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Introduction And Background To The Research


In May 2019, Arawak Walton Housing Association commissioned Kwest Research to undertake a census
resident satisfaction survey. The aim of the project was to ascertain residents' views of the homes and services
that the organisation provides. Arawak Walton is committed to the ongoing consultation of its customers and
this research is the fourth in a series of projects following on from previous surveys undertaken by Kwest on
behalf of the organisation in 2006, 2010, 2012 and 2016.



The questionnaire was designed in accordance with HouseMark's STAR guidance and includes a selection of
STAR questions, alongside additional question-sets that cover specific areas of interest to the Association.



A census approach was adopted for the research, resulting in a total of 1,059 eligible households being invited
to participate in the survey. A dual methodology comprising postal and online options was selected to provide
a choice of completion methods.



A copy of the questionnaire was mailed to each household, together with an introductory letter from Kwest
and a reply paid envelope for returning the completed questionnaire. Additionally, all non-respondents
received one reminder mailing of the questionnaire, which meets current HouseMark guidelines for STAR.



To further maximise accessibility, residents were also given the option of completing a survey online, if
preferred. The introductory letters contained a weblink and a login unique to each household, which allowed
residents to complete the survey online. The unique login also served to enable returns to be monitored and
analysed.



After two mailings of the questionnaire, a total of 256 responses were received, which represents a 24%
response rate, which is in line with that achieved in the 2016 research. This provides overall data accuracy of
±5.4%. This accuracy level should be considered when interpreting the findings and when comparing results
between surveys conducted in different years.



The majority of responses returned were paper questionnaires (85%), whilst 15% of respondents opted to
complete an online version of the survey.

F IGURE 0.1

© Kwest Research
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Key Findings
The 2019 survey findings confirm that Arawak Walton Housing Association continues to provide
homes and a range of services that meet the needs and expectations of the majority of customers.
Evidence of this can be seen throughout the findings, and includes results such as around nine in
ten residents expressing satisfaction with landlord service, repairs, home quality and
neighbourhoods and communities. Satisfaction is also high with staff dealing with queries.

Results on most key measures remain broadly in line with those obtained from the previous survey,
although ratings have fallen slightly regarding keeping customers informed, support for new
tenants, and advice on moving home.

In common with results throughout the sector, repairs are identified as the top service priority.

Highest And Lowest Rated Services
As a preliminary step towards understanding strengths and weaknesses, undertaking a simple
ranking exercise of responses to satisfaction questions enables the highest and lowest rated
services to be identified. This initial analysis reveals that residents are most positive about:



Overall landlord service



Repairs and maintenance



Advice given on rent payments

92%
88%
88%

In contrast, views are more critical relating to:



Opportunities to participate in management and decision making



Advice on moving home



Value for money of service charge

© Kwest Research

68%

57%
54%
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For easy reference, a summary of the scores obtained for key satisfaction measures is presented
below. This chart takes account of the percentage of residents expressing dissatisfaction, as well as
satisfaction which accounts for why the areas with highest satisfaction overall do not necessarily
appear in order.

F IGURE 0.1

Due to the very small number of responses to questions relating to ASB, these are not included in
the ranking on the chart.

© Kwest Research
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Key Comparisons Of Core Questions Against HouseMark Data


A critical part of the research process is to place results in the context of results obtained for other
organisations within the sector.



However, while these comparisons are useful, it is important to remember that each population differs in
various characteristics, including demographic composition, which may significantly impact the reported levels
of satisfaction.



The most complete source of comparative data for STAR surveys is currently held by HouseMark. Data from
this source allows organisations to compare their performance against that of other social housing providers
nationwide by means of placement in quartile positions.



The HouseMark data used for this report has been provided by Arawak Walton and includes results from all
landlords submitting data to HouseMark in recent years.



The following table gives the quartile positions for Arawak Walton's 2019 STAR survey results. Figures are
presented to two decimal places and for this reason, these percentages may differ very slightly from the
rounded figures presented elsewhere in this report.



