teams can get together, work through challenges and share ideas, but then, at the end of that, make sure you are grateful for the fact that they are sharing those ideas.
Obviously, it is natural to think about how we support people if they have challenges or blockages, but those resolutions need to be realistic in the long term and within what is possible and within your control.
It also requires shared support. Support does not just come from a leader. Support comes from staff as well because they identify what is really needed and required. They know what is really happening on the ground.
By supporting the leader to understand the circumstances, the leader can then think about what strategies could help to support that.
If we are looking at decision-making, it sits with management, but I like to see, and try to demonstrate, that individual employees participate in part of that decision-making.
For example, a frontline employee recently showed me the operational challenges within their area. I made a comprehensive record of those issues with a view to working through them over a sustained period of time.
That shows investment in the employee by the employee investing in the organisation. Whilst we may not be able to resolve everything quickly, the fact is that those issues are being recognised. That is a really important part of support.
It is about outcomes. It is about satisfaction. Are people happy?
We can look at that across the services. For example, if I looked at our Tenant Satisfaction Measures, which are delivered to us by the Regulator of Social Housing, we can see how residents perceive our services.
One of the things that I am really pleased about is that tenant satisfaction with the overall service provided by the landlord is currently high compared with our peers. What that tells us is that residents are, in the main, satisfied with our services.
But that ties into recognising performance around how we deliver our services and gaining feedback from residents.
If we were not performing in that way, we would have to look at how we are performing in certain areas, look at our KPIs and Tenant Satisfaction Measures, and think about what we could do to improve that.
Interviewer: I would also like to ask about tenant surveys. Is it possible that residents who are unhappy with something may be more likely to submit feedback than residents who are satisfied and do not have any issues?
M1: Yes, I would agree. I think we will have a chance to talk about that when we discuss complaints and how we can be transparent in that respect because we have certainly done a work around our complaints.

Question 3: Different leadership styles, such as transformational, transactional, servant, participative and laissez-faire leadership, each have different strengths and limitations. Which approaches do you believe are most effective within Estate Services, and why?
M1: If I were looking at Estate Services, I would say, as standard, the first thing is to communicate effectively, but that is in every service. That is absolutely a given.
Provide honest feedback and make sure people understand the good bits as well as the bad bits, rather than just focusing on one area.
But if I were looking at behaviours, I would say there is definitely something around coaching methods.
It is not all about giving orders. It is about recognising the individual and their way of operating, whilst keeping the company’s business requirements clearly in focus when you are using those coaching methods.
People you might need to put an arm around; people might prefer very pragmatic, clear instruction.
Different people have different ways of absorbing instruction, and it is about recognising that across your teams and among different employees and managers, to make sure that you deliver the right message.
For example, different service areas can have very different structures and ways of working from Estate Services.
So, leadership is dependent on the circumstances that you are in.
You have got to be able to read the room. You have got to be able to understand the people that you are working with and recognise what approach is going to collaborate best with them.
Recognition is also important. If you want to motivate somebody, you need to recognise the work that they are doing.

Question 4: How do leadership practices influence the quality and efficiency of Estate Services?
M1: I do not necessarily think managers always need to be visible on site.
If you have diligent staff who understand their roles, you do not have to constantly look over somebody’s shoulder because that will not make them work any better.
It is about trust and allowing people to be involved in the decisions they make on site.
There are things that employees can resolve themselves without having to come back to a manager for every decision. If they make an appropriate decision, the manager should support them.
That autonomy is important.
At the same time, communication with customers is really important. If employees understand why they are doing something and can communicate that effectively to residents, that can prevent unnecessary complaints and dissatisfaction.
Employees also need managers who listen and respond when they raise concerns.

Question 5: What factors, other than leadership, have the greatest influence on Estate Service Performance?
M1: Staffing is obviously one.
Equipment and tools are also important. Staff need the appropriate resources to deliver the service.
Flexibility is another factor. We need to consider people’s circumstances and be flexible where we can, but the first priority has to be the business need.
We have a service that we have to deliver. So, whilst we want to be flexible and support employees, we have to balance that against what the service requires.
If you are short-staffed, for example, you have got to look at how you deploy the available staff effectively so that the disruption to residents is minimised.
It is about balancing the needs of employees with the requirements of the organisation and the residents receiving the service.

Question 6: In your opinion, how does leadership influence tenant satisfaction?
M1: Tenant satisfaction is influenced by how effectively we deliver services, but it is also about managing expectations.
If a resident expects a particular service and we are unable to deliver that, we need to communicate effectively and explain why we are not able to provide it.
That way, at least we are managing their expectation, and that is really, really important.
You do not want to damage staff satisfaction by making them responsible for something that they may not actually be able to do anything about.
There are also issues that may not relate directly to the physical quality of Estate Services. Residents may be dissatisfied because of service charges or because they do not understand what they are paying for.
So, communication and transparency with residents are very important.

Question 7: How do you use organisational performance information, such as Key Performance Indicators and Tenant Satisfaction Measures, to manage and improve performance?
M1: We look at KPIs and Tenant Satisfaction Measures to identify where we are performing well and where there may be areas that require improvement.
If the performance is good, that should be recognised.
If something is not performing as expected, then we need to understand why.
We would look at the information, look at what is happening in that particular area and try to understand what is causing the issue.
We would take lessons from that and, if we can deliver an improvement, we would look at doing that.
If we cannot deliver what residents are asking for, then we need to communicate effectively why we are not able to provide that service.
At least then we are managing their expectations because that is really important.
Question 8: What leadership practices could further improve Estate Service Performance and Tenant Satisfaction within Sutton Housing Partnership?
M1: I cannot say that I am fully alive to the whole Estate Services setup in terms of what it currently looks like and who is where.
But what I would say is that it seems like a pretty decent setup at the moment because we are getting satisfactory feedback from it.
That said, how would we further improve it?
It would be looking at the gap and asking, what are the things that we are not getting right?
But that may not be about physical service delivery.
You have got to think about things like service charges.
For example, a resident raised concerns about paying a service charge for a particular estate service without having detailed planned dates for when that service would be delivered.
It was explained that providing the service more frequently or according to a more intensive schedule would result in higher service costs.
Interviewer: That could increase the charges, couldn’t it?
M1: Yes, increase the charges.
Now, the resident may be willing to do that, or they may not. I would say they are less likely to want to do that.
But if you explain it to them so they understand the circumstances, they might say, “Do you know what? When they do come, it is a good service. We do not need any more than that.”
I would say the gap in Tenant Satisfaction Measures is probably because there are residents paying charges that they feel are unwarranted.
So, it is not just about improving a service physically. It is also about providing insight to residents so that they recognise the transparency of what the service delivery is, what they are paying for, and can say, “Okay, that seems fair enough.”
They should then be more satisfied.
Interviewer: I have experienced similar situations where residents’ expectations need to be balanced against the resources allocated to the service.
M1: And increasing the hours may not necessarily achieve the outcomes residents are expecting.
Just because you are physically there doing a little bit more for a little bit longer does not mean the same problems will not happen when you are not there. The same damage may be caused, and then people may say, “Well, I’m paying more and I’m getting less.”
That then has a knock-on effect on the employee because they may feel they are not delivering the service.
There are also situations where, as a leader, I am not able to deliver all the necessary services on my own.
Other organisational teams may need to resolve issues that fall outside Estate Services, and there are also behavioural and environmental issues affecting estates that Estate Services alone cannot resolve.
So, leadership is important, but there are dependencies across different services, and residents themselves also have a role in maintaining their estates.

Question 9: Is there anything else you would like to add regarding leadership, Estate Service Performance or Tenant Satisfaction that we have not discussed today?
M1: It is really important to say that I am really proud of what Sutton Housing Partnership’s Estate Services, including caretaking, delivers.
I am really proud.
It is one of the highest-performing services that we have. Not every housing provider can say that.
It is a really multifaceted team, and it is well led.
The managers and supervisors have a really good understanding of their staff and work with them as best as they can. And the individual caretakers that I have experienced—I’ve yet to have a bad experience.
It is really important for us to celebrate that at every opportunity because it is a good service.
If I was looking at satisfaction, this is an area where we are really good. You can see from the Tenant Satisfaction Measures that we perform strongly, and I think other registered housing providers could potentially learn lessons from that.
When I look at management, I think there’s always room for improvement.
There’s always insight. Nobody is a finished article. I am always learning.
When I spent time with a frontline employee on an estate, I gained considerable insight into operational issues that I had not previously been aware of. Further discussion and information from the employee increased my understanding of those challenges.
The fact that I am a manager does not mean I would automatically have been aware of all of that.
It comes back to my leadership style.
My style is about listening to others and learning from them.
So, my success is really their success.
I succeed through the ability of others to share that insight with me and tell me what I need to deliver at organisational level.
If a change needs to be made at organisational level that affects the service, frontline employees can provide the insight that informs that decision.
And you will notice I say across, not down, because we are all human. We are all here in a place of work to work.
It is essential that we recognise that there is no way I can deliver these services on my own just because I am the leader.
I do not need my face to be in front of everything.
For example, at an organisational event, I was asked to represent the service publicly. I preferred members of the frontline teams delivering the service to be included because they were the employees directly involved in delivering it.
I contributed to the introduction and then allowed the frontline employees to explain their work because they were the people delivering the service.
What I do not want is my face in front of everything.
That is my management style.
Other managers may prefer to be at the front, and that is fine. I would do that when appropriate as well.
But my style, over time, is that I want people to feel that they can influence organisational decisions.


Closing
Interviewer: Thank you. Thank you so much. I have finished all of my questions and received very detailed answers, which I will analyse further and include in my dissertation.
M1: That is absolutely fine. If there is anything else you need around this, you can always give me a shout.
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Dissertation Title:
Evaluating the Role of Leadership in Estate Service Performance and Tenant Satisfaction: A Case Study of Sutton Housing Partnership
Participant: M2 – Manager
Interviewer: Researcher
Interview Type: Semi-structured interview
Anonymisation Note: The participant has been assigned the identifier M2. Specific job titles, operational areas and other potentially identifying details have been removed or generalised to protect confidentiality. Minor wording edits have been made solely where necessary for anonymisation and readability, without changing the substantive meaning of the participant’s responses.

Opening
Interviewer: Thank you very much for taking the time to participate in this interview. As explained in the Participant Information Sheet, this interview forms part of my undergraduate dissertation at the University of Wales Trinity Saint David and explores your views on how leadership influences Estate Service Performance and Tenant Satisfaction within Sutton Housing Partnership.
You have already read the Participant Information Sheet and signed the Interview Consent Form. Before we begin, I would also like to confirm that you are happy for this interview to be audio-recorded solely for the purposes of transcription and analysis.
M2: Yes.
Interviewer: Thank you. I will begin with the first question.

Question 1: Could you briefly describe your current role and responsibilities within Sutton Housing Partnership?
M2: I have management responsibilities relating to the day-to-day delivery of Estate Services. My responsibilities include supervising employees, monitoring performance, allocating resources, conducting estate inspections, ensuring health and safety compliance, responding to operational issues, and supporting staff to achieve agreed service standards.
I also work with other departments to resolve estate-related issues and ensure residents receive a consistent level of service.

Question 2: In your experience, what leadership behaviours are most effective in motivating Estate Services employees?
M2: Clear communication is the most important. Staff need to understand what is expected of them and receive regular feedback.
Recognising good performance and providing support when problems arise also helps maintain motivation. Employees respond positively when managers are approachable, fair and willing to listen.

Question 3: Different leadership styles, such as transformational, transactional, servant, participative and laissez-faire leadership, have different strengths and limitations. Which approaches do you believe are most effective within Estate Services, and why?
M2: A combination of transactional and servant leadership works best.
Transactional leadership provides clear expectations, accountability and consistency, which are essential for maintaining service standards. Servant leadership helps build trust, supports employee wellbeing and encourages staff to feel valued.
Transformational leadership is particularly useful when introducing service improvements or organisational change because it encourages employees to embrace new ways of working.
I find that relying on just one leadership style is less effective than adapting the approach to the situation.

