
How satisfied are you with the overall service that Centrepoint provides to you?

Feel Satisfied %

Su
pp

or
t T

yp
e

Floating Support

Manchester HPRS

Supported Accommodation

94%

89%

81%

Young People Satisfaction Survey | 
Overall Satisfaction

Young People Satisfaction with Centrepoint Services

90%

0% 100%

86%

19% Response Rate

12% Response Rate

19% Response Rate
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Demographics

Survey Responses by Ethnic Origin

Survey Responses

Et
hn

ic
 O

ri
gi

n

White

Black/Black British

Did Not Wish to Dis…

Mixed

Asian/Asian British

Arab

Chinese/Other Ethni…

Gypsy/Irish Traveller

33%

27%

19%

9%

8%

4%

1%

1%

Survey Responses by Gender

51%47%

2%

Male

Female

Does not wish …

Non-Binary

Survey Responses by Service Operations Manager

Survey Responses

Se
rv

ic
e 

O
pe

ra
tio

ns
 M

an
ag

er

Vanda Lowe

Penny Harris

Chris Denton

Freda Dyson

Laurel Struthers

Tracey McAndrews

Shabila Siddique

Maureen Mbah

Kel Rosales

Mandy Haslam

Rebecca Crosby

27%

13%

12%

10%

9%

8%

6%

6%

5%

5%

1%

Survey Responses by Response Method

Survey Responses

R
es

po
ns

e 
M

et
ho

d

Text

Email

Keyworker

58%

23%

19%

Age Survey Responses

17
18
19
20
21
22
23
24
25
26
27
28

3.52%
9.55%

22.61%
16.58%
11.56%
8.04%
9.55%
9.05%
6.03%
2.51%
0.50%
0.50%

Total 100.00%

Survey Responses by Support Type

53%

25%

23%

Supported …

Floating Su…

Manchester…



Young People Satisfaction Survey | 
Response Rate

Response Rate by Ethnic Origin

Response Rate %

Et
hn

ic
 O

ri
gi

n

Gypsy/Irish Traveller

White

Asian/Asian British

Black/Black British

Mixed

Arab

Did Not Wish to Disc…

Chinese/Other Ethnic…

50%

17%

17%

17%

16%

15%

15%

8%

Response Rate by Gender

Gender

R
es

po
ns

e 
R

at
e 

%

Non-Binary Female Male Does not wish to
Disclose

25%

19%

15%

10%

Response Rate by Service Operations Manager

Response Rate %

Se
rv

ic
e 

O
pe

ra
tio

ns
 M

an
ag

er

Chris Denton

Shabila Siddique

Rebecca Crosby

Penny Harris

Maureen Mbah

Laurel Struthers

Freda Dyson

Tracey McAndrews

Mandy Haslam

Vanda Lowe

Kel Rosales

36%

30%

29%

21%

21%

20%

18%

16%

16%

12%

8%

Response Rate by Support Type

Support Type

R
es

po
ns

e 
R

at
e 

%

Supported
Accommodation

Floating Support Manchester HPRS

19% 17%

12%
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Accommodation

When you first arrived at Centrepoint, how satisfied were you with
the state of your room?

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

33%

48%

13%

6%

How satisfied are you with the quality of your accommodation at
Centrepoint overall?

27.62%

51.43%

14.29%

6.67%

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

In general, how satisfied are you with how Centrepoint keeps the
communal areas of your accommodation?

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

34%

43%

14%

9%

Overall how satisfied are you that your Centrepoint accommodation
feels like your home?

25.71%

38.1%

18.1%

18.1%

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

How would you most like to pay you Rent/Service Charge?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Cash in the
Service

Online Card in the
Service

Card at a
PayPoint

Cash at a
PayPoint

42%
38%

11%

5% 4%

Which, if any, of the following do you have access to in the
Centrepoint service you live in?

Survey Responses

Sa
tis

fa
ct

io
n

Computer(s) in a co…

Wi-Fi in communal …

Wi-Fi in communal …

Wi-Fi in your room

Computer(s) in a co…

Computer(s) in a co…

None of the above

Computer(s) in a co…

30%

26%

12%

12%

10%

4%

3%

2%
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Communication

Sustaining your tenancy

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

24%

59%

12%

5%

Paying rent

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

34%

51%

11%
5%

Overall, how satisfied are you with the access to the
internet and technology available where you live?