The findings reveal that the Association continues to perform well relative to other housing organisations, with
results placing the organisation in either quartile 1 or quartile 2. It is also apparent that where performance
currently lies in quartile 2, relatively small increases in satisfaction would result in a move to the top quartile.
%

Satisfaction With Key Service Area

% Expressing

Quartile

Satisfaction

Position

Required
To Move
To Next
Quartile
Overall satisfaction with services provided by landlord

91.87%

Q1

N/A

Satisfaction with overall quality of home

86.72%

Q2

88.23%

Satisfaction with repairs and maintenance

88.31%

Q1

N/A

Satisfaction with value for money for rent

86.52%

Q2

87.70%

Satisfaction with area as a place to live

85.09%

Q3

85.78%

Satisfaction with taking resident views into account*

79.91%

Q1

N/A
No data

53.55%

No data
Satisfaction with service charge value for money

available

available

T ABLE 1
1

1

* This is the old STATUS version of this question, rather than the STAR wording This is the old STATUS version of this question, rather than the STAR
wording "satisfaction that landlord listens to views and acts upon them". Also, this question has a "no opinion" option, which the STAR version
doesn't have, so caution should be used when making comparisons with other STAR results.

© Kwest Research
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Year On Year Comparisons
The following table compares satisfaction levels of Arawak Walton residents in 2019, with ratings
achieved in the 2016, 2012, 2010 and 2006 survey projects.
In general terms, the results confirm that service levels remain consistent. The table shows that
whilst performance for most service areas remains in line with previous years, ratings for contact
and consultation have fallen, for example, keeping customers informed and advice on moving home
and support for new tenants.
Question

2019

2016

2012

2010

2006

Satisfaction with overall services provided

92%

90%

91%

87%

80%

Satisfaction with repairs and maintenance

88%

89%

90%

83%

80%

Satisfaction with how enquiries are dealt with generally

88%

89%

89%

81%

N/A

Satisfaction with advice on rent payments

88%

91%

89%

76%

N/A

Satisfaction with value for money for rent

87%

87%

75%

69%

N/A

Satisfaction with quality of home

87%

89%

85%

82%

N/A

Satisfaction with area as a place to live

85%

86%

83%

80%

71%

Satisfaction with community

86%

85%

82%

82%

N/A

Satisfaction with outcome of last contact

81%

78%

77%

74%

N/A

Keeping customers informed about things that affect them

79%

87%

89%

78%

84%

Satisfaction with taking resident views into account

80%

82%

78%

74%

N/A

Satisfaction with support for new tenants

73%

81%

71%

63%

N/A

Satisfaction with support for vulnerable tenants

70%

73%

63%

55%

N/A

Satisfaction with opportunities to take part in management and decision making

68%

72%

73%

71%

65%

Satisfaction with advice on moving home

57%

65%

61%

49%

N/A

T ABLE 2 YEAR ON YEAR C OMPARISONS FOR KEY SATISFACTION QUESTIONS

© Kwest Research
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Overview Of Housing And Services
As part of the Arawak Walton survey, a series of questions was included to ascertain residents'
views of their homes and the key service areas provided by the organisation. This section of the
report looks at results on these measures and provides an easy reference summary of resident
priorities and strengths and weaknesses.

Key Points

 69% identify repairs as a key priority, compared to 49% or less highlighting other services
 92% of residents are satisfied with overall landlord service
 88% are satisfied with the way enquiries are dealt with
 87% are satisfied with the value for money of their rent
 87% are satisfied with the quality of homes
 57% are satisfied with advice provided when moving home
 54% are satisfied with the value for money of service charges

© Kwest Research
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Key Priorities

When asked to provide their viewpoint
about which services should be prioritised,
residents' responses show that main
service concerns are in keeping with those
reported in research throughout the
housing sector and are also broadly
consistent with those from the previous
Arawak Walton survey.
Repairs continue to dominate, with 69%
selecting this service as the top priority,
compared to 49% or less highlighting other
service areas. As discussed at the time of
the previous survey project, the high
priority attached to the repairs service
makes the strong performance in this
respect particularly significant, as a good
performance in this area has been
confirmed to be a key driver of overall
satisfaction with landlord services.

In summary, the most important services
are identified as:

repairs and maintenance
overall quality of homes

69%

49%

keeping residents informed

38%

F IGURE 0.1

© Kwest Research
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Overall Satisfaction With Landlord Service
Examining the results for overall service shows that around nine in ten Arawak Walton residents are
satisfied with the services that the organisations provides, which is broadly in line with previous
surveys undertaken for the Association. Such findings confirm that Arawak Walton is providing
services that are meeting the needs of the vast majority of customers. Comparing results with
HouseMark benchmarking data provided by Arawak Walton for all landlords submitting data in the
last few years also reveals that performance continues to be very strong, with resident ratings
placing the organisation in quartile 1 on this measure.

