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Westfield Housing Association
(Westfield) is a small community
housing association based in Westfield,
Workington, with just over 630

properties spread across West Cumbria.

The aim is to provide high-quality,
affordable homes to those in need.

Westfield has undertaken an in-house
face-to-face survey, under the guidance
of Acuity, to complete a survey which
complies with the requirements of the

Regulator of Social Housing and uses
the prescribed Tenant Satisfaction
Measures (TSMs).

Acuity has been commissioned to
collate and analyse the data from this
survey and produce a report on the
findings.

Introduction westfield

housing association
Westfield first ran a TSM survey pilot in late 2023, but this was not fully compliant with the requirements of the Regulator, so
they repeated the process in the first three months of 2024, using a fully compliant questionnaire. Following this, starting in
April 2024, Westfield began to carry out its 2024/25 TSM survey, as part of their annual tenancy visits.

The aim is to visit one-third of tenants each year, meaning each tenant gets a face-to-face visit in their home and an
opportunity to participate in the survey at least once every three years. Consequently, tenants who took part in the 2024/25
survey are different to those who responded in the previous year. The survey closed in March 2025, with a total of 206
completed responses.

The Regulator of Social Housing recognises face-to-face as a valid method for survey collection, and it is up to the landlord
to choose the most appropriate method, bearing in mind the size of the organisation and resources available. A positive
impact of face-to-face surveys is that they can help reach some tenants who would not normally take part. However, it should
be noted, especially when comparing results with others, that face-to-face interviews can lead to higher levels of satisfaction,
and most landlords have used different methods, such as telephone surveys, to collect their results.

The Regulator of Social Housing recommends that landlords with over 2,500 properties achieve a sampling error of at least
K5% at the 95% confidence level. As Westfield has 638 properties, this would require a total of 240 completed surveys,
although this was always going to be difficult given the small number of tenants involved. At the close of the survey, 206
responses had been received, which is high enough to conclude that the findings are accurate to within K5.6%. Whilst this is
a little outside the guideline figure, it still represents a good return of 32%.

Being a smaller housing provider, Westfield felt it would be difficult to analyse the results and produce a report, so it has
asked Acuity to do this. Therefore, this report is based on the 206 responses provided by Westfield.

The aim of the survey is to provide data on tenantsd sat.i
A Provide information on tenantso6 perceptions of curre
A Compare the 2024/25 results with previous survey results.
A Compare the results with other landlords (where appropriate).
A Inform decisions regarding future service development.
A Report to the Regulator of Social Housing from April 2024 onwards.

The majority of figures throughout the report show the results as percentages. The percentages are rounded up or down from
multiple decimal places in the results file to the nearest whole number, and for this reason, may not in all cases add up to
100%. Rounding can also cause percentages described in the supporting text to differ from the percentages in the charts by
1% when two percentages are added together.



Overall Satisfaction

In 2024/25, almost all tenants are satisfied
with the overall service provided by
Westfield (98%).

Even more tenants are satisfied with the
quality of their home (99%)), that they are
kept informed (99%), provided with a safe
home (100%), treated fairly and with
respect (100%), that Westfield is easy to
deal with (100%) and with the approach to
handling complaints (100%). Although it
should be noted, just four tenants who said
they made a complaint in the last 12 months
responded to the complaints handling
guestion.

All other measures have satisfaction levels
above 90%, aside from the communal areas
being kept clean and well maintained (89%)
and the approach to handling anti-social
behaviour (59%). The handling of ASB,
does tend to be one of the lowest-
performing metrics for Social Housing
Providers (see benchmarking, pages 34 and
35). In addition, no tenants are dissatisfied
with this measure, with the remaining
tenants neither satisfied nor dissatisfied.

The ratings are generally very high, and as
will be shown throughout this report, have
mostly increased slightly compared with the
previous survey.