35%

47%

10%

8%

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

Overall

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

40%
45%

9% 7%

How satisfied are you with the information you have
been given about your rights as a resident?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

34%

49%

12%

4%

Moving back to family and friends

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

16%

52%

18%

13%

Finding or securing move on accommodation

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

27%

42%

19%

12%

Applying for and managing benefits

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

42%
45%

9%
5%

Accessing training or education

36%

46%

13%

6%

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

Managing arrears

26%

59%

10%
5%

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

Accessing work

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

32%

43%

18%

7%

Are you aware of the Centrepoint Influencers?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Yes No

38%

62%
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Complaints

In the last 12 months have you made a complaint to Centrepoint?

Survey Responses

Sa
tis

fa
ct

io
n

No

Yes

Don't Know

68%

26%

6%

How satisfied were you with how your complaint was handled?

8 (15%)

23 (44%)

14 (27%)

7 (13%)

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

Have you experienced any anti-social behaviour while at home in a
Centrepoint service in the last 12 months?

Survey Responses

Sa
tis

fa
ct

io
n

No

Yes

Don't Know

64%

28%

9%

Were you happy with the way your anti-social behaviour report was
dealt with?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Yes No

52%
48%

Did you report it?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Yes No

79%

21%
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Key Workers

Thinking about your current key worker, how satisfied are you with
the support they give you?

54%37%

5%
4%

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

Are you supported to prepare for Independent Living through your
service?

82%

18%

Yes

No

How strongly do you agree or disagree that Centrepoint staff are
helping you to make positive changes in your life?

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

37%

44%

11%

8%

How many key workers have you had at Centrepoint?

Survey Responses

Sa
tis

fa
ct

io
n

1 to 2

3 to 5

5+

73%

25%

3%
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CP Works Offers

How satisfied are you overall with the learning opportunities on
offer to you from Centrepoint?

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

28%

58%

8%

6%

How satisfied are you overall with the support around finding
jobs from Centrepoint?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very Dissatisfied

26%

53%

14%

8%

Have you used the Centrepoint Bursary Scheme?

Survey Responses

Sa
tis

fa
ct

io
n Yes

No

19%

81%

How satisfied are you overall with the support you got from the
Bursary Scheme?

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

57%

41%

3%

Have you used any of Centrepoint's Work and Learning
Services?

Survey Responses

Sa
tis

fa
ct

io
n Yes

No

24%

76%

Have you been supported to access external education and
training services

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Yes No

36%

64%

What education or training programme are you currently attending?

Survey Responses

Sa
tis

fa
ct

io
n

College

Lambeth College

a pavement away

Art and design level 3 at west…

As of currently I am not in ed…

barnsley college - mechanical…

Bradford college

Bradford College - ESOL cour…

Bradford College and I am st…

bradford college ESOL

Business lvl 3.

Computer science

8%

5%

3%

3%

3%

3%

3%

3%

3%

3%

3%

3%

Which of the following learning opportunities, if any, have you taken part in?

Survey Responses

Sa
tis

fa
ct

io
n

None of the above

Information, Advice & Guidan…

Lifewise

Moneywise

Skills to Succeed

Workwise/Employability

Functional Skills

Centrepoint Sport

Information, Advice & Guidan…

Information, Advice & Guidan…

Information, Advice & Guidan…

Information, Advice & Guidan…

32%

16%

6%

6%

5%

3%

3%

1%

1%

1%

1%

1%
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Health Offers

Have you used any of Centrepoint's health and wellbeing services?

Satisfaction
Su

rv
ey

 R
es

po
ns

es
Yes No

25%

75%

How satisfied are you with Centrepoint's health and wellbeing services ?(these
include: mental health, counselling, dietetics, healthy relationships, substance
use)

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

47%

45%

4%

4%

Centrepoint has a health and wellbeing team who are available to help you with
any physical or mental health concerns, as well as relationship, dietitian and
substance support. Before today, were you aware of this team?

Survey Responses

Sa
tis

fa
ct

io
n Yes

No

65%

35%
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Legal Clinic

Have you used the Centrepoint Legal Clinics?

9%

91%

Yes

No

How satisfied are you overall with the support you got from the
legal clinics?

65%

29%

6%

Very Satisfied

Satisfied

Very Dissatisfied
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Inclusion

Were you helped by a member of staff to complete this survey?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Yes No

29%

71%

How satisfied are you that your views are taken into account by Centrepoint?

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

31%

51%

11%

8%

How satisfied are you that you are able to have your say in how your service
is run?

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

29%

56%

10%

5%
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Safety

Overall, how safe do you feel at Centrepoint?