F IGURE 0.2

F IGURE 0.3

Overall Satisfaction With Quality Of Homes
Homes are the most tangible service provided by any landlord and are important for ensuring
overall satisfaction. The results confirm that homes continue to be well regarded and satisfaction
levels are generally very high, with around nine in ten returning positive ratings. Satisfaction
ratings are very similar to those achieved in the 2016 survey and place Arawak Walton in quartile 2
when assessed against HouseMark data. However, closer analysis reveals that the proportion of
residents describing their view as 'very satisfied' has fallen from 54% in 2016 to 46% in 2019. These
results are compared below.

F IGURE 0.5
F IGURE 0.4

© Kwest Research
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Satisfaction With Value Of Rents & Service Charges
Arawak Walton's customers generally perceive the rent that they pay as good value for money, with
87% expressing satisfaction on this measure. Satisfaction in this area saw a significant increase
between 2010 and 2016 and has now stabilised, with the 2019 finding comparable to the result
obtained in 2016. Ratings place the organisation in quartile 2 when viewed against HouseMark
data for other social landlords.

F IGURE 0.7
F IGURE 0.6

Ratings for the value for money offered by
service charges are lower than those
returned for rents, which is a common
finding throughout the housing sector.

F IGURE 0.8

© Kwest Research
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Satisfaction With Other Services
As part of the research, residents' views were sought on a range of other services provided by the
Association. Perceptions of key areas such as how enquiries are dealt with and advice on rent
payments are very positive.

Ratings are lower for support for new tenants and vulnerable residents. The least positive ratings
are returned for the advice provided when moving home. However, it is worth noting that the
significant proportion of respondents who are neither satisfied nor dissatisfied may reflect limited
experience with these services, rather than a lower level of service. For example, while many more
respondents indicated satisfaction with the advice in rent payments than the advice on moving
home, the proportion who are dissatisfied with that service is fairly similar.

F IGURE 0.9

© Kwest Research
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Repairs & Maintenance
Key Points


82% have reported a repair in the last 12 months



88% are satisfied with the service while 7% are dissatisfied



69% identify repairs as a top priority



Repairs are the most common reason for contacting Arawak Walton



93% rate the attitude of workers as very or fairly good, the highest rated element of the service

The Importance Of The Repairs And Maintenance Service
Repairs and maintenance form the cornerstone of services for social housing providers and are
arguably the most crucial factor in service delivery. Repairs form the most common reason for
contacting the Association and the high satisfaction levels achieved in this area are particularly
important for the organisation.

The importance of repairs to Arawak Walton's
residents is underlined by the finding that
69% identify this as a top priority, compared
to 49% or less identifying other service areas.
Its dominance in the list of priorities reflects
findings obtained throughout the social
housing sector, whilst the significance of the
service has also been highlighted in work
carried out by HouseMark as part of its STAR
analysis, confirming that the service is a key
driver of overall satisfaction with the housing
provider.
F IGURE 0.1
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Reporting Repairs

Repairs can be reported using a number of
methods, including online or by telephone.
Results from the 2019 survey confirm that the
organisation's service is very widely used,
with eight in ten households reporting that
they have received at least one repair over
the previous twelve month period. This is in
line with results from 2016.
F IGURE 0.2

Satisfaction With Repairs And Maintenance
Arawak Walton's repairs service remains well perceived by residents, with almost nine out of ten
being either very or fairly satisfied, which places the organisation in the top quartile compared to
HouseMark data. Year on year analysis confirms that satisfaction levels with the service remain
stable.

F IGURE 0.3

© Kwest Research
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Rating Aspects Of The Last Completed Repair

Gaining insight into recent repairs and
identifying the most and least positively rated
elements of the service is important in
determining the focus for future
improvements. Findings show that views are
positive towards all aspects of the service
investigated as part of the survey, with the
most positively rated aspect being the
attitude of workers.
F IGURE 0.5

© Kwest Research
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Contact With Arawak Walton
Key Points


89% of residents have contacted Arawak Walton in the last year.



The



Repairs are the most common reason for getting in touch.



82% report it is easy to get hold of the right person.



93% consider staff to be helpful.