Key Metrics Summary 2024/25

A 99%

Quality of home

Well maintained home

Safe home

Repairs - Last 12
months

Time taken - Last repair

Communal areas clean
& well maintained

Positive contribution to
neighbourhood

Neighbourhood as a
place to live

westfield

housing association

Anti-social behaviour

Easy to deal with

Listens & Acts

Keeps you informed

Treats fairly & with
respect

Complaints handling

Rent - Value for money

Service charge - Value
for money



Overall Satisfaction




Firstly, tenaTaking wer

everything into account, how satisfied or " " westfield
dissatisfied are you with the service Ove ral | SatISfaCtl O n

provi ded byThidiethdkey e |

metric in any tenant perception survey.

housing association

Almost all tenants are satisfied (98%), with 87%

many more very satisfied (87%) than fairly ﬁs

satisfied (11%). NN .
\

Just 2% of tenants are dissatisfied (1.46% \‘

fairly satisfied and 0.49% very .

dissatisfied), with no tenants neither

satisfied nor dissatisfied. 11%

— e 0%

Very satisfied Fairly satisfied Neither Fairly dissatisfied Very dissatisfied

Westfield has previously undertaken a
series of satisfaction surveys, with the
2023/24 survey being the first one to
include all the TSMs in their current format.

Therefore, as this is now the second time _ _ ]

all these measures have been used, trend Overall Satisfaction Over Time

data is shown throughout the report.

Overall satisfaction has been rising since
2021/22 and has increased by a further 3 95%

percentage points (p.p) compared with the

previous survey. Any increases from this 86%
point are unlikely, although not impossible,
however, the challenge for Westfield
moving forward will be to maintain this high
level of satisfaction. It is also very positive
that Westfield has managed to improve its
level of satisfaction during a time when
satisfaction has generally been declining

(see page 36).

\ 2021/22 2022/23 2023/24 2024/25 /




The tenants were asked to provide any
comments relating to the overall service

provided by Westfeld, and 14 tenans Comments — Overall Satisfaction westfield

gave comments, some covering multiple housing association
topic areas.

Tenants most frequently commented on Repairs - outstanding _ 5
the repairs service and the condition of

their property, including outstanding

repairs that have not been dealt with and -

issues with insulation/how cold their home
iS.

Property condition - cold property / insulation

Repairs - appointments / missed / accommodate working
people

=

The comments do suggest that the
repairs service and problems not being Repairs - quality / address root cause
fixed are one of the key reasons for
dissatisfaction, with the three comments
given by dissatisfied tenants, all relating
to this.

|_\

'_\

Repairs - timescale

H

Property condition - damp and mould

It is important that tenants waiting for

repairs are kept up to date throughout the
process, and how long they can expect to Property condition - pests
wait, as this can help manage

expectations and ensure they feel like Property condition - external painting or gutters
they have not been forgotten.

H

=

The other comments cover a range of Neighbourhood - ASB
areas, including damp and mould, ASB,
value for money and listening to tenants,
with no other standout issues.

|_\

Customer service - listening / consulting residents

However, it is key to recognise that
Westfield only received 14 comments in
total.

'_\

Value - rent expensive / value

H

Positive - good overall service / happy

H

Number of respondents: 14



Overall Satisfaction — Comments westfield

housing association

AWork in a school and r fiHol es behind the washe ABrilliant Service. 0

done before four, so | to stop rats coming in, alsomakingflatc ol d. 0 5AasB in fl ats. o

ATends to | ook at thing AUsed to paint building AiDisgrace that | pay differt

anything about it. Everwarm came, said clean gutters yearly. o neighbours. ®

things needed done, and heard nothin = : _

mogre 5 2 Awas told I was getting fFwould have |liked a choice
: the bathroom fitted, also pipes boxed in - this wanted black door but no «c

AWaiting for the shower ddn'thappen,feelletdown.Shouldn'thave or would have topayi c ommuni cati on. o

AiRepairs response time. Sald Tt was getting dow . i 1y are brilliant, ¢

iRepairs arendt getting nT\(/jvotyearf It t?ol'[(.for\ they are here straight awa)

A ; : an 0 e i nsul ation. o
done arenot getting don ° iuUsed to be more about comr
years ago), feels more business-l i ke now. 0

Number of respondents: 14
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It is encouraging that all measures

el e b Keeping Properties in Good Repair westfield

) ) . housing association
increases since the previous survey.