36%

55%

5%
5%

Very Safe

Safe

Unsafe

Very Unsafe

If you had a concern about your safety at Centrepoint, do you know
who you would talk to about this?

83%

17%

Yes

No
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Satisfaction

How satisfied are you that Centrepoint is good value for your
money?

31%

48%

11%

9%

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied
How satisfied are you that Centrepoint is helping you to make positive
changes in your life?

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

51%

39%

6%

4%

Taking everything into consideration, how satisfied are you with the
overall service that Centrepoint provides to you?

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

38%

48%

8%

6%
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Support

Your homeless and housing needs

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

37%

46%

10%

7%

How satisfied are you that Centrepoint staff treat all
young people equally?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

43%
39%

11%
8%

Overall, how strongly do you agree or disagree that
Centrepoint's service has helped you to make positive
changes in your life?

42%

33%

18%

7%

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

Any other needs

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

35%

51%

8%
6%How satisfied are you with how well Centrepoint staff

understand your needs overall?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

43%

37%

16%

5%

Your health and wellbeing needs

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

37%

49%

7%

7%

Your cultural or religious needs

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

36%

57%

3%

5%

How satisfied are you with the activities and social
events on offer from Centrepoint?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

24%

55%

13%
8%

How satisfied are you with how well your move-on
options have been explained by Centrepoint staff?

30%

46%

13%

11%

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

How satisfied are you with the support you get from
Centrepoint staff overall?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

42%
44%

9%

6%

Are you supported to undertake activities or things
you are particularly interested in through your
service?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Yes No

56%
44%
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Maintenance

The maintenance or repairs were carried out in a reasonable
amount of time

Survey Responses

Sa
tis

fa
ct

io
n Yes

No

48%

52%

Thinking about the most recent time that you used the
maintenance and repairs service, how satisfied were you with
this service overall?

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

7%

48%

26%

19%

The maintenance or repairs were of a good quality

Survey Responses

Sa
tis

fa
ct

io
n Yes

No

60%

40%

I was kept informed about when someone would come to sort
the problem

Survey Responses

Sa
tis

fa
ct

io
n No

Yes

50%

50%

Have you ever had to use the maintenance and repairs service
at Centrepoint?

Survey Responses

Sa
tis

fa
ct

io
n

No

Yes

Don't Know

42%

40%

18%
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How satisfied were you with the welcome reception
you received when you first visited a Centrepoint
location?

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

47%

42%

7%

4%

Homelessness Assessment

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Very
Dissatisfied

Dissatisfied

49%

33%

11%
7%

Your rough sleeping needs

33%

42%

13%

11%

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

Support, advice and guidance to sustain your current
living situation

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

36%
38%

16%
11%

Resettlement Support

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

31%

51%

7%
11%

How satisfied were you with the facilities that were on
offer to you for free?

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

40%

49%

9%

2%

Housing Advice and Guidance

Survey Responses

Sa
tis

fa
ct

io
n

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

38%

44%

7%

11%

Securing temporary accommodation

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

40% 36%

13%
11%

Support to move back to family or friends

24%

38%

24%

13%

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

Your homelessness needs

36%

40%

16%

9%

Very Satisfied

Satisfied

Dissatisfied

Very Dissatisfied

How satisfied are you with the support you have
received from Centrepoint to find any new
accommodation?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Dissatisfied Very
Dissatisfied

36%

51%

4%
9%

Since working with Centrepoint have you moved into
new accommodation?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

No Yes Don't Know

69%

29%

2%

How many times have you had a housing issue that
has required you to access Centrepoint's Manchester
services?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

More than Once Once Don't Know

33%

56%

11%

How satisfied are you with the support you have been
given from Centrepoint staff to live independently in
your new accommodation?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

Very Satisfied Satisfied Very Dissatisfied

46% 46%

8%

How long have you used Centrepoint's services for?