83% say staff can deal with the problem.



81% report satisfaction with the final outcome of their last outcome.

telephone is the most common way of contacting the Association.

Contact In The Last 12 Months
Arawak Walton caters for a very diverse customer population, and to meet the needs of residents, a
variety of methods are available to get in touch with the organisation, including via the website,
email and telephone. The 2019 results show that around nine out of ten residents have needed to
contact the Association at least once within the last year, which is in line with findings from Arawak
Walton's previous surveys.

F IGURE 0.1

© Kwest Research
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Why And How Residents Get In Contact With The Organisation
Other results show that the telephone dominates as the main means of getting in touch.
Importantly, repairs form the most common reason for contact. This result explains why so many
customers highlight this area as a top service priority, and underlines the need for the repairs and
maintenance service to continue to be well run and successful in meeting resident needs. The
proportion of residents whose last contact with Arawak Walton was for a repair related reason has
increased since 2016. The pattern of results in 2019 has reverted to that observed pre-2016.

F IGURE 0.3
F IGURE 0.2

Rating Service When Contacting Arawak Walton
Perceptions of the service delivered by the Association's staff continue to be very positive. For
example, of those who have been in contact with Arawak Walton within the last year, the majority
report that staff are accessible, helpful and able to sort out queries. Year on year analysis shows
that service ratings remain very stable.

F IGURE 0.5
F IGURE 0.4

© Kwest Research
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F IGURE 0.6

Satisfaction With Final Outcome Of Last Contact

Eight in ten residents are happy with the final
outcome of their last contact with Arawak
Walton, which is very similar to the previous
survey results.

F IGURE 0.7

© Kwest Research
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Communication & Information
Every year, Arawak Walton receives thousands of queries from its customers. The organisation
provides a variety of methods for getting in touch to meet the needs of a diverse population,
including by phone, via email, letter or online.
The organisation maintains a social media presence and adopts a number of methods to consult
and communicate with its customers, working hard to enhance the ways it adopts to meet the
needs of a varied population. Online methods have been increased for issues such as reporting
repairs, whilst the use of texts and emails is growing to ensure a quicker and more cost effective
service.
The 2019 survey explores resident preferences for communication, as well as perceptions of the
way that customers are consulted and kept informed.

Key Points


69% select letters as a preference for receiving information



80% are satisfied that their views are taken into account by Arawak Walton



79% consider the Association is good at keeping them informed



68% are satisfied with opportunities to participate in decision making and management



38% identify keeping residents informed as a priority



34% highlight taking residents' views into account as a priority

Preferences For Receiving Information

The most popular method for receiving
information from the Association is via
letters, which is the preference for 69% of
residents, followed by telephone calls (42%).
Other methods of communication, such as
email or the magazine/newsletter are less
popular. Online methods and social media
receive the lowest support as ways of
contact.

F IGURE 0.1

© Kwest Research
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Keeping Residents Informed
In line with results throughout the housing sector, Arawak Walton's residents are more likely to
return positive views for being kept informed than for their opportunities to participate in
management and decision making. The majority of the organisation's customers return positive
ratings for the way that they are kept informed about things that might affect them as tenants.
Despite this, it is notable that ratings have fallen compared to the previous survey.

F IGURE 0.2

F IGURE 0.3

Taking Views Into Account
High proportions are happy that the Association takes their views into account and year on year
analysis confirms that results remain stable on this measure.

F IGURE 0.5
F IGURE 0.4

© Kwest Research
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Satisfaction With Opportunities To Participate In Management And Decision Making
Satisfaction is lower for opportunities to take part in management and decision making than for
other areas of consultation and information. This is a common trend in Kwest's experience.
Findings are broadly in line with those obtained in previous Arawak Walton surveys.

F IGURE 0.6

© Kwest Research
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Neighbourhoods & Communities
Arawak Walton specialises in providing quality homes that meet the housing needs of Black and
Minority customers in cohesive, multi-cultural, sustainable communities. This corresponds to the
needs of many social housing residents who are increasingly looking to their landlord to take on a
role in managing local areas as well as homes.
As part of the 2019 survey, resident perceptions were sought regarding their neighbourhoods and
communities.