Question 4: How do leadership practices influence the quality and efficiency of Estate Services?
M2: Leadership has a direct impact on service quality. Regular supervision, estate inspections and prompt communication help ensure work is completed to the required standard.
Managers who provide guidance, monitor performance and resolve problems quickly usually achieve better operational performance.
Good leadership also helps maintain staff morale, which contributes to higher productivity and more consistent service delivery.

Question 5: What factors, other than leadership, have the greatest influence on Estate Service Performance?
M2: Adequate staffing levels are essential. High workloads can reduce service quality even when leadership is effective.
Budget availability, suitable equipment, training and realistic workloads also have a significant impact.

Question 6: In your opinion, how does leadership influence tenant satisfaction?
M2: Tenants may not see managers regularly, but they experience the results of good leadership through cleaner estates, quicker responses to reported issues and better communication.
When employees are well supported and understand expectations, they are more likely to provide a reliable and professional service, which improves residents’ overall satisfaction.
Question 7: How do you use organisational performance information, such as Key Performance Indicators (KPIs) and Tenant Satisfaction Measures (TSMs), to manage and improve your team’s performance?
M2: We regularly review KPIs to monitor operational performance and identify areas requiring improvement.
TSM results help us understand residents’ experiences and identify where additional attention is needed. We discuss these findings during team meetings, identify trends and agree actions to improve performance.
Using both measures helps ensure decisions are based on evidence rather than assumptions.

Question 8: What leadership practices could further improve Estate Service Performance and Tenant Satisfaction within Sutton Housing Partnership?
M2: Increasing staffing levels to reduce excessive workloads would have a significant impact.
Providing additional training, improving communication between teams and ensuring managers remain visible and accessible would also support performance.
Continued investment in equipment and resources would enable staff to work more efficiently and deliver a better service to residents.

Question 9: Is there anything else you would like to add regarding leadership, Estate Service Performance or Tenant Satisfaction that has not already been discussed during this interview?
M2: Leadership should remain visible, supportive and consistent.
Employees perform better when they feel valued, understand what is expected of them and receive recognition for good work.
Creating a positive working environment benefits both staff and residents because it leads to higher service standards and greater tenant satisfaction.
Closing
Interviewer: Thank you very much. That concludes all of my questions. Thank you for taking the time to participate and for providing such detailed responses. Your interview will be transcribed, anonymised and analysed as part of the dissertation, in accordance with the consent provided.
M2: You’re welcome.
Interviewer: Thank you again for your participation.
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Dissertation Title:
Evaluating the Role of Leadership in Estate Service Performance and Tenant Satisfaction: A Case Study of Sutton Housing Partnership
Participant: M3 – Manager
Interviewer: Researcher
Interview Type: Semi-structured interview
Anonymisation Note: The participant has been assigned the identifier M3. Specific job titles, operational areas and other potentially identifying details have been removed or generalised to protect confidentiality. Minor wording edits have been made solely where necessary for anonymisation and readability, without changing the substantive meaning of the participant’s responses.

Opening
Opening Note: Prior to commencement of the interview, M3 had received the Participant Information Sheet, signed the Interview Consent Form and provided permission for the interview to be audio-recorded for transcription and analysis.
Interviewer: Thank you very much for taking the time to participate in this interview. As explained in the Participant Information Sheet, this interview forms part of my undergraduate dissertation at the University of Wales Trinity Saint David and explores your views on how leadership influences Estate Service Performance and Tenant Satisfaction within Sutton Housing Partnership.
I will begin with the first question.

Question 1: Could you briefly describe your current role and responsibilities within Sutton Housing Partnership?
M3: I have management responsibility for the delivery of Estate Services and for ensuring that estates are maintained to the required standards. My responsibilities include supervising employees, monitoring performance, managing operational resources, conducting regular estate inspections, ensuring compliance with health and safety requirements, responding to operational issues and supporting staff to achieve agreed service standards.
I also work closely with other departments to resolve estate-related matters and improve service delivery.

Question 2: In your experience, what leadership behaviours are most effective in motivating Estate Services employees?
M3: Setting clear goals and maintaining open communication are essential.
Employees need to understand what is expected of them and feel comfortable raising concerns or asking for support.
Regular monitoring, recognising good performance and resolving issues promptly all help maintain motivation and encourage staff to take pride in their work.

Question 3: Different leadership styles, such as transformational, transactional, servant, participative and laissez-faire leadership, have different strengths and limitations. Which approaches do you believe are most effective within Estate Services, and why?
M3: The most effective approach is to combine leadership styles depending on the situation.
Servant leadership is particularly important because trust between managers and employees is essential. Our employees are the driving force behind delivering high-quality services, so supporting their wellbeing is a priority.
Transactional leadership is also necessary because staff need clear expectations, accountability and consistency.
Transformational leadership becomes important when implementing improvements or changes that benefit both employees and residents.
I do not believe one leadership style works in every situation, so managers need to adapt their approach.

Question 4: How do leadership practices influence the quality and efficiency of Estate Services?
M3: Leadership has a significant influence on performance.
Regular estate inspections help managers understand what is happening on site and identify areas requiring improvement.
Being visible on the estates allows managers to provide immediate guidance, maintain cleaning standards and address issues before they become larger problems.
This helps ensure services are delivered consistently and efficiently.

Question 5: What factors, other than leadership, have the greatest influence on Estate Service Performance?
M3: Budget is one of the biggest challenges.
As an organisation, we have to deliver high-quality services within allocated budgets, so there is limited flexibility.
Staffing levels can also become challenging during periods of increased absence or reduced staff availability.
Resources, equipment and workload also influence overall performance.

Question 6: In your opinion, how does leadership influence tenant satisfaction?
M3: Residents may not always see managers, but they experience the results of effective leadership.
Good communication between managers and employees leads to quicker responses and higher service standards.
Caretakers are our eyes and ears on the estates, so supporting them enables problems to be identified and resolved more quickly, which improves the service residents receive.

Question 7: How do you use organisational performance information, such as Key Performance Indicators (KPIs) and Tenant Satisfaction Measures (TSMs), to manage and improve your team’s performance?
M3: KPIs and TSMs provide valuable information about where improvements are needed.
We regularly review the performance data to identify trends and areas where targets are not being achieved.
Once we identify an issue, we investigate the root causes, discuss possible solutions with the team and implement actions to improve performance.
Using performance data helps ensure that decisions are based on evidence rather than assumptions.

Question 8: What leadership practices could further improve Estate Service Performance and Tenant Satisfaction within Sutton Housing Partnership?
M3: Additional investment in budgets, equipment and resources would make a significant difference.
Increasing staffing capacity during particularly busy periods would also help reduce workload pressures and improve the consistency of service delivery.
Continued staff development and maintaining strong communication across teams would further improve both operational performance and tenant satisfaction.

Question 9: Is there anything else you would like to add regarding leadership, Estate Service Performance or Tenant Satisfaction that has not already been discussed during this interview?
M3: Balancing workloads, providing appropriate equipment and working within budget constraints remain the biggest challenges.
Despite these limitations, maintaining visible leadership, supporting employees and focusing on continuous improvement are essential for delivering high-quality Estate Services and achieving positive outcomes for residents.

Closing
Interviewer: Thank you very much. That concludes all of my questions. Thank you for taking the time to participate and for providing detailed responses. Your interview will be transcribed, anonymised and analysed as part of the dissertation, in accordance with the consent provided.
M3: You’re welcome.
Interviewer: Thank you again for your participation.
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Dissertation Title:
Evaluating the Role of Leadership in Estate Service Performance and Tenant Satisfaction: A Case Study of Sutton Housing Partnership
Participant: M4 – Manager
Interviewer: Researcher
Interview Type: Semi-structured interview
Anonymisation Note: The participant has been assigned the identifier M4. Specific job titles, geographical areas, service responsibilities, locations, third-party organisations and other potentially identifying details have been removed or generalised to protect confidentiality. Minor wording edits have been made solely where necessary for anonymisation and readability, without changing the substantive meaning of the participant's responses.

Opening
Opening Note: Prior to commencement of the interview, M4 had received the Participant Information Sheet, signed the Interview Consent Form and provided permission for the interview to be audio-recorded for transcription and analysis.
Interviewer: Hello. Thank you very much for taking the time to meet with me today. I really appreciate your support and your willingness to participate in my research.
The interview forms part of my undergraduate dissertation at the University of Wales Trinity Saint David. It should take 20–30 minutes and is designed to explore your views on how leadership influences Estate Service Performance and Tenant Satisfaction within Sutton Housing Partnership.
You have agreed that we can record this interview, and you have also signed the participant consent form. Thank you for that.
There are no right or wrong answers. I am interested in hearing about your professional experience and opinion. If you are happy, I will begin with the first question.
M4: Please go ahead.

Question 1: Could you briefly describe your current role and responsibilities within Sutton Housing Partnership?
M4: I am a manager within Estate Services at Sutton Housing Partnership. My role involves managing frontline Estate Services employees across allocated areas and overseeing aspects of operational service delivery.

Question 2: In your experience, what leadership behaviours are most effective in motivating Estate Services employees?
M4: Reading through the various ideas, if you want to call it communication, recognition and support, it is always a combination of everything, really.
I feel if you focus on one particular thing, you will be losing out on the effectiveness of other ideas as well.
You have got to know your staff, number one. Before anything, know your job, know what is expected of you, but know and understand the staff. Understand their individual personalities.
Do not try and treat them all the same because people are very different. Might be very sensitive. You have got to treat them more gently and give them more information. Others can think for themselves. They are tougher. They know what is going on.
So, noticing the personality is very, very important.
Be firm about line management. I believe staff must know who their line manager is. This is to stop them being pulled in different directions. They might be getting instructions from elsewhere that I do not know about and then doing something that I have not sanctioned myself.
So, for staff to understand line management is a very important thing, and I do reiterate this to my staff. If people request something from you, run it past me first before you agree to it.
Interviewer: So, would you say communication is one of the best examples?
M4: Very, very good communication. It has got to be there according to the individual.

Question 3: Different leadership styles, such as transformational, transactional, servant, participative and laissez-faire leadership, each have different strengths and limitations. Which approaches do you believe are most effective within Estate Services, and why?
Interviewer: Just to clarify, my research includes five leadership styles. Transformational leaders inspire and encourage improvements. Transactional leaders focus more on clear expectations, monitoring and accountability. Servant leaders prioritise supporting and developing employees. Participative leaders involve employees in decision-making. Laissez-faire leadership provides employees with considerable autonomy and minimal supervision.
In your opinion, is it better to combine these leadership styles or use one particular leadership style?
M4: I think you would be failing terribly if you tried to stick to one leadership style. That is a guarantee.
If you take laissez-faire, for example, I can use it with certain experienced employees because I know they can manage it. I know I can leave the job to them. I can tell them things once and they get it and go on with it. But there are other people where that simply would not work, so I cannot use laissez-faire with them.
So once again, as I mentioned before, transformational, transactional—you have got to combine them all depending on the personality you are speaking to. And I do try to do that.
There are certain people I have just got to tell what to do and follow up to make sure they are doing it because I know they might forget. It does not mean that they are a bad staff member. That is just their personality.
I have got very reliable staff that I must tell how to do something and follow up to make sure they have done it the right way. But the attitude is there. They are good, they are loyal, they work hard. It is just a different leadership style.
So, each one of them—the autocratic, the bureaucratic—I do not believe heavily in those. Those are sort of being bossy and demanding. That can rub staff up the wrong way, and instead of gaining their trust and their working togetherness, it drives them away.
But sometimes you have to do it. If you see the person is not doing the job continuously times, then you can move a little bit towards autocratic or bureaucratic.
But absolutely, you have got to pick a bit out of each of those styles and use it on the personality that you are dealing with at the time.

