
Satisfaction With Key Service Area

Overall Satisfaction with Services Provided 
by Arawak by Year of Survey

Percentage of Respondents

Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied

The association achieved a top quartile performance in 4 of the 5 key national 
tenant satisfaction measures in the 2016 STAR Survey.  The STAR survey 
is an independent, statistically reliable exercise undertaken by all housing 
associations in the country.  The Association is proud of being placed in the top 
25% of association in the country in 4 key areas and will work to increase the 5th 
areas by the 2% required to reach the top quartile.
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The results mark a decade of improvement from the first STAR survey undertaken in 2006.
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“the proportion of 
residents expressing 
satisfaction with 
many service areas 
has increased”
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“the proportion 
of residents who 
state that they are 
very satisfied with 
the overall service 
provided by Arawak 
Walton has increased 
from 47% in 2012 to 
56% in 2016”

“The priority 
attached to repairs 
by residents makes 
Arawak’s strong 
performance in this 
respect particularly 
significant, as a good 
performance in this 
area is recognised 
as a key driver of 
satisfaction.”

KWEST Customer Satisfaction Survey 2016
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Anti Social Behaviour Complaints

Anti Social Behaviour / Neighbour Nuisance Complaints
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The number of recorded ASB cases 
has been declining for several years.  
We have not changed the means of 
reporting ASB, the way it is recorded or 
how we report on it, so we believe this 
figure is reflective of an actual decrease 
in incidents.  This year, we have utilised 

Mediation services in a way we haven’t 
previously done for a specific situation 
which was generating numerous 
complaints.  We facilitated an ‘all 
tenant mediation conference’ with the 
attendance of the majority of tenants of 
a cul-de-sac, which resulted in a written 

behaviour agreement between them 
all.  Had we not done this, I believe this 
year’s figure would have been slightly 
higher.
Although the ethnic origin of 
complainants was primarily BME, only 1 
of the 8 cases was racially motivated.
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