As is common in surveys of this type,
slightly more tenants are satisfied their Dissatisfaction Reasons
homes are safe (100%) than well

maintained (98%), although the difference

is marginal. Tenants are also similarly

satisfied with the quality of their home 99% 98%

(99%).

All three of these metrics have increased

compared with the previous survey, 6p.p

for the maintenance and quality of the

3%

Time to complete

g 14
» repairs
4% Property condition 7

Damp and mould 4
Safety and security 2
External and grounds
. . maintenance 1
home, and 1p.p for the safety. Quality of home  Well maintained  Safe home (205) Repairs - Last 12  Time taken - Last
204 h 205 onths (159 repair (159 uality of repairs 1
Three out of four of those surveyed stated (204) ome (205) m (159) pair (159) Quallty P
they had a repair carried out to their home
by Westfield home in the last 12 months 100%
(75%). Of these tenants, 94% are
satisfied with the overall repairs service _
during this period, with slightly fewer 95% =i~ Quiality of home
satisfied with the time taken to complete
their last repair (91%). Satisfaction has 90% =@-Well maintained home
increased 5p.p for the overall repairs
service and 6p.p for the time taken. 8504 —e-Safe home
Tenants dissatisfied with the repairs )
service were asked to select why from . @-Repairs - Last 12 months
several options. Most tenants chose the 80%

time to complete repairs (14), followed by _ _
property condition (7), damp or mould (4) 75% ] Time taken - Last repair

and safety and security (2).

W 70%
ﬂ 2021/22 2022/23 2023/24 2024/25



Tenants were asked to provide any

comments relating to the repairs service,

with 29 tenanis Gving comments. Comments — Repairs & Maintenance westiield

housing association

As with the previous survey, tenants most _—
frequently referred to outstanding repairs, fq
followed by issues with damp or mould. Repairs - outstanding
These problems need to be addressed as
a matter of urgency to ensure the health
of tenants and the condition of their
property does not deteriorate.

Property condition - damp and mould

. Repairs - tim I
As already mentioned, a key reason for epalrs - timescale

dissatisfaction is the time taken to
complete repairs. This is an ongoing Repairs - communication / updating / having to chase
theme across the sector, with landlords
being impacted by the wider context,
such as issues around the cost and
availability of labour and materials. In . . . o
addition, tenants can have high Property condition - internal plastering / painting / wallpaper
expectations around timescales. These

expectations can be a combination of Repairs - quality / address root cause - 2
personal expectations and timeframes

given by their landlord. As such, it is vital . : . .
that Westfield keeps tenants clearly and Property condition - window issues / new windows needed 2

accurately informed about repair
schedules and how long they can expect Property condition - kitchen issues / new kitchen needed 2
to wait, with updates if anything changes.

Property condition - door issues / new doors needed

Tenants also mentioned communication Communal - door issues 2
around repairs and repair quality, as well
as the specific issues that need fixing,
such as doors, windows, kitchens,

plastering and insulation.
%

Property condition - cold property / insulation . 1

Repairs - appointments / missed / accommodate working . 1
people

Number of respondents: 29



Repairs & Maintenance — Example Comments

Repairs i Outstanding Property condition i Damp and mould Repairs i Timescales / quality

AFence in back gar definResptoiritie dn odta mipo naen.do nioKui ltdc,h ewna inteeedd s r e p | aft @@mmarsi-sanetimesrdon't get
AToilet repair.o weeks for them to come, and they inspected two years ago and was told back to let us know when work will be