Question 4: How do leadership practices influence the quality and efficiency of Estate Services?
M4: Greatly.
I think right from the beginning, if the leadership is right, you are going to be giving the right training to the staff.
I am a great believer that it is rare you have bad staff; you have just got bad leadership. If things are going wrong, blame the leader, not the staff.
You might get somebody that is deliberately not wanting to do the job. Fine. Then you have got to deal with them in the proper leadership way and proper corrective way according to company policy.
But it is because the staff have not been trained properly. They do not understand what your instructions were in the first place.
People intentionally try to do the right thing. They do not intentionally try to be bad. So, leadership is extremely important right from the beginning.
I have always said if a staff member comes in with the right attitude right from the beginning, I will give them all the other training. I will get them to do the job I want them to do, or I need them to do.
Question 5: What factors, other than leadership, have the greatest influence on Estate Service Performance?
M4: I would say number one, clear communication. That is in the previous thing, but that's always number one.
I must repeat it, but otherwise it is consistency. Show understanding. Listen to the person when they are speaking to you. Keep eye contact so that they know you are listening to them. Otherwise, I am sitting looking around dreaming and that person is already losing interest themselves.
So, show results. If you've asked them to do a certain task, let them see the results of it, if you can, obviously, so they can feel proud that it was a good result, or it didn't actually work and we need to try a different way of doing the job.
Training—extremely important—and the quality of training. Again, follow up to see that the understanding was there and that the training they received was fully understood.
And support. Make sure you support them with what they need, whether it be appropriate protective equipment, good equipment or uniforms.
Is the task workable? Can they achieve the task? If you have given them a task they cannot achieve, then they are just set up to fail, and nobody wants that.
And can they do it by themselves, or do they need the extra staffing to do it?
Interviewer: So, the budget is also an important one. Is it the most important?
M4: It is not the most important, not at all.
You can always make other plans to get around budget constraints, but it is an important thing.
You cannot just go spending money excessively and overbuy the amount of equipment you need or buy equipment that costs significantly more than an appropriate alternative. It must obviously be workable and usable.
You cannot have too little budget, but it is not the beginning and end of everything.

Question 6: In your opinion, how does leadership influence tenant satisfaction?
M4: It is going to rub off. Leadership is very important because of the rub-off on the staff, and the results eventually filter down to the tenants.
So, if I just let my staff permanently do what they felt like, and I did not do the site inspections and I did not check the quality of the training and so on, eventually it will fall apart, guaranteed.
It will just get loose. People may start coming in late, taking longer lunches, this type of thing.
Interviewer: For example, how would tenants see that kind of behaviour, in your opinion? How can they see if the leader is a good leader?
M4: They see it through communication, and the end result of whatever task has been set.
A good example is that we recently conducted resident engagement alongside an estate inspection. The feedback we received was extremely good.
The residents we spoke with were very happy with the staff and very happy with the cleanliness and results of the work they do.
So, tenant surveys are one way of actually gauging and getting a percentage of satisfaction. But more important than paper surveys and internet surveys—by far more important—is direct engagement with residents. And I have said this for years.
People that are dissatisfied will fill in the form saying they are dissatisfied. People that are satisfied often will not fill it in.
And I know for myself, I do not fill in something each time I go to a shop and say, “Oh, you were very good.” I do not. But if I was very angry with them and I did not like something, I am going to fill in the form.
So, direct contact and direct surveys are the key to finding out what the satisfaction levels are with tenants.
Interviewer: So, if I understood correctly, your opinion is that the most important thing is to engage with the tenants?
M4: Engage. In one word, engage and communicate properly.
Question 7: How do you use organisational performance information, such as Key Performance Indicators and Tenant Satisfaction Measures, to manage performance?
M4: It is just one part. The KPIs are one part of the performance-management process we normally use.
The organisation provides us with Key Performance Indicator information and discusses it with us so that we get an understanding of where we are slightly weaker and where we are stronger.
It is broken down into different service categories, including things such as how residents rate indoor and outdoor cleaning. All of those sorts of things—small but important.
During performance discussions with staff, I use the KPIs so that we can highlight where we need to increase performance.
Interviewer: And, for example, Tenant Satisfaction Measures also record tenant satisfaction or dissatisfaction. Through the Tenant Satisfaction Measures and surveys, if you see that percentages are going below a target, what could be done regarding that?
M4: Where the performance is lacking and the percentages are dropping, obviously you have got to communicate instantly with your staff.
What I normally do, if it is possible to see why somebody was dissatisfied with certain things, is trying to understand: “Why were you dissatisfied? What did you see?”
Not necessarily to change their mind, but for me to understand what made them look in that direction.
Quite often you might find something like, “Oh, the bins were overflowing.”
Then once you have investigated it, you might find that the issue resulted from a service dependency outside the direct control of the caretaking team.
But you cannot just leave it like that. You have got to show residents you are going to do something. So, you contact the appropriate service and try to get the problem resolved.
That person may then understand that it was not necessarily the caretaking service that caused the problem and that action is being taken.
There are also occasions where dissatisfaction relates to repairs or another service rather than caretaking itself. So, we have found that.
But bypassing that, speak to the tenant. If they do say, “Oh, the bin shed itself is untidy and it hasn't been cleaned,” I will immediately speak with the relevant caretakers and say, “Come on, do you need extra equipment? Do you need better cleaning materials? What is holding us back?”
And then I will increase the inspections on those sorts of sites and those areas until we have lifted up those percentages.
Interviewer: So, defining the problem and the root causes of the problem is the way to approach resolving the issue.

Question 8: What leadership practices could further improve Estate Service Performance and Tenant Satisfaction within Sutton Housing Partnership?
M4: We have covered all of it.
I find, from my side, quick communication and quick follow-up, and consulting with the residents until the problem is resolved. Then try and maintain that.
Do not just let it go because it has now been solved. One tenant's problem is often the same problem experienced by other tenants; they just have not said anything.
So, follow it up and then check other areas for the same sort of problem and keep your eye on it.
Follow it up. List down where your weakest points are and where your most problematic areas are recorded.
And then, through staff discussions, briefings and team meetings, discuss it and try and solve it together.
Interviewer: So further leadership development would help in that case?
M4: Absolutely. Always training.
Question 9: Is there anything else you would like to add regarding leadership, Estate Service Performance or Tenant Satisfaction that we have not discussed today?
M4: Just maybe things that I have seen over the years.
You have got to be a firm leader. You have got to say what you want but convince your staff why you need it.
If they understand it and they support you, then you are starting to win the battle.
If you are going to come in with bully-boy tactics and things like that, you are not going to gain the respect of your staff, and you will not get the cooperation.
So, win the respect and sort of togetherness of the staff. Show that you are all one team.
Yes, the manager must take the lead, and they must make the decisions and do the investigations and things. But at the same time, you are all one team. You have all got the same goal, working towards the same result.

Closing
Interviewer: Thank you very much. That concludes all of my questions. I really appreciate you taking the time to participate today and share your experience. Your interview will be transcribed, anonymised and analysed as part of the dissertation, in accordance with the consent provided. Thank you again for your support.
M4: Well, good luck.

[bookmark: _Toc237734499]Appendix 13: Qualitative Coding and Theme Development
This appendix provides an audit trail of the thematic analysis of the four anonymised manager interviews (M1–M4). Following Braun and Clarke's (2022) six-phase approach, interview data were reviewed, coded and grouped into broader categories before four final themes were developed. Coding was undertaken manually, with attention to convergence and divergence across participants.
Table A13.1. Qualitative Coding and Theme Development
	Illustrative Evidence
	Initial Code
	Category
	Final Theme

	M1: leadership should adapt to individual employees and circumstances
	Individualised leadership
	Adaptive leadership
	Theme 1: Adaptive, Participative and Empowering Leadership

	M2: transactional and servant leadership work effectively in combination
	Combined leadership
	Adaptive leadership
	Theme 1

	M3: “combine several leadership styles depending on the situation”
	Situational flexibility
	Adaptive leadership
	Theme 1

	M4: managers should “pick a bit out of each of those styles”
	Combined leadership
	Adaptive leadership
	Theme 1

	M1: experienced employees should be trusted to work autonomously
	Employee autonomy
	Trust and empowerment
	Theme 1

	M1–M4: communication, support and employee involvement were emphasised
	Support and participation
	Employee involvement
	Theme 1

	M2–M4: inspections, monitoring and managerial visibility support standards
	Active supervision
	Performance support
	Theme 2: Leadership-Enabled Performance within Organisational Constraints

	M1–M4: staffing, workload, equipment and resources influence performance
	Operational constraints
	Resource capacity
	Theme 2

	M1–M3: wider organisational services may affect Estate Service outcomes
	Cross-service dependencies
	Organisational constraints
	Theme 2

	M2: tenants experience leadership through cleaner estates, quicker responses and communication
	Indirect leadership effect
	Frontline service experience
	Theme 3: Tenant Satisfaction through Service Quality, Transparency and Shared Responsibility

	M3: caretakers are the organisation's “eyes and ears” on estates
	Frontline knowledge
	Service responsiveness
	Theme 3

	M4: leadership effects “filter down to the tenants”
	Indirect tenant impact
	Service experience
	Theme 3

	M1: transparency and expectation management influence satisfaction
	Resident communication
	Transparency
	Theme 3

	M1–M4: KPIs and TSMs identify areas requiring improvement
	Performance monitoring
	Evidence-based management
	Theme 4: Performance Measurement, Learning and Continuous Improvement

	M2–M4: weaker results lead to investigation and corrective action
	Root-cause analysis
	Performance learning
	Theme 4

	M1–M4: feedback, team discussions and training support improvement
	Organisational learning
	Continuous improvement
	Theme 4


Source: Author's thematic analysis of anonymised manager interviews M1–M4.
Table A13.2. Cross-Interview Theme Matrix
	Final Theme
	M1
	M2
	M3
	M4

	1. Adaptive, Participative and Empowering Leadership
	✓
	✓
	✓
	✓

	2. Leadership-Enabled Performance within Organisational Constraints
	✓
	✓
	✓
	✓

	3. Tenant Satisfaction through Service Quality, Transparency and Shared Responsibility
	✓
	✓
	✓
	✓

	4. Performance Measurement, Learning and Continuous Improvement
	✓
	✓
	✓
	✓


Source: Author's thematic analysis of M1–M4.
Note: A tick indicates that the theme was substantively represented in the participant's interview; it does not indicate frequency or quantitative weighting.
The coding demonstrated strong convergence across the four interviews while retaining areas of divergence. In particular, managers differed in the level of direct supervision considered appropriate: some emphasised inspections and managerial visibility, whereas M1 placed greater emphasis on employee autonomy and avoiding unnecessary micromanagement. The final themes were integrated with the quantitative and organisational evidence in Chapter 4.
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Source: Author’s own questionnaire created using Microsoft Forms.
[bookmark: _Toc237734501]Appendix 15: Statistical Analysis Output
This appendix provides supporting quantitative evidence for the statistical analysis presented in Chapter 4. Thirty-one questionnaires were returned; one response was excluded because informed consent had not been provided, leaving 30 valid responses (n = 30) for analysis. The anonymised composite scores used in the descriptive and correlational analyses are presented in Table A15.1.
Table A15.1. Anonymised Composite­–Score Output
	Y
	Z
	AA
	AB
	AC
	AF
	AG
	AH
	AI

	Transformational
	Transactional
	Servant
	Participative
	Laissez-faire Raw
	Laissez-faire Reversed
	Effective Leadership
	ESP
	Employees’ Perception of TS

	4
	4
	4
	4
	1
	5
	4.2
	4.0
	4.0

	3
	3
	2.5
	2
	4
	2
	2.5
	3.0
	3.7

	4
	4.5
	3.5
	3.5
	1
	5
	4.1
	4.0
	4.0

	5
	5
	4.5
	3.5
	1
	5
	4.6
	3.7
	4.3

	4
	4.5
	4
	3.5
	2
	4
	4
	4.0
	5.0

	3
	3.5
	3
	2.5
	3
	3
	3
	3.7
	4.0

	4
	4
	3.5
	3
	2
	4
	3.7
	4.3
	4.7

	
	
	
	
	
	
	
	
	