Satisfaction

Su
rv

ey
 R

es
po

ns
es

More than one
year

Less than one
year

Don't know

24%

64%

11%
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Scores Comparison

Questions Group
 

2021 Results 2022 Results Difference

How satisfied are you with the quality of your accommodation at Centrepoint overall? Accommodation 83% 79% -4%
In general, how satisfied are you with how Centrepoint keeps the communal areas of your accommodation? Accommodation 87% 77% -10%
Overall how satisfied are you that your Centrepoint accommodation feels like your home? Accommodation 74% 64% -10%
When you first arrived at Centrepoint, how satisfied were you with the state of your room? Accommodation 84% 81% -3%
Accessing training or education Communication 92% 82% -10%
Accessing work Communication 86% 75% -11%
Applying for and managing benefits Communication 93% 87% -6%
Finding or securing move on accommodation Communication 75% 69% -6%
How satisfied are you with the information you have been given about your rights as a resident? Communication 90% 83% -7%
Managing arrears Communication 88% 85% -3%
Moving back to family and friends Communication 69% 68% -1%
Overall Communication 90% 85% -5%
Overall, how satisfied are you with the access to the internet and technology available where you live? Communication 62% 82% 20%
Paying rent Communication 89% 85% -4%
Sustaining your tenancy Communication 87% 83% -4%
How satisfied were you with how your complaint was handled? Complaints 50% 59% 9%
Were you happy with the way your anti-social behaviour report was dealt with? Complaints 65% 52% -13%
How satisfied are you overall with the learning opportunities on offer to you from Centrepoint? CP Works Offering 91% 86% -5%
Centrepoint has a health and wellbeing team who are available to help you with any physical or mental health concerns, as well as relationship, dietitian and substance support. Before today, were you aware of this team? Health Offering 83% 65% -18%
Have you used any of Centrepoint's health and wellbeing services? Health Offering 34% 25% -9%
How satisfied are you with Centrepoint's health and wellbeing services ?(these include: mental health, counselling, dietetics, healthy relationships, substance use) Health Offering 93% 92% -1%
How satisfied are you that you are able to have your say in how your service is run? Inclusion 92% 85% -7%
How satisfied are you that your views are taken into account by Centrepoint? Inclusion 83% 82% -1%
Were you helped by a member of staff to complete this survey? Inclusion 54% 29% -25%
Have you ever had to use the maintenance and repairs service at Centrepoint? Maintenance 47% 40% -7%
I was kept informed about when someone would come to sort the problem Maintenance 84% 50% -34%
The maintenance or repairs were carried out in a reasonable amount of time Maintenance 60% 48% -12%
The maintenance or repairs were of a good quality Maintenance 75% 60% -15%
Thinking about the most recent time that you used the maintenance and repairs service, how satisfied were you with this service overall? Maintenance 75% 55% -20%
Homelessness Assessment Manchester HPRS 91% 82% -9%
Housing Advice and Guidance Manchester HPRS 100% 82% -18%
How satisfied are you with the support you have been given from Centrepoint staff to live independently in your new accommodation? Manchester HPRS 91% 92% 1%
How satisfied are you with the support you have received from Centrepoint to find any new accommodation? Manchester HPRS 91% 87% -4%
How satisfied were you with the facilities that were on offer to you for free? Manchester HPRS 100% 89% -11%
How satisfied were you with the welcome reception you received when you first visited a Centrepoint location? Manchester HPRS 91% 89% -2%
Resettlement Support Manchester HPRS 100% 82% -18%
Securing temporary accommodation Manchester HPRS 91% 76% -15%
Since working with Centrepoint have you moved into new accommodation? Manchester HPRS 91% 29% -62%
Support to move back to family or friends Manchester HPRS 82% 62% -20%
Support, advice and guidance to sustain your current living situation Manchester HPRS 90% 74% -16%
Your homelessness needs Manchester HPRS 91% 76% -15%
Your rough sleeping needs Manchester HPRS 90% 75% -15%
If you had a concern about your safety at Centrepoint, do you know who you would talk to about this? Safety 87% 83% -4%
Overall, how safe do you feel at Centrepoint? Safety 92% 91% -1%
How satisfied are you that Centrepoint is good value for your money? Satisfaction 86% 79% -7%
Taking everything into consideration, how satisfied are you with the overall service that Centrepoint provides to you? Satisfaction 90% 86% -4%
Any other needs Support 91% 86% -5%
How satisfied are you that Centrepoint staff treat all young people equally? Support 87% 82% -5%
How satisfied are you with how well Centrepoint staff understand your needs overall? Support 89% 80% -9%
How satisfied are you with how well your move-on options have been explained by Centrepoint staff? Support 79% 76% -3%
How satisfied are you with the activities and social events on offer from Centrepoint? Support 81% 79% -2%
How satisfied are you with the support you get from Centrepoint staff overall? Support 91% 86% -5%
Overall, how strongly do you agree or disagree that Centrepoint's service has helped you to make positive changes in your life? Support 88% 75% -13%
Your cultural or religious needs Support 94% 93% -1%