' W|ped|toffW|thsprayIcouldhave it would be replacedfi mitsHdd.waiting. o
ADoor handl es {frant | odfofnd Nt ntahie o | _ ) ) . y _
door doesn't close properly and blows NnBeen waiting four yfelaasck foffr gammeni aat i
open in the wind. Flat door buzzer not ABl ack moul d keeps cobmiooked atlseverdt timesy rutrstill contractors relaying information took a
working on the co mmutthoggp use rBObﬂg rergogeéa}nqi]wa%h not been done. Property part of SHDF long time. Doors are poor - paper is
5 B K d : N1 omt regdu . y. programme - might get done during peeling. The door handle gone into the
iBac oor i nipagtmor condi |on A _ :
doors donot seal . aniDaMe anady gnogu ! d on ftrhoenste eV\ﬁoervkast'loon T kitchen door due to
doesndét work proper IR asNHdnebendkr oom. o nReported handl es onfiHde td®owai(tl i anmad ghac
looked at this last year, but no one Svamt hasn® i made MO i )dnOgt bgrr(f\r]:dgtlll T}obdor}eh 5 chgse it was so_cold and‘affected my
came back. o mould in bedrooms when reported one when doing kitchen, but di sability.o
Alnternal walls ar e niegrsighesnkandapidek e d g;affggowatmgﬂ came offagain notfing g\ j 11 e things have
and a bit falling ofkfi topchen. 0O horﬂeqhvé{tc&ﬁn%trheya/erentbuntas
il ssues with pl ast eriwbankp aar nodudhoge sf hy otn tf eenle'o nv\?hlzgs a:hgwmnd(;)wtls g9 ogbgdtas'l't\}?vegzouud?}a\;ebevf:/na'I;hatf h e
door. Paint peeling off bathroom walls. though itodos been so fv‘% ’E sh ave hee ’
Possible inspection - contaminated decorating, but come tPl( nCandét get out of t1
bl aster. o . anged, butarestartlngto |caga|n\ of the steps.o

ime LIR maen di tKihacsh etna koe

ARepair to hall way aStody Homestorgspondt& gumrenti ng ANRepairs anly seem t
oard, but did not fill the gap and wi issues with damp and mould in the the'goveérrnme anges something,
board, but did not fill the gap and will i ith d d mould in th ivery poor needs folfowWedmekBhard hi
need to be plasteredkiotchen cupboard. o for example, moul d.

Number of respondents: 29
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Around one-third of tenants stated they . .
live in a building with communal areas, RGSpOﬂSl ble Nelg h bOu rh OOd Management
either inside or outside, that Westfield is
responsible for maintaining (36%). Of
these tenants, 89% are satisfied that their

Community Services
Dissatisfaction Reasons

communal areas are kept clean and well 41%

maintained, with 7% dissatisfied. Four Local area problems 7
dissatisfied tenants (out of five) cited

external grounds maintenance as a External grounds 6
reason. Albeit still small, this is the highest ISR

level of dissatisfaction in the survey. Communal area 5
Over nine out of ten tenants are satisfied mallntenance

that Westfield makes a positive Neighbourhood 3
contribution to their neighbourhood, and problems

with their neighbourhood as a place to live Communal areas clean & Paositive contribution to Neighbourhood as a  Anti-social behaviour (95) Dog fouling 1
(96%). Satisfaction has increased well maintained (76) neighbourhood (157) place to live (206)

marginally for the contribution to the

neighbourhood (up 2p.p) and remained @/0 \
stable for the neighbourhood as a place to

live (decreasing by just 1p.p). 95%

Finally, in this section, 95 tenants 90% —#-Communal areas clean &

responded to the question about the 85% PR well maintained

handling of anti-social behaviour. Six out
of ten of these tenants are satisfied with 80% —@-Positive contribution to
the approach to dealing with ASB (59%), 7506 neighbourhood

a decrease of 33p.p. However, no tenants
are dissatisfied with 41% neither satisfied 70% =&—-Neighbourhood as a place
nor dissatisfied, perhaps as they feel 65% to live

Westfield is not solely responsible for this
or as they took steps to resolve the issue, 60%
but these have not been effective. 55%

50%
2021/22 2022/23 2023/24 2024/25

== Anti-social behaviour




Following on from the questions relating
to the neighbourhood and community-
based services, tenants were asked to
provide any comments about the services
in their area; 22 comments were
received.