	5
	5
	5
	4.5
	1
	5
	4.9
	5.0
	5.0

	4
	4.5
	5
	3.5
	1
	5
	4.4
	5.0
	5.0

	4
	3.5
	4
	3.5
	1
	5
	4
	4.7
	4.7

	4
	4
	4
	4
	1
	5
	4.2
	4.0
	4.0

	4
	4.5
	4
	3.5
	1
	5
	4.2
	4.0
	4.0

	4
	4
	4
	4
	1
	5
	4.2
	4.0
	4.0

	4
	4
	4
	3.5
	1
	5
	4.1
	5.0
	4.7

	4
	4.5
	4
	3.5
	1.5
	4.5
	4.1
	4.7
	4.7

	3
	4
	4
	3
	1
	5
	3.8
	4.7
	4.7

	4
	4
	4.5
	4.5
	1
	5
	4.4
	4.0
	4.7

	4
	4
	4
	3.5
	1.5
	4.5
	4
	4.3
	5.0

	4
	4
	4.5
	4.5
	1
	5
	4.4
	5.0
	4.7

	4
	4
	4
	4
	1
	5
	4.2
	4.0
	4.7

	4
	3.5
	4
	2.5
	1.5
	4.5
	3.7
	4.7
	5.0

	5
	5
	5
	5
	1
	5
	5
	5.0
	5.0

	5
	5
	5
	4.5
	1
	5
	4.9
	4.0
	4.0

	5
	5
	5
	5
	1
	5
	5
	4.7
	5.0

	4
	4
	4
	4
	1
	5
	4.2
	4.0
	4.0

	5
	3
	5
	5
	1
	5
	4.6
	5.0
	5.0

	5
	5
	4
	3.5
	1
	5
	4.5
	4.7
	4.7

	4
	4
	4
	4
	1
	5
	4.2
	4.0
	4.0

	5
	5
	4.5
	4
	1
	5
	4.7
	4.0
	4.0

	4
	4
	4
	4
	1
	5
	4.2
	4.0
	4.7


Source: Author's statistical analysis using Microsoft Excel (n = 30).
Note: The dataset contains anonymised composite scores only. No personally identifiable information is included.
Composite-Score Calculation
Responses to the relevant questionnaire items were numerically coded and averaged to produce the five leadership-dimension composite scores. The same calculation procedure was applied to each leadership dimension.
For example, Transformational Leadership was calculated as:
Transformational Leadership = Mean of the two relevant questionnaire items
Example Excel calculation:
=AVERAGE(coded H2, coded I2)
The same averaging procedure was applied to Transactional, Servant, Participative and raw Laissez-faire Leadership, using their respective questionnaire items.
Reverse Scoring of Laissez-faire Leadership
Because higher raw laissez-faire scores represented less effective leadership behaviour, the raw laissez-faire composite was reverse-scored before its inclusion in the Effective Leadership composite:
Reverse Laissez-faire = 6 − Raw Laissez-faire
Excel formula:
=IF(AC2="","",6-AC2)
For example, a raw score of 1 became 5, while a raw score of 4 became 2.
Effective Leadership Composite
The overall Effective Leadership score was calculated as the mean of the four constructive leadership dimensions and the reversed laissez-faire score:
=IF(Y2="","",AVERAGE(Y2,Z2,AA2,AB2,AF2))
For example, for the first valid case shown in Table A15.1:
(4 + 4 + 4 + 4 + 5) ÷ 5 = 4.20
Estate Service Performance and Employees’ Perceptions of Tenant Satisfaction
The same averaging procedure was used to calculate ESP and Employees’ Perceptions of TS from the three questionnaire items representing each construct.
For example, the ESP composite was calculated as:
=AVERAGE(coded R2, coded S2, coded T2)

Descriptive Statistical Analysis
Means and sample standard deviations were calculated in Microsoft Excel for each leadership dimension and the three principal study constructs. The principal Excel functions used were:
=AVERAGE(range)
=STDEV.S(range)
The resulting descriptive statistics, including the mean, standard deviation and corresponding interpretation for each construct, are presented in Table A15.2.
Table A15.2. Descriptive Statistical Output
	A
	B
	C
	D

	Construct
	Mean
	SD
	Interpretation

	Transformational Leadership
	4.17
	0.59
	High

	Transactional Leadership
	4.20
	0.58
	High

	Servant Leadership
	4.15
	0.59
	High

	Participative Leadership
	3.77
	0.73
	High

	Laissez-faire Leadership
	1.28
	0.68
	Very Low

	Effective Leadership
	4.20
	0.53
	High

	Estate Service Performance
	4.30
	0.51
	Very High

	Employees' Perceptions of Tenant Satisfaction
	4.49
	0.44
	Very High


Source: Author’s statistical analysis using Microsoft Excel (n = 30).
Note: Laissez-faire Leadership is reported using the original (non-reversed) score; therefore, a lower mean indicates lower perceived use of laissez-faire leadership. The measure was reverse-scored only for calculation of the Effective Leadership composite.
Pearson Correlation Analysis
Pearson’s product-moment correlation was used to examine the relationships between the three principal study constructs: Effective Leadership, Estate Service Performance (ESP), and Employees’ Perceptions of Tenant Satisfaction (TS). The analysis examined the following hypothesised relationships: Effective Leadership and ESP (H₁); Effective Leadership and Employees’ Perceptions of TS (H₂); and ESP and Employees’ Perceptions of TS (H₃).
Pearson’s correlation coefficients were calculated in Microsoft Excel using the CORREL function. For example, the relationship between Effective Leadership (column AG) and Estate Service Performance (column AH) was calculated as:
=CORREL(AG2:AG31,AH2:AH31)
The same procedure was applied to the remaining hypothesised relationships using the corresponding composite-score columns. Statistical significance was assessed at p < .05. Table A15.3 presents the resulting Pearson correlation coefficients and associated p-values.
Table A15.3. Pearson Correlation Output 
	A
	B
	C

	Relationship
	Pearson's r
	p-value

	Effective Leadership ↔ ESP
	0.497
	.005

	Effective Leadership ↔ Tenant Satisfaction
	0.343
	.063

	ESP ↔ Tenant Satisfaction
	0.756
	p < .001


Source: Author’s statistical analysis using Microsoft Excel (n = 30).
The results show that Effective Leadership had a statistically significant moderate positive association with ESP (r = .497, p = .005). Its association with Employees’ Perceptions of Tenant Satisfaction was positive but not statistically significant (r = .343, p = .063). ESP demonstrated a statistically significant strong positive association with Employees’ Perceptions of Tenant Satisfaction (r = .756, p < .001).
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Research Process Reflection
Using Gibbs’ (1988) Reflective Cycle, I critically reflect on how completing this research challenged my assumptions, developed my judgement and changed how I understand evidence in professional practice.
Description
My research evaluated the role of leadership in Estate Service Performance and Tenant Satisfaction within Sutton Housing Partnership through an explanatory sequential mixed-methods case study. I combined an employee questionnaire, four manager interviews and organisational evidence. The process required adaptation: organisational permission took longer than anticipated, the research boundary was refined to Estate Services, and data collection had to be completed within a constrained timeframe while adhering to ethical requirements.
Feelings
Initially, my professional familiarity with Estate Services gave me confidence and appeared to be an advantage. However, I gradually recognised a tension within my insider position. The same experience that enabled me to understand the organisational context could also shape my expectations of what the research should reveal. I therefore became more conscious that confidence derived from professional experience should not be confused with research evidence.
Evaluation
Several decisions strengthened the research. Thirty-one of 48 eligible employees responded, and four managers contributed detailed perspectives, and integrating multiple evidence sources enabled more critical interpretation. Excluding the questionnaire response for which informed consent had not been provided was particularly important because it reinforced that ethical integrity takes precedence over maximising usable data. Conversely, I underestimated the time required to secure organisational permission. This was not simply an external difficulty; it exposed a weakness in my initial planning because organisational access should have been treated as a significant research dependency. Furthermore, employees’ perceptions of tenant satisfaction could not fully represent tenants’ own perspectives, limiting the conclusions I could legitimately draw.
Analysis
The greatest development in my thinking occurred when the findings challenged my original expectations. I anticipated that Effective Leadership would be positively associated with both performance and perceived tenant satisfaction. However, although leadership was significantly associated with Estate Service Performance, its association with perceived tenant satisfaction was not statistically significant. I learned that the purpose of research is not to validate an expected argument but to allow the evidence to refine or challenge it.
The qualitative findings extended this lesson by identifying staffing, workload, resources and cross-service dependencies as additional influences on performance. My understanding therefore shifted from a leadership-centred explanation towards viewing leadership as one organisational resource within a complex service system. I also learned to distinguish correlation from causation and contextual triangulation from statistical confirmation. Most importantly, reflexivity became practical rather than theoretical: I had to question whether interpretations arose from the data or from my existing workplace knowledge.
Conclusion
The research changed how I understand independent enquiry. I developed greater confidence not from obtaining expected results, but from being able to defend conclusions that were appropriately cautious, including findings that challenged my assumptions. I now recognise uncertainty and limitation as components of credible research rather than weaknesses to conceal.
Action Plan
In future, I would secure organisational access earlier, plan the analytical strategy in advance, allow greater recruitment time and incorporate direct service-user perspectives. I would also maintain a reflexive research diary to document assumptions and methodological decisions. Professionally, I will apply the same discipline by questioning intuitive explanations, seeking competing perspectives and distinguishing experience from evidence before making leadership or service-improvement decisions.
References 
Gibbs, G. (1988) Learning by doing: A guide to teaching and learning methods. London: Further Education Unit.
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Poster Overview
This poster provides a visual summary of the research process and principal findings of the study, Evaluating the Role of Leadership in Estate Service Performance and Tenant Satisfaction: A Case Study of Sutton Housing Partnership. It presents the explanatory sequential mixed-methods methodology, including the research design, participants, data-collection methods, analytical procedures and ethical considerations. The poster also summarises the quantitative survey findings, qualitative themes developed from the manager interviews and the integration of these evidence sources with organisational KPI and TSM data. The findings highlight the relationship between Effective Leadership, Estate Service Performance and employees’ perceptions of Tenant Satisfaction and provide evidence-based recommendations for leadership and service improvement within Estate Services.
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Leadership, Estate Service Performance and Tenant
Satisfaction
Survey 3o

Dissertation Title:
Evaluating the Role of Leadership in Estote Service Performance and Tenant Satisfaction: A Case Study of Sutton Housing
partnership

Welcome Thank you for taking part in thisresearch. This questionnaire forms part of an undergraduate dissertation
submitted to the Universty of Wales Trinity Saint David. The purpose of this study is to investigate how leadership styles
influence Estate Service Performance (ESF) and Tenant Satisfaction (TS) a Sutton Housing Partnership. This anonymous
questionnaire should take approximately 5~7 mintes to complete. Your partcipation i entirely voluntary, and no personal
or demagraphic information willbe collcted. Your respanses will remain confidential and will be used solely for the
purposes of this academic research. The dota collected willbe stored securely in accordance with the University of Wales
Trinity Saint David Research Ethics Policy and UK GDPR requirements. Only the researcher and dissertation supervisor will
have access to the research data.

Please read the Participant Information Sheet before deciding whether to particiate in this research, Participant
Infrmabinn Shaet (DIVF): Srnandiv 1 Dartiinant Infnrmatinn Shaot (2 rnry

Consent

Please confirm that you have read and understood the following statements before confinuing: | have read the Partcipant
Information Sheet.

+lunderstand the purpose of the study.

+lunderstand that particiation is voluntary.

+lunderstand that my responses are anonymous.

+lunderstand that | may withdraw from the questionnaire at any time before submitting my responses.

1 consent to participate i this research.

1. Do you consent to participate in this research? *
O Yes. 1 consent to particpate

O o1 do ot consent o pariciate.
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Section A - Leadership Styles

Please indicate how strangly you agree with each statement about your immedate manager or supervisor.
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Section B — Estate Service Performance

Please indicate how strangly you agree with each statement.

3. Please select one response for each statement. *
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Section C - Tenant Satisfaction

Please indicate how strangly you agree with each statement.

4. Please select one response for each statement. *
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Section D — Additional Comments

“This question is optional.

5. In your opinion, what leadership behaviours would most improve Estate Service Performance
and Tenant Satisfaction at Sutton Housing Partnership?

“This content is neither created nor endorsed by Microsaft, The data you submit will be sent to the form owner.

& Microsot Forms
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Two of your course.
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This document is also available in Welsh.

RESEARCH STAFF ONLY
All communications relating to this application during its processing must be in writing and emailed to
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STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submit this form
(and receive the outcome) via systems explained to you by the supervisor/module leader.

In order for research to result in benefit and minimise risk of harm, it must be conducted ethically. A
researcher may not be covered by the University’s insurance if ethical approval has not been obtained
prior to commencement.