Key Points


85% are satisfied with their area as a place to live



44% report rubbish/litter as a problem



35% report car parking as a problem



86% feel a sense of belonging in the area



82% agree that Arawak Walton has a good understanding of cultural issues



74% agree that Arawak Walton promotes a close community

Satisfaction With The Neighbourhood As A Place To Live
Overall, perceptions of Arawak Walton's neighbourhoods are positive, with around 85% of
residents reporting satisfaction. Satisfaction levels remain in line with 2016.

F IGURE 0.1

© Kwest Research

F IGURE 0.2
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Problems In The Neighbourhood

Customers were asked to what extent
various issues are a problem in their
neighbourhood.
Overall, the key problems identified
are rubbish/litter and car parking.
Compared to 2016, the proportion
reporting car parking as an issue has
increased from 23% to 35%.

F IGURE 0.3

Opinions Of The Local Community

Perceptions of Arawak Walton
communities are very positive and
satisfaction levels have remained
consistently high throughout the
surveys undertaken since 2010.

F IGURE 0.4

© Kwest Research
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Positive views are further compounded by the findings that the vast majority also report that
people from different backgrounds get along well together in the local area (89%) and that they feel
a sense of belonging in their neighbourhood (86%).

F IGURE 0.5

© Kwest Research

F IGURE 0.6
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Views Of Arawak Walton's Role In Developing Communities
In order to gain a greater understanding of how residents view Arawak Walton's role in the
community, respondents were asked to what extent they agree with a number of statements.
The Association is viewed as having a good understanding of cultural issues (82% agree), whilst the
majority agree that Arawak Walton promotes a close community (74%).
71% agree that it is important that Arawak Walton is a Black and Minority Ethnic organisation.
Results are broadly consistent between surveys.

F IGURE 0.7

© Kwest Research
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Anti-Social Behaviour
This section of the report contains information on perceptions of the service received when
residents report issues with anti-social behaviour. It should be noted that the number of residents
responding to questions relating to ASB is very small and caution should be exercised when
interpreting these results due to the resulting accuracy limitations of the data. Results are
presented as part of this report for interest and reference only.

Key Points


13% have reported ASB to Arawak Walton in the last year



74% of these say it is easy to get hold of the right person



67% of those reporting ASB say that staff were helpful



61% say that staff were able to deal with the problem



55% are happy with the final outcome of their report

Incidence Of ASB

13% of respondents have reported
anti-social behaviour to Arawak
Walton within the past 12 months.
Such a figure remains in line with
results from previous surveys.

F IGURE 0.1

© Kwest Research
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Rating Aspects Of The Service When Reporting ASB

When reporting ASB, the most highly rated
aspect of the service is the advice provided by
staff, with 72% of respondents either very or
fairly satisfied. Residents are more critical of
other elements of the service, with the final
outcome achieving the lowest rating.

F IGURE 0.2

Rating Staff Service When Reporting ASB
When reporting anti-social behaviour, 74% of respondents found it easy to get hold of the right
person. 61% report that staff were able to deal with their problem.

F IGURE 0.3

F IGURE 0.4

67% of those reporting ASB consider that the
staff they spoke to were helpful.

F IGURE 0.5
© Kwest Research
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Household Information
The questionnaire used in this year's research included a section to capture demographic
information about Arawak Walton's resident population.

Number Of People In The Household
This year's findings show that just under half of Arawak Walton's population (47%) live alone.

F IGURE 0.1

Number Of People Under 16
Only 29% of respondent's report living at least one child aged under 16, with 94% of households
indicating no more than one resident aged 60 or over.

F IGURE 0.2

© Kwest Research
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Work Status Of Respondents
23% of respondents are retired, while the proportion of respondents in full time employment is
26%.

F IGURE 0.4

Disability And Health Issues
41% of respondents report having a household member with a health issue which limits their
activities or the work they do.
However, only 6% of homes accommodate a person who uses a wheelchair.

F IGURE 0.5

© Kwest Research
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Types Of Household Income
31% of households have earnings from employment, whilst 26% have a state pension.
29% of households receive Housing Benefit.

F IGURE 0.7

© Kwest Research
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Ethnic Background

34% of respondents describe themselves
as white British. 16% are Caribbean,
11% are African and 10% are Pakistani.
A further 11% describe their ethnic
background as mixed.

F IGURE 0.8

© Kwest Research
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Religion

Around half of respondents are
Christian whilst 28% are Muslim.
17% say that they have no religion.

F IGURE 0.9
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