Tenants most frequently mentioned grass
cutting, which was also commented on by
three tenants in the previous survey,
suggesting this is a continued and
growing area of concern. Issues are
mostly around the way grass is cut and
cleaned up after, rather than it not being
cut at all. This also appears to be a key
reason why tenants are not satisfied with
the upkeep of their communal areas. In
addition, a few tenants mentioned the
communal areas cleaning service.

It is important that these services are
delivered well and consistently, especially
if tenants are paying associated service
charges, as shown by two tenants
commenting that their service charges
are not providing value.

A range of neighbourhood issues were
also referred to by tenants, including anti-
social driving, dog fouling, neighbour
disputes, bins and local transport.

These comments are, once again, shown
on the following page to give further
insight into where tenants would like

improvements to be made. A
()
)

Comments — Community Services

westfield

housing association

Communal - grass cutting / removal of clippings

Neighbourhood - traffic / anti-social driving

Neighbourhood - bad area / do not like area

Communal - cleaning

Communal - maintenance / upkeep of communal areas

Value - service charge expensive / value

Neighbourhood - dogs / fouling / noise / dangerous

Neighbourhood - neighbour disputes

Neighbourhood - more public bins needed

Neighbourhood - local transport

Customer service - online and digital services

Communal - grounds maintenance

B
B

Number of respondents: 22



Community Services — Comments e STIENT

housing association

Grass cutting Neighbourhood issues Communal cleaning / maintenance Other matters

AGrass cut-blowitemotheet fAMore bins for dog ficCwlmmugp.ad staircase fMmbdo cfleranf.room t he
house. o ADi ving/ cams/ kids, @tcd eaning a bit ropedTdm ihithdlaadeessdtillisn't
ALeave grass too lOnngL?sy-rrogaadcbrgarden.Not Carpets need a deep rceégiant ®red. 0

AGr as s -aalcutwelnBower very nice area, some vandalism in ACommunal areas coul @Tde WWwinlet up. o
doesn'tblowgrasso_ffpa;[jhs-grass . area. o better someti mes. 0 fiUnder s thavatd dowhings a
goeés on winhdows an f‘i’lﬂ&{&r ®i kes and guad Neieldess ttme ibreg c¢c | e a n e dceramway. Appengt wdrking dny ,
Al do it when they anme®edd i wmp saredl ,donwn r o aah'ttbinkonce a month is enough, phone, making notes instead in
short enough. The nelghboyrhood i Ahue tw fall wwup o tthH1kf éh? sﬁerp(l%e&il?r'geswegay di ary. o

could be tidier.o should be dorie more often, like two

pY

R u s hdoas and windows covered weekly.o

n grass. o

- =

AGrass not cut regularly enough. 0
AGrass notidcouets nebvte nlloyo k

neat. Mess from cut grass. o0

ADondét pick up grass, blows all over
the door. o

Number of respondents: 22







All but one tenant is satisfied that Westfield
is easy to deal with and treats them fairly

and with respect (rounding up to 100%). Respectful & Helpful Engagement westfield

This tenant cited customer contact as a housing association
reason for dissatisfaction, commenting,

fDepends who you speak to. Gas service

booked - AFM cancelled and changed the -

day, then came on the original day, and |

was out. They rang (WHA) to rearrange - |

was in Alton Towers-t he per sono 3%
was as i f they. didnot
Satisfaction has increased marginally for
these two metrics, 4p.p for Westfield being
easy to deal with and 3p.p for tenants being
treated fairly.