The University follows the OECD Frascati manual definition of research activity: “creative work undertaken
on a systematic basis in order to increase the stock of knowledge, including knowledge of man, culture and
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2 Tick all boxes that apply: Member of staff: ;—ieﬁg;r.ary [esearch
Taught Postgraduate Postgraduate
UrEgrEED SNt | S(udgen( ¢ o Resegarch Student

3 Institute/Academic
Discipline/Centre: lICI

4 | Campus: London

2314272@student.uwtsd.ac.uk

5 E-mail address:

6 Contact Telephone Number: 07496010687

For students:
April 2022° 1 PG2 Ethical Approval Form
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7 | Student Number: 2314272
8 Programme of Study: Ba (Hons) Leadership and Management Skills for the Workplace
9 Director of Studies/Supervisor: | Mohammad Rahman

SECTION B: Approval for Research Activity

1

Has the research activity received approval in principle?
(please check the Guidance Notes as to the appropriate
approval process for different levels of research by different

categories of individual)

YES

Date

If Yes, please indicate source of
approval (and date where known):
Approval in principle must be
obtained from the relevant source
prior to seeking ethical approval

Research Degrees Committee

Institute Research Committee

a

Other (write in)

SECTION C: Internal and External Ethical Guidance Materials

Please list the core ethical guidance documents that have been referred to during the completion of

this form (including any discipline-specific codes of research ethics, location-specific codes of
research ethics, and also any specific ethical guidance relating to the proposed methodology).

Please tick to confirm that your research proposal adheres to these codes and guidelines. You may

add rows to this table if needed.

UWTSD Research Ethics & Integrity Code of Practice

=

UWTSD Research Data Management Policy

=

[List any other relevant documents here]

a

SECTION D: External Collaborative Research Activity
If there are external collaborators then you should gain consent from the contact persons to share their
personal data with the university. If there are no external collaborators then leave this section blank and
continue to section E.

1 Institution
2 Contact person name
3 Contact person e-mail address
4 Is your research externally funded? YES [m] NO [m]
5 Are you in receipt of a KESS scholarship? YES [m] NO [m]
6 Are you specifically employed to Voluntary YES O NO O
7 undertake this research in either a Empioved
paid or voluntary capacity? mploye YES =] NO =]
8 Is the research being undertaken If YES then the
within an existing UWTSD Athrofa permission question YES o NO o
Professional Learning Partnership below does not need
(APLP)? to be answered.

April 2022°
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9 Has permission to undertake the (If YES attach copy)
research has been provided by the If NO the application YES m] NO m]
partner organisation? cannot continue
Where research activity is carried out in collaboration with an external organisation
10 | Does this organisation have its own ethics approval system? YES (m} NO [m]

If Yes, please attach a copy of any final approval (or interim approval) from the organisation (this
may be a copy of an email if appropriate).

SECTION E: Details of Research Activity

Evaluating the Role of Leadership in Estate Service Performance and

Indicative title: Tenant Satisfaction: A Case Study of Sutton Housing Partnership

Proposed start date: From 12 July 2026 Proposed end date: 18 August 2026

Introduction to the Research (maximum 300 words per section)
Ensure that you write for a Non-Specialist Audience when outlining your response to the
points below:

Purpose of Research Activity
Proposed Research Question
Aims of Research Activity
Objectives of Research Activity

Demonstrate, briefly, how Existing Research has informed the proposed activity and explain

What the research activity will add to the body of knowledge
How it addresses an area of importance.

Purpose of Research Activity

The purpose of this research is to examine the relationships between leadership styles, estate
service performance, and tenant satisfaction within Sutton Housing Partnership to support evidence-|
based leadership and service improvement decisions.

Research Question

What leadership styles are practised within SHP Estate Services?
How are leadership styles associated with estate service performance?
How are leadership styles associated with tenant satisfaction?

Eol Sl

What is the relationship between estate service performance and tenant satisfaction?

(this box should expand as you type)

Aims of Research Activity

April 2022° 3 PG2 Ethical Approval Form
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This study examines the relationships between leadership styles, estate service performance, and
tenant satisfaction within SHP, identifying patterns to inform evidence-based organisational
decisions. The focus is on statistically meaningful associations rather than causality, reflecting the

cross-sectional design and context-dependent nature of public-sector leadership.

Objectives of Research Activity

Identify the leadership styles practised within SHP using validated measurement constructs.
Assess associations between leadership styles and estate service performance.
Assess associations between leadership styles and tenant satisfaction.

Eol S

Explore the relationship between estate service performance and tenant satisfaction.

Proposed methods (maximum 600 words)

Provide a brief summary of all the methods that may be used in the research activity, making it clear|
what specific techniques may be used. If methods other than those listed in this section are deemed
appropriate later, additional ethical approval for those methods will be needed. You do not need to
justify the methods here, but should instead describe how you intend to collect the data necessary
for you to complete your project.

This research will adopt a mixed-methods approach using employee surveys, semi-structured

interviews, and organisational performance data.

Primary quantitative data will be collected through an online questionnaire distributed to all
employees within the Estate Services department of Sutton Housing Partnership (approximately 120
employees). Participation will be voluntary and anonymous. The questionnaire will contain closed-
ended questions using a five-point Likert scale to measure employees' perceptions of leadership
styles, estate service performance, and tenant satisfaction. Leadership style questions will be
adapted from established leadership measurement instruments.

Primary qualitative data will be collected through semi-structured interviews with approximately 6-8
7 managers within Sutton Housing Partnership. Interviews will be conducted either face-to-face or via
Microsoft Teams and are expected to last between 30 and 45 minutes. With participants' consent,
interviews will be audio-recorded and transcribed for analysis. Interview questions will focus on
leadership practices, service performance, tenant satisfaction, and factors that may influence
organisational outcomes.

Secondary data will be obtained from organisational published records, including Key Performance
Indicators (KPIs) and Tenant Satisfaction Measures (TSMs). These data may include information
relating to repair completion rates, service delivery performance, complaint handling, and tenant
satisfaction scores. Secondary data will be used to complement and compare findings from the
survey and interviews.

April 2022° 4 PG2 Ethical Approval Form
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Survey data will be analysed using descriptive statistics and correlation analysis to identify patterns
and relationships between leadership styles, estate service performance, and tenant satisfaction.
Interview transcripts will be analysed using thematic analysis to identify recurring themes and
perspectives. Findings from the different data sources will be compared and integrated to provide a
comprehensive understanding of the research topic.

All participants will receive an information sheet and provide informed consent before taking part in
the research. Participation will be voluntary, and all data will be anonymised and stored securely in
accordance with data protection and university ethical requirements.

Location of research activity
Identify all locations where research activity will take place.

London, UK
8
Research activity outside of the UK
If research activity will take place overseas, you are responsible for ensuring that local ethical
considerations are complied with and that the relevant permissions are sought. Specify any local
guidelines (e.g. from local professional associations/learned societies/universities) that exist and
whether these involve any ethical stipulations beyond those usual in the UK (provide details of any
licenses or permissions required). Also specify whether there are any specific ethical issues raised
by the local context in which the research activity is taking place, for example, particular cultural
and/or legal sensitivities or vulnerabilities of participants. If you live in the country where you will do
the research then please state this.
9 N/A
Use of documentation not in the public domain: Are any documents NOT NO =
10 | publicly available?
YES [m]
If Yes, please provide details here of how you will gain access to specific documentation that is not
in the public domain and that this is in accordance with the current data protection law of the
country in question and that of England and Wales.
"
(this box should expand as you type)
Does your research relate to one or more of the seven aims of the Well-being
of Future Generations (Wales) Act 2015? YES NO
12 | A prosperous Wales a X
13 [ Aresilient Wales [m] X
14 | A healthier Wales [m] X

April 2022° 5 PG2 Ethical Approval Form
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15 | A more equal Wales a
16 [ A Wales of cohesive communities o
17 | A Wales of vibrant culture and thriving Welsh language a
18 | A globally responsible Wales a
19 | If YES to any of the above, please give details:
SECTION F: Scope of Research Activity
Will the research activity include: YES NO

1 Use of a questionnaire or similar research instrument?

o|o

Use of interviews?

X

Use of focus groups?

Use of participant diaries?

oo

Use of video or audio recording?

X

o

Participant observation with their knowledge?

Participant observation without their knowledge?

Access to personal or confidential information without the participants’ specific
consent?
Administration of any questions, test stimuli, presentation that may be
10 o
experienced as physically, mentally or emotionally harmful / offensive?

11 | Performance of any acts which may cause embarrassment or affect self-esteem?

2
3
4
5
6 Use of computer-generated log files?
7
8
9

X

X

X

X

12 | Investigation of participants involved in illegal activities?

X

13 | Use of procedures that involve deception?

X

14 | Administration of any substance, agent or placebo?

X

15 | Working with live vertebrate animals?

Oo|jo|jo|0(0|O0|(0|0|0|X|O0|X|X|0(XK|[X
X

X

16 | Procedures that may have a negative impact on the environment?

Other primary data collection methods. Please indicate the type of data collection
method(s) below.

Details of any other primary data collection method:

(this box should expand as you type)
If NO to every question, then the research activity is (ethically) low risk and may be exempt from some of the
following sections (please refer to Guidance Notes).

If YES to any question, then no research activity should be undertaken until full ethical approval has been
obtained.

April 2022° 6 PG2 Ethical Approval Form
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If there are no participants then do not complete this section, but go directly to section H.

Who are the intended participants:
YES NO
1 | Students or staff at the University? [m]
2 | Adults (over the age of 18 and competent to give consent)? a
3 | Vulnerable adults? o
4 Children and Young People under the age of 18? (Consent from Parent, Carer or o
Guardian will be required) -
5 | Prisoners? o
6 | Young offenders? a
7 Those who could be considered to have a particularly dependent relationship with o
the investigator or a gatekeeper? -
8 | People engaged in illegal activities? a
Others. Please indicate the participants below, and specifically any group who
9 | may be unable to give consent.
Details of any other participant groups: [n] =
Participant numbers and source
Provide an estimate of the expected number of participants. How will you identify participants and
how will they be recruited?
H rti it
10 e:pv:(r:?:;?y participants are Between 80 and 90 participants.
An online questionnaire will be distributed to all employees within
the Estate Services Department of Sutton Housing Partnership
1 Who will the participants be? (approximately 120 employees), and interviews will be conducted
with approximately 6-8 managers within Sutton Housing
Partnership.
Questionnaire participants will be identified from the Estate
Services Department employee list and invited via organisational
12 How will you identify the email. Managers for interviews will be selected using purposive

participants?

sampling based on their managerial roles and relevant
experience within the organisation.

Information for participants:

NO

April 2022°
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YES N/A
13 Will you describe the main research procedures to participants in = o o
advance, so that they are informed about what to expect?
14 | Will you tell participants that their participation is voluntary? x a a
15 | Will you obtain written consent for participation? x o [m]
16 Will you explain to participants that refusal to participate in the = o o
research will not affect their treatment or education (if relevant)?
17 If the research is observational, will you ask participants for their o o =
consent to being observed?
18 Will you tell participants that they may withdraw from the research at = o o
any time and for any reason?
With questionnaires, will you give participants the option of omitting
19 x o (m]
questions they do not want to answer?
20 Will you tell participants that their data will be treated with full = o o
confidentiality and that, if published, it will not be identifiable as theirs?
21 Will you debrief participants at the end of their participation, in a way = o o
appropriate to the type of research undertaken?
22 | If NO to any of above questions, please give an explanation
Information for participants: YES NO N/A
24 | Will participants be paid? m] m]
25 | Is specialist electrical or other equipment to be used with participants? a a
2% Are therg any !mancial or other interests to the investigator or o o
University arising from this study?
27 Will the research activity involve deliberately misleading participants in o = o
any way, or the partial or full concealment of the specific study aims? -

28 | If YES to any question, please provide full details

SECTION H: Anticipated Risks

Outline any anticipated risks that may adversely affect any of the participants, the
researchers and/or the University, and the steps that will be taken to address them.

If you have completed a full risk assessment (for example as required by a laboratory, or external
research collaborator) you may append that to this form.

Yes 0
No [}

1| Full risk assessment completed and appended?

Risks to participants
2 | For example: sector-specific health & safety, emotional distress, financial disclosure, physical harm,
transfer of personal data, sensitive organisational information

Risk to participants: How you will mitigate the risk to participants:
The risks to participants are minimal. However, | To minimise these risks, participation will be

participants may experience slight discomfort or | entirely voluntary, and participants will be

April 2022° 8 PG2 Ethical Approval Form
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emotional distress when discussing leadership
practices, employee engagement, or workplace
experiences. There is also a potential risk
associated with the disclosure of sensitive
organisational information or personal opinions
about management practices.

informed that they may decline to answer any
questions or withdraw from the study at any
time without penalty. All responses will be
treated confidentially and anonymised during
analysis and reporting. No identifiable personal
or organisational information will be disclosed in
the final dissertation. Data will be stored
securely in accordance with data protection
regulations and university ethical guidelines.

If research activity may include sensitive, embarrassing or upsetting topics (e.g. sexual acti

ty,

drug use) or issues likely to disclose information requiring further action (e.g. criminal activity), give
details of the procedures to deal with these issues, including any support/advice (e.g. helpline

3 numbers) to be offered to participants. Note that where applicable, consent procedures should
make it clear that if something potentially or actually illegal is discovered in the course of a project,
it may need to be disclosed to the proper authorities
The study is not expected to involve sensitive or upsetting topics. However, participants may
experience minor discomfort when discussing workplace experiences. Participation is voluntary,
and participants may decline to answer any question or withdraw at any time
Risks to the investigator

4 | For example: personal health & safety, physical harm, emotional distress, risk of accusation of
harm/impropriety, conflict of interest
Risk to the investigator: "How you will mitigate the risk to the investigator:

The risks to the investigator are considered To minimise these risks, participation will be
minimal. Potential risks include minor emotional | voluntary, responses will be anonymised, and
discomfort when discussing workplace issues professional boundaries and confidentiality will
and a possible conflict of interest due to be maintained throughout the research process.
conducting research within the organisation.

5 University/institutional risks
For example: adverse publicity, financial loss, data protection
Risk to the University: How you will mitigate the risk to the University:

The risks to the University are considered These risks will be minimised by ensuring that

minimal. Potential risks relate to data protection | all data are anonymised, stored securely, and

and confidentiality. handled in accordance with university ethical
guidelines and data protection legislation. No
identifiable organisational or participant
information will be disclosed in the final
dissertation.

6 | Environmental risks

April 2022° 9

PG2 Ethical Approval Form




image21.png
Prifysgol Cymru

¥ Drindod Dewi Sant

University of Wales PG2/E1FORM
Trinity Saint David

For example: accidental spillage of pollutants, damage to local ecosystems

Risk to the environment: "How you will mitigate the risk to environment:

There are no environmental risks associated

with this study.

Disclosure and Barring Service

If the research activity involves children or vulnerable adults, a Disclosure
and Barring Service (DBS) certificate must be obtained before any YES NO N/A
contact with such participants.

7 | Does your research require you to hold a current DBS Certificate? a X (m]
If YES, please give the certificate number. If the certificate number is not
8 | available please write “Pending”; in this case any ethical approval will be

subiject to providing the appropriate certificate number.

SECTION I: Feedback, Consent and Confidentiality

7

Feedback
What de-briefing and feedback will be provided to participants, how will this be done and when?

Participants will be provided with a debrief statement immediately after completing the
questionnaire or interview. This will outline the purpose of the research, how the data will be used,
and confirm confidentiality and anonymity. Participants will also be reminded of their right to
withdraw their data within the permitted timeframe. Contact details for the researcher will be

provided for any further questions.

Informed consent

Describe the arrangements to inform potential participants, before providing consent, of what is
involved in participating. Describe the arrangements for participants to provide full consent before
data collection begins. If gaining consent in this way is inappropriate, explain how consent will be
obtained and recorded in accordance with prevailing data protection legislation.

Potential participants will be provided with a participant information sheet prior to giving consent.
This will explain the purpose of the study, what participation involves, the voluntary nature of

participation, data confidentiality, and the right to withdraw.

For the online questionnaire, participants will be required to confirm their informed consent
electronically before accessing the questions. For interviews, written or recorded verbal consent will
be obtained prior to the start of the interview. Consent will be documented and stored securely in
accordance with data protection legislation and university ethical guidelines.

April 2022° 10 PG2 Ethical Approval Form
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Confidentiality / Anonymity
Set out how anonymity of participants and confidentiality will be ensured in any outputs. If
anonymity is not being offered, explain why this is the case.

Anonymity and confidentiality will be maintained throughout the study. Participants will not be
identifiable in any outputs, and all data will be anonymised by removing names and any other
identifying information during analysis. Findings will be reported in aggregated form, and any direct
quotations from interviews will be anonymised.

All data will be stored securely and accessed only by the researcher and supervisor in accordance
with university data protection requirements. No identifiable information about participants or the
organisation will be included in the final dissertation or any publications.

SECTION J: Data Protection and Storage

Does the research activity involve personal data (as defined by the General
Data Protection Regulation 2016 “GDPR” and the Data Protection Act 2018 YES NO
“DPA")?

“Personal data” means any information relating to an identified or identifiable
natural person (‘data subject’). An identifiable natural person is one who can
be identified, directly or indirectly, in particular by reference to an identifier
such as a name, an identification number, location data, an online identifier or Oves o
to one or more factors specific to the physical, physiological, genetic, mental,
economic, cultural or social identity of that natural person. Any video or audio
recordings of participants is considered to be personal data.

If YES, provide a description of the data and explain why this data needs to be collected:

Yes. The study involves personal data from participants in the form of questionnaire and interview
responses, which will be collected and processed in accordance with GDPR and the Data
Protection Act 2018.

Does it involve special category data (as defined by the GDPR)? YES NO

"Special category data” means sensitive personal data consisting of Information as
to the data subjects’ —

(a) racial or ethnic origin,

(b) political opinions,

(c ) religious beliefs or other beliefs of a similar nature,

(d) membership of a trade union (within the meaning of the Trade Union and Labour o NoCI
Relations (Consolidation) Act 1992),

(e) physical or mental health or condition,

() sexual life,

(@) genetics,

(h) biometric data (as used for ID purposes).

If YES, provide a description of the special category data and explain why this data needs to be
collected:

4

April 2022° 1 PG2 Ethical Approval Form
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No special category data will be collected. The study focuses on workplace experiences, leadership
practices, and employee engagement, and does not request information relating to racial or ethnic
origin, political opinions, religious beliefs, trade union membership, health, sexual life, genetics, or
biometric data.

Will data from the research activity (collected data, drafts of the thesis, or [ YES NO

materials for publication) be stored in any of the following ways?
5 | Manual files (i.e. in paper form)? o X
6 | University computers? a
7 | Private company computers? o
8 | Home or other personal computers? o
9 | Laptop computers/ CDs/ Portable disk-drives/ memory sticks? X =}
10 | “Cloud” storage or websites? =}
1 Other — specify: o =

For all stored data, explain the measures in place to ensure the security of the data collected, data
12 | confidentiality, including details of backup procedures, password protection, encryption,

anonymisation and pseudonymisation:

All research data (questionnaire responses, interview notes, and thesis drafts) will be stored on a

password-protected personal laptop used by the researcher. Access to the device will be restricted

to the researcher only.

Data will be anonymised or pseudonymised during transcription and analysis, with all identifying

information removed. Regular backups will be made to encrypted and password-protected storage

(including approved cloud storage and/or encrypted external drive) to prevent data loss.

No data will be shared with third parties. All data will be handled in accordance with GDPR and

university data protection requirements and will be securely deleted after the required retention

period.

Data Protection

Will the research activity involve any of the following activities: YES NO
13 | Electronic transfer of data in any form? = o
14 thI:;l?ng of data with others at the University outside of the inmediate research o =
15 | Sharing of data with other organisations? a X
16 | Export of data outside the UK or importing of data from outside the UK? a X

April 2022° 12 PG2 Ethical Approval Form
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17 | Use of personal addresses, postcodes, faxes, emails or telephone numbers? a (m}

18 | Publication of data that might allow identification of individuals? a X

19 | Use of data management system? (m]

20 | Data archiving? X [}
If YES to any question, please provide full details, explaining how this will be conducted in

21 | accordance with the GDPR and Data Protection Act (2018) (and any international equivalents,

where appropriate):

The research will involve electronic transfer of data through online questionnaires and interview
transcription. All data will be handled in accordance with GDPR and the Data Protection Act 2018.

Data will not be shared with individuals outside the immediate research process or with external
organisations. No data will be transferred outside the UK. All data will be anonymised or
pseudonymised prior to analysis to ensure that individuals cannot be identified in any outputs.

Data will be stored securely on password-protected devices and/or encrypted storage systems and
accessed only by the researcher. Data will be retained only for the duration required by the
university and then securely deleted in line with institutional policy.

22

List all who will have access to the data generated by the research activity:

Access to the research data will be restricted to the student researcher and the dissertation

supervisor only. No third parties or external organisations will have access to the data.

23

List who will have control of, and act as custodian(s) for, data generated by the research activity :

The student researcher will act as the primary custodian of the data. The dissertation supervisor will
provide oversight in accordance with university research governance and data management
policies.

24

Give details of data storage arrangements, including security measures in place to protect the data,
where data will be stored, how long for, and in what form. Will data be archived — if so how and if
not why not.

All research data will be stored on a password-protected personal laptop and backed up using
encrypted storage and/or approved cloud storage. Data will be anonymised or pseudonymised
during transcription and analysis.
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Data will be retained securely for the period required by university regulations and then
permanently deleted. No paper copies will be used. No data will be shared externally. Storage and

handling will comply with GDPR and university data protection policies.

Please indicate if your data will be stored in the UWTSD Research Data Repository (see

2 https://researchdata.uwtsd.ac.uk/ ). If so please explain. (Most relevant to academic staff)

The research data will not be deposited in the UWTSD Research Data Repository, as the study is a
student dissertation involving anonymised qualitative and quantitative data not intended for long-
term public archiving.

Confirm that you have read the UWTSD guidance on data management (see

26 https://www.uwtsd.ac.uk/library/research-data-management/) YES 8
Confirm that you are aware that you need to keep all data until after your

27 | research has completed or the end of your funding YES ®

April 2022° 14 PG2 Ethical Approval Form
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SECTION K: Declaration

The information which | have provided is correct and complete to the best of my knowledge. | have
attempted to identify any risks and issues related to the research activity and acknowledge my
obligations and the rights of the participants.

In submitting this application | hereby confirm that | undertake to ensure that the above named
research activity will meet the University's Research Ethics and Integrity Code of Practice which is
published on the website: https://www.uwtsd.ac.uk/research/research-ethics/

Date: 13/07/2026
1 | Signature of applicant: Dijana Sklancec

For STUDENT Submissions:

Director of Date:14/7/26
2 Studies/Supervisor: Mohammad Rahman
3 | Signature: M /%‘rtaﬁmf Rubman
For STAFF Submissions:
4 Academic Director/ Assistant Date:
Dean:
8 Signature:

Checklist: Please complete the checklist below to ensure that you have completed the form according to the
guidelines and attached any required documentation:

X | I have read the guidance notes supplied before completing the form.

X | I'have completed ALL RELEVANT sections of the form in full.

& | | confirm that the research activity has received approval in principle

O | | have attached a copy of final/interim approval from external organisation (where appropriate)
@ | have attached a full risk assessment (where appropriate) ONLY TICK IF YOU HAVE

ATTACHED A FULL RISK ASSESSMENT

i | !understand that it is my responsibility to ensure that the above named research activity will meet
the University's Research Ethics and Integrity Code of Practice.

| understand that before commencing data collection all documents aimed at respondents
® | (including information sheets, consent forms, questionnaires, interview schedules etc.) must be
confirmed by the DoS/Supervisor, module tutor or Academic Director.

RESEARCH STUDENTS ONLY
Once complete, submit this form via the MyTSD Doctoral College Portal at (https://mytsd.uwtsd.ac.uk).

RESEARCH STAFF ONLY
All communications relating to this application during its processing must be in writing and emailed to
paresearch@uwtsd.ac.uk , with the title ‘Ethical Approval’ followed by your name.

STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submit this form

and receive the outcome) via systems explained to you by the supervisor/module leader.
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A Message from Our Chief
Executive, Steve Tucker

Welcome to our SHP Annual Report for 2024/2025.
This report highlights our performance over the past
year and, crucially, reaffirms our commitment to you,
our residents, of working together to deliver homes and
communities where residents feel happy and secure.

Over the last year, we have prioritised and delivered
improvements to the services you value most. A big part
of this work has been listening to what you say through
the new Tenant Satisfaction Measures (TSMs). These are
more than just regulatory requirements; they are a way
for us to understand your priorities for improvement
and then act on what you say. Your feedback helped us
decide what to work on.

This report shows how we have responded and what we
have achieved in key areas highlighted by your feedback.
You can read more about your latest TSM ratings for
SHP in our Homefront printed magazine that comes out
twice a year.

| am proud of what we have achieved this year and the
improvements delivered, for example, by the Independent
Living Service, by our caretakers and gardeners, by our
craftspeople in repairs and our asset management team.
Our Housing Managers have been working to get to
know tenants and to build trust in what we do to keep
homes safe and comfortable,

| would particularly like to thank those of you who
provide us with feedback through the Resident Voice
Panel or who come along to meetings to contribute.
Thank you for your invaluable feedback and your
partnership. We look forward to continuing this work
with you to create good places to live here in Sutton.

Sucon Federation of Tenants
Residents ssociations (SFTRA) for be

Steve Tucker
Chief Executive
Sutton Housing Partnership

| Sutton Housing Partnership: Annual report to residents 2024-




image30.png
Tenant Satisfaction
that their home is safe

66.5%

Tenant Satisfaction
that their home is
well maintained

73.6%

Agreement that the
landlord treats tenants
fairly and with respect

A message from Spencer Palmer

Strategic Director, Environment, Housing & Neighbourhoods

This report reflects the strength of the Council’s relationship with Sutton Housing Partnership
(SHP) and how our approach to partnership working is benefiting the residents of Sutton.

As the landlord, the Council has overall legal responsibility for its housing stock while the team at
SHP manages the day-to-day service delivery.

Our shared priority is to ensure residents live in safe and secure homes and the recent top rating

from the Government’s Regulatory of Social Housing tells us that we are delivering on this. This is
a fantastic achievement and one that everyone who is involved with managing our social housing in
Sutton should be very proud of.

Moving forward into the upcoming year, our focus will continue to be on listening and responding to
resident feedback as well as continuing to foster thriving neighbourhoods.

We will continue to push forward with an extensive programme of major works (=
and repairs, as well as ensuring all our homes are well managed and maintained.

= Strategic Director, Environment, Housing & Neighbourhoods / .
Sutton




image31.png
Where our

money goes

£20,693,176

total SHP income
2024-2025

At Sutton Housing Partnership, we work hard to
manage our finances carefully to ensure we always
provide value for money.

How we’ve spent
our money this year

This past year, our financial decisions were centered on
supporting the most important services for our residents.

/|

As you can see from the breakdown, our largest investment

Sue Hogg by far was in Repairs and Maintenance, which accounted for el
Finance and over half of every pound we spent £10.5m
Corporate y

We also dedicated a significant portion of our budget to (51p per £1)
essential services like Tenancy Management and Estates
maintenance, and we made sure to cover key Business Costs

Services Director

Every bit of this spending was a direct investment in the
health and well-being of our communities.

]

12.8%

13.1%

£10,456,922 £2,616,649 £2,693,644

Repairs and Maintenance Tenancy Management Estates
such as tenancy services, domestic such as grounds and communal area
abuse, antisocial behaviour maintenance

B

19.3%

£358,613 £3,968,686 £598,662

Leaseholder Business Costs Independent Living,

Management such as IT, Other Costs, Premises Older people’s services
and Facilities Corporate Support
Services
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Listening to your voice

Throughout the year, we've held
numerous estate action days and
walkabouts, providing residents with
valuable opportunities to share feedback
on their estates.

For items that require follow-up, we
publish Action Plans, which can be found
by searching ‘community action days’ on
the SHP website.

The Resident Voice Panel helps us by
completing short online surveys.

Additionally, the Resident Engagement.
Morning in June was a successful event
where we gathered residents' opinions
and views in person.

We use the valuable feedback from all
these activities to drive changes and
improvements in everything we do,

Please take part if you have the time.

Help make a difference

We offer many different ways for you to get involved
and help drive change for the benefit of all residents
Whether you choose to be part of an online panel or
join in-person meetings, events, and walkabouts, there
are lots of opportunities to make a real difference!

You can find details about all the ways that you get
involved - go to the SHP website and search for
‘Resident involvement’ or scan the QR code to find
out more.

99

Resident Voice
Panel members
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Tenants satisfied with the overall repairs
service (that have had a repair in the last
12 months)

Tenants satisfied with the time taken to
complete a repair (that have had a repair
within the last 12 months)

Tenants satisfied their
home is well maintained

of all non-emergency
repairs completed within
SHP's target timescale

of all emergency repairs
completed within SHPs
target timescale
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It was the silly bits that made the
difference. They cared. The work was
completed to a good standard. The
house has certainly improved
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Our top priority is keeping our tenants safe. Through
our we provide all tenants with
an annual statement of the building and fire safety works
that have taken place in your home and block

We carry out regular tests and servicing in our properties
including communal areas.

Regular risk assessments are carried out to identify safety
concerns and complete improvement works

We carry out a free annual safety check of our gas
appliances and pipework in tenants’ homes,

Having a working smoke alarm in your home is one of
the best ways to keep you and your family safe. If your
home has a gas or solid fuel appliance then it should
also have a carbon monoxide alarm. Test both alarms
regularly. If you are not sure it is working, and or you
don't have one, please urgently contact the Repair Team
on 020 8915 2000 or email
repairs@suttonhousingpartnership.orguk

We are responsible for maintaining and testing the
electrics in your home. We carry out this check once
every five years. This will help keep you safe and reduce
the possibility of a breakdown or loss of power. Our
contractor will contact you to make arrangements to
carry out the test when due, and any work that needs to
be done.

(1 T
R

# | Sutton Housing Partnership: Annual report to residents 2024-25

In 2024-2025 our Tenants’ Satisfaction resuits were:

We've appointed a Damp, Mould and specialist
team. They're here to support you with any issues
and help to reduce the number of complaints.

i Y

Tenants are satisfied
their home is safe

Proportion of homes where all
required fire risk assessments
have been carried out

Proportion of dwellings with a valid
landlord Gas Safety Certificate

Proportion of homes where all
required legionella risk assessments
have been carried out

Proportion of homes where all
required communal passenger lift
safety checks have been carried out

Proportion of all homes where
all required asbestos surveys or
inspections have been carried out

of homes do not meet the
decent home standard*
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We want to say a huge thank you to everyone who has
worked with us over the last year to help s improve
services.

We believe that your voice is incredibly important in
shaping the services we provide and the communties we
build

Weve:
- Launched our Resident Voice Panel to ALL tenants
and leaseholders to capture more views.

Introduced Community Action Days Tours in
various locations in the borough. This initiative is
about engaging with our residents, and providing a
platform for you to report any outstanding issues or
repairs you may have.

New SHP Resident
Board Members

Two residents have recently joined the SHP
Board! Here, they say a few words about
why they decided to join.

Jenni Burton

Being a resident Board Member, for me, is a role that |
undertake with dedication and commitment.

As someone who is passionate about EDI for me,
my role is about ensuring a sense of belonging, a SHP
community where residents' voices can be heard,
ensuring fairness, awareness and removal of barriers so
that there is equity within policies and services.

| want to contribute to building
an inclusive community where
every voice matters and

positive change is not
only guided by SHP but
the residents too.

Respectful and helpful engagement

There are lots of
ways that you can get
involved. Scan the QR

code to find out more.

The Sutton Federation of Tenants and Residents
Association (SFTRA) and Sutton Housing
Partnership held our annual Resident Engagement
Morning. This is a fantastic opportunity for tenants
and leaseholders to connect and share their valuable
feedback.

Andrea Stevens

| became a Sutton Housing Partnership Board Member
after recently going through the traumatic experience
of a house fire last year. | have lived in the borough for
over 18 years and have had experience of the housing
pathway in Sutton from being homeless to temporary
accommodation to being overcrowded for several years
to finally getting a suitable sized home.

The community were so selfless and super supportive in
my time of need when my whole life went up in flames,
that | wanted to in turn give something back to them.
With the current climate and local authorities being
highlighted in news reports regarding the lack of housing
and housing conditions in some cases, | wanted to be a
part of a community initiative and organisation who was
creating a positive and effective change to continuously
improve these outcomes for their service users.

I knew with my skills, qualities and
management capabilities from my
previous role in Health and Local
Authority, | could be a great asset
and trusted member to the SHP

community, Board and organisation.
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Tenant satisfaction that landlord
keeps communal areas clean and
well maintained

Satisfaction with the Landlords
approach to handling anti social
behaviour (ASB)

current open cases of ASB and 3 open
cases related to Hate Crime

Our ASB policy has been refreshed and a new system to track
and monitor cases is being implemented,

As part of our zero tolerance position on this matter we now
have a separate Hate Crime policy to ensure support and
outcomes are person specific and appropriately handled.

We realise that we still have work to do to show that we
are listening. We have enhanced our communication to be
more proactive to keep people better informed to improve
the outcomes of ASB cases. We have provided training to
all housing managers and we will survey those impacted to
review feedback,

In the past year we have taken action against people
committing antisocial behaviour, resulting in two evictions for
breach of tenancy conditions, and another 14 referred for
court injunctions or ‘partial closure’ orders. Injunctions are

to prevent people causing ASB from attending the addresses
or to prevent people from continuing ASB themselves. Partial
closure orders prevent the resident from having people other
than themselves at that address due to ASB issues arising from
that property.

We have been working with our teams to improve estates
with the Estate Action Days at six locations, cutting back
overgrown trees and shrubs, replacing fencing and repairing
walls as well as meeting with residents on site to discuss their
neighbourhood issues such as ASB and fly-tipping, to promote
proposals for neighbourhoods for all residents to enjoy and be
proud off.
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of stage one complaints responded to in time
(10 days as per Ombudsman's complaint code)

of stage two complaints responded to in time
(20 days as per Ombudsman's complaint code)

satisfaction with the landlord's approach

Satisfaction with our complaints handling service is lower than
we would like. The main areas of complaints are around our
repairs service and our communication.As a result, we are
prioritising improvements to our complaints handling this year.

A key focus will be demonstrating that we are listening, learning,
and making meaningful changes in response to feedback.

This year we have we
continue to operate a 2 stage process. However service
escalations have been removed which may have caused
confusion for residents.

SHP commissioned HQN (Housing Quality Network) to
provide

For bigger issues that affect
more than one home or need more than one team,
we make sure a lead person takes charge and the right
contacts are in place, so that any offers or outcomes
reflect what residents have actually experienced.

We improved updates to
residents, logged all communications in CRM (the system

e use to hel ctic 3 -\\‘ \:;M
we use to help us manage all our interactions with ;& \

residents), and ensured complaint responses are consistent “‘
with Ombudsman Complaint Handling code and discussed

before finalising,
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Our priorities

Your Home

Ensuring homes are well maintained, decent and safe through a
high quality repairs and safety compliance programme and through
delivery of our capital investment programme focusing on building
safety and sustainability

Your Place

We want residents to build productive relationships in
their communities and have pride in where they live

Your

Ensure that the of how we

& ﬁ deliver exceptional services

Your Experience

Ensure that our residents have confidence in our services
and that there is support available to tackle inequalities o (e) (o)

[aadAaA)
Your SHP

An organisation that listens and learns from feedback to
provide best value services which tenants and residents
trust; implements new legislation in social housing and is
prepared for the new regulatory regime

customercare@suttonhousingpartnership.org.uk
020 8915 2000
Sutton Gate, | Carshalton Rd, Sutton SMI 4LE

www.suttonhousingpartnership.co.uk

Sutton
Housing
Partnership
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SHP TSM/KPI Data 25/26 MASTER FILE

“rated 24125
against Housemark Top
TSM Ref PIRef Pl Description 2024125 Z"f:r';:' target 25126 YTD Ee"‘i:f;;‘::["v
“RAG rated
a1 atr2 atrs atra i)
Tenant satisfaction etc
Tso1 | TPO1 I?':ﬁ;‘fj::iﬁfg“" with the overall service provided | gq g, | 730, | 78.5% | 70.0% | 81.0% 76.5% 66.4%
TS.03 | TPO8 Qﬁ’hefe'::;;:ha‘ the landlord treats tenants fairly and | 7560, | 759, | 77.2% | 79.1% | 80.9% 79.1% 76.6%
Tenant complaints
TC.01a | CHO1a |Complaints - number of Stage 1s per 1,000 homes 20.0 Dataonly| 967 23 39.67 39.67 -
TC.01b | CHO1b |Complaints - number of Stage 2s per 1,000 homes 3.83 Dataonly| 067 2.83 6.5 6.50 -
Stage 1 Complaints responded to in time, (10 days as
TC.02a | CHO02a per Ombudsman's Complaint Code) 90.8% 99% 93.4% | 78.9% | 25.0% 59.9% 84.7%
Stage 2 Complaints responded to in time, (20 days as
TC.02b | CHO2b per Ombudsman's Complaint Code) 100% 100% 100% 78.6% | 36.4% 69.1% 83.2%
Satisfaction with the landlord's approach to handling
TC.03 TP09 |of complaints (only tenants who have complained 30.6% 37% 39.0% | 26.2% | 41.2% 34.6% 29.5%
within the last 12 months)
Tenant communications
TCOM01| Tpo7 |Jenant satisfaction with the way SHP keeps them 68.7% | 75% | 74.0% | 69.6% | 76.8% 73.4% 74.3%
TCOM02| TPOG :i{‘:;‘;:";:ﬁ:‘“" that SHP listens to your views and | 57 5, | 599, | 62.3% | 60.7% | 66.5% 63.1% 57.7%
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SHP TSM/KPI Data 25/26 MASTER FILE

*rated 24125
against Housemark Top
TSM Ref PIRef Pl Description 2024125 Z"f:r';:' target 25126 YTD Ee"‘i‘,‘ﬂ;‘:["v
“RAG rated
a1 atr2 atrs atra i)
AM.01 TP04 |Tenant satisfaction that their home is well maintained | 66.5% 2% 74.2% | 79.5% | 71.6% 75.1% 66.6%
AM.02 TPO5 |Tenant satisfaction that their home is safe 73.3% 76% 79.9% | 83.2% | 83.4% 82.2% 72.9%
Responsive Repairs
Tenant satisfaction with the overall repairs service
RR.01 TP02 (that have had a repair in the last 12 months) 69.9% 2% 68.5% | 69.7% | 77.6% 721% 69.3%
Proportion of all non-emergency repairs completed o o underroview o
RR.02a | RP02a within SHP's targets timescale* 74.9% 90% der revie 85.9%
Proportion of all emergency repairs completed within underroview
RR.02b | RP02b SHP's targets timescale (3 hrs) 99.9% 99% der revi 98.3%
Tenant satisfaction with time taken to complete most
RR.03 TPO3  |recent repair, (tenants who have had a repair within 62.4% 70% 63.0% | 60.9% | 76.0% 66.9% 65.3%
last 12 months)
“The previous figures for this Pl are actually for allrepairs but they closely approximate to all non-urgent repairs
Compliance
COM.01 RPO1  |Homes that do not meet the decent homes standard 1.16% 0% 1.16% | 0.75% 0.75% 0.4%
Proportion of dwellings with a valid Landlords Gas 99.89%
COM.02 BSO01 Safety Record 99.9% 100% 99.9% 100% | 100.0% 100% (median)
como4 | Bsop |-roportion of homes where all required fire risk 99.8% | 100% | 100% | 100% |100.0% 100% 100%

assessments have been carried out
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SHP TSM/KPI Data 25/26 MASTER FILE

Satisfaction with the landlord's approach to handling

*rated 24125
against Housemark Top
TSM Ref PIRef Pl Description 2024125 Z"f:'r::' target 25126 YTD Be"‘i‘,‘;:::mv
“RAG rated
a1 atr2 atrs atra e
Proportion of homes where all required asbestos
COM.05 BS03 surveys o reinspections have been carried out 100% 100% 100% 100% 100% 100% 100%
Proportion of homes where all required legionella risk
COM.06 BS04 assessments have been carried out 93.3% 100% 99.9% | 99.9% | 100.0% 100% 100%
Proportion of homes where all required communal 99.31%
com.o7 BS05 passenger lift safety checks have been carried out 100% 100% 100% 100% 100% 100% (median)

the neighbourhood

ASB.01 TP12 ASB 61.4% 63% 59.6% | 69.4% | 73.8% 67.5% 62.4%
ASB.03 NMO01 |ASB cases opened - total number per 1,000 homes 42 43 9.2 13.8 9.2 -
Data Only|
[ASB cases opened - number from the total that
ASBO4 | NMO1a involve hate incidents per 1,000 homes 15 0.50 0.833 1.5 083 -
Data Onl
Tenant satisfaction that landlord keeps communal
ES.02 TP10 areas clean and well maintained 74.5% 74% 78.4% | 74.4% | 81.0% 78.0% 67.4%
ES.06 P11 Satisfaction that SHP makes a positive contribution to 62.6% 68% 72.5% | 69.8% | 78.9% 73.5% 70.9%





image43.emf

image44.emf

image45.emf

image46.png
3. Please select one response for each statement. *

Neither Agree nor

Strongly Disagree Disagree Disagree

Agree Strongly Agree

Estate Services
are delivered
efficiently and
to a high
standard.

Estate issues
are identified
and resolved
promptly.

Employees
work
proactively to
maintain
communal
areas and
neighbourhood
standards.

Section C — Tenant Satisfaction

Please indicate how strongly you agree with each statement.
4. Please select one response for each statement. *

Neither Agree nor

Strongly Disagree Disagree Disagree

Agree Strongly Agree

| believe
tenants are
generally
satisfied with
Estate Services.

Estate Services
contribute
positively to
tenants’ overall
satisfaction with
Sutton Housing
Partnership.

High-quality
Estate Services
improve
residents’
experience of
their
neighbourhood.

Section D — Additional Comments

This question is optional.

5. In your opinion, what leadership behaviours would most improve Estate Service Performance and Tenant Satisfaction at
Sutton Housing Partnership?

Consulting the people on the ground ie caretakers about any decisions or changes that are made as we are the people (caretakers) that see and hear
residents on a daily basis and know how and what works and what could be improved and it would be nice for voices of the caretakers to be heard and our
opinions or ideas to be tried on sites as we are the people doing it day in day out.




image47.png
PRIFYSGOL CYMRU

Yoo wisat  EValuating the Role of Leadership in Estate

Trinity saint pavia O€rvice Performance and Tenant Satisfaction: n pSutton
- Partnership

A Case Study of Sutton Housing Partnership

Dijana Sklancec | BA (Hons) Leadership and Management Skills for the Workplace
University of Wales Trinity Saint David - London Campus

INTRODUCTION

BACKGROUI RESEARCH AIM

Leadership can influence employee motivation,
service delivery and organisational performance (Yuki
and Gardner, 2020). However, relationships between
leadership, frontiine performance and tenant

Estate Services play a vital role in maintaining
neighbourhood standards and shaping residents’
experiences. Leadership operates alongside
organisational factors such as staffing, workload and

+ Sution Housing Partnership (ALMO) manages
approximately 6,000 council homes.

+ The study focused exclusively on Estate Services.

+ Amixed-methods case study integrated employee

To evaluate the role of leadership in Estate
Service Performance and Tenant
Satisfaction within Sutton Housing

satisfaction remain under-researched within UK social
housing.

resources (Bakker, Demerouti and Sanz-Vergel,
2023).

Partnership.

questionnaires, manager interviews and organisational
KPITSM evidence.

RESEARCH PROCESS (METHODOLOG

-
RESEARCH DESIGN

(Saunders, Lewis and
Thomhill, 2023)

+ Pragmatism

- " 48
+ Primarily deductive
« Explanatory sequential mixed- 31
methods design
30

Single case study

« Cross-sectional

QUAN — QUAL — Integration

(Creswell and Creswell, 2023; Saunders,
Lewis and Thomhill, 2023)

. N

managers interviewed

883

PARTICIPANTS

Estate Services Quantitative:

employees invited .
questionnaire
questionnaires retumed
(64.6%) Qualitative:

valid questionnaires

analysed interviews

Estate Services

Survey: total-population

2026b).
invitation (Microsoft Forms)

Interviews: purposive
selection of managers

RN

DATA COLLECTION

Microsoft Forms employees

+ Four semi-structured manager

Organisational evidence:
+ Published SHP KPI and TSM data
(Sutton Housing Partnership,

Quantitative:
« Descriptive statistics

Correlation
« Microsoft Excel

evidence

-

DATA ANALYSIS

« Pearson’s Product-Moment .

Qualitative: + Employee questionnaire anonymous
+ Thematic analysis (Braun and + Managers pseudonymised (M1-M4)
Clarke, 2022)
+ Data stored securely in accordance
Integration with University requirements

+ Survey, interview and organisational

&

ETHICS
« University ethical approval obtained
Informed consent obtained

+ Participation voluntary

+ Organisational permission granted by
Sutton Housing Partnership

J J

QUANTITATIVE FINDINGS (SURVEY RESULTS)

A. LEADERSHIP STYLES
(Mean Scores)

1(Low) 3 (Moderate) 5 (High)

Transactional | ¢ 20
ransformational | N <+
servent | 5
partcipative | 77
Laissezfaire [N 128

00 10 20 30 40 50

K Transactional, transformational, servant and
participative leadership were rated high,
whereas laissez-faire leadership was rated
very low.

B. HYPOTHESIS RESULTS
(Pearson Correlation)

Hy: Effective Leadership — Estate Service
Performance (ESP)

V SUPPORTED

r= 497, p=.005

Moderate positive, statistically significant
association.

H,: Effective Leadership «» Employees’
Perceptions of Tenant Satisfaction (TS)
X NOT SUPPORTED
r=.343,p=.063

Positive, but not statistically significant.

Hy: ESP  Employees' Perceptions of Tenant
Satisfaction (TS)
V SUPPORTED
r=.756, p<.001
Strong positive, statisticaly significant association.

THEME 1
Adaptive, Participative and
Empowering Leadership

3. QUALITATIVE FINDINGS (INTERVIEW RESULTS)

Leadership Managers described effective leadership
as combining approaches and adapting to individual
employees, circumstances and operational
requirements.

THEME 2
Leadership-Enabled
Performance within
Organisational Constraints

Leadership supports performance, while staffing,
workload, resources and cross-service dependencies
may constrain service delivery.

THEME 3
Tenant Satisfaction through
Service Quality, Transparency
and Shared Responsibility

Service quality, communication and accountability
were perceived as important influences on tenant
satisfaction.

THEME 4
Performance Measurement,
Learning and Continuous
Improvement

Managers described KPIs, TSMs, inspections,
feedback, training and team leaming as
mechanisms supporting service improvement.

EFFECTIVE LEADERSHIP
1
ESTATE SERVICE PERFORMANCE
1
EMPLOYEES' PERCEPTIONS OF TENANT
SATISFACTION

Effective Leadership was significantly associated with
ESP, while ESP showed the strongest association with
perceived TS, This pattern is consistent with, but does
not statistically confirm, an indirect pathway through ESP.

Effective leadership within Estate Services is
adaptive and multidimensional. Leadership
was significantly associated with frontiine
performance, while Estate Service
Performance demonstrated the strongest
association with employees’ perceptions of
Tenant Satisfaction.

Leadership should therefore be understood
as one influential organisational resource
within a wider service system, rather than as
an independent determinant of tenant
outcomes.

4. INTEGRATED FINDINGS 5. CONCLUSION 6. RECOMMENDATIONS 7. SELECTED REFERENCES
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+ Adaptive Leadership
Combine accountabilty, support,
participation and appropriate
autonomy.

+ Frontline Capacity
Address staffing, workload and
resource pressures.

+ Performance-Led Improvement
Use KPI, TSM and employee
feedback to guide continuous service
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