0% Know How to Complain
0%

1%

100% 99%

Easy to deal with Listens & Acts  Treats fairly & with Keeps you informed Complaints
(205) (205) respect (206) (206) handling (4) =Yes =No

Tenants are similarly satisfied that they are
kept informed about things that matter to
them (99%), with slightly fewer satisfied that

their views are listened to and acted upon
(96%; an increase of 6p.p). 100%

~

Just 5 tenants said they made a complaint
in the last 12 months (2%), and 99% of 90% ® —e-Easy to deal with
tenants stated they know how to make a 80%
complaint, suggesting this low number is
due to tenants being happy with the service 70% ~@-Listens & Acts
delivered rather than not knowing how to 60%
\3\7? Zlat'n% Ai” tgelszt%nesmts ;rs Zatr'sgeg VCV'tE o, —&—Treats fairly & with respect
complaints, which is very positive, given that
satisfaction has increased from 18%, and 40% --Keeps you informed
this is usually the lowest-performing metric.
Only one comment was given when asked 30% : :
: =@-Complaints handling

to comment on conMelai 20%;
satisfied with way it was dealt with. g

= 10%

o0 K 2021/22 2022/23 2023/24 2024/25 /
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Just 8 tenants provided comments Comments — Communication & Engagement

relating to communication and

engagement, although some of these
tenants mentioned multiple areas of

service. Repairs - outstanding

Tenants once again commented on
outstanding repairs that have not been
dealt with and problems with damp or

T . Property condition - damp and mould

This demonstrates how repairs and fixing
issues with the home, which are often the ) _
main reasons for tenant-landlord contact, Customer service - attitude of call staff
impact a range of metrics in the survey,

especially where tenants feel their repair

requests are not being listened to or that Property condition - cold property / insulation
they are not being kept informed.

Some tenants also referred to the
customer service, including the attitude of Repairs - appointments / missed / accommodate working
call staff, how they are listened to and people
how easy it is to contact Westfield. A
couple of tenants feel the customer

service varies depending on who they Customer service - listening / consulting residents
speak to, suggesting some training may

be required to ensure a consistent service

Is being offered. Property condition - in general / build quality

The comments are shown in full on the
following page.

Customer service - contactability

Number of respondents: 8



Communication & Engagement — Comments westfield

housing association

NnFeels |l ast visitor wagsiDiaihdtalfi&w theuastitude of the person
thinks these weren't reported fully, as only repair - told her the smoke alarm was hard
some got dealt with. Front porch runs with wired, but i1it's hard wired. o

water and Is very COId'ﬁD%epte%d%I%Chkwrﬂ%UIyq)'uospeak to. Gas servi
AProperty conditi on h a dooked-tAFN) carcelledantddhargedshe day,

and should have been. 0 thencame onthe original day, and | was out.

iMoul d never seems to I%eyrang%/\{HtA)éoare_a%ange-AlwasmAItoq :

-~ owers-t he personds attitude was as i f thi

ANot | istened to when moylhdtr epohteeg @, meeegl s it
wasn't taken seriously..o0

ASometi mes not easy to contact the per s
you want to speak to, they say they ar el
but | do wonder. o

ARnSometi mes feels |istened to but depend:

who they are speaking to. o

Number of respondents: 8







Tenants are similarly satisfied with the
value for money of their rent (91%) and
service charge (90%).

Satisfaction has increased slightly by
3p.p for the value for money of the rent
and remained stable for the value of the
service charge (decreased by just 1p.p).

The previous comments suggested that
some of the dissatisfaction with the
service charge is due to issues with the
grounds maintenance, particularly grass
cutting and communal areas cleaning.

Nonetheless, these levels of satisfaction
are positive given the current external
context Westfield is operating in,
including the cost of living crisis, and
satisfaction with the service charge is
generally found to be lower than that of
the rent.

However, as will be shown on the
following pages, the comments given by
tenants do suggest some feel the rent is
too high for the size/type of property they
are living in.

westfield

Value for Money

housing association

3%

6% 6%

—

Rent - Value for money (206)

@/0 \

Service charge - Value for money (177)

95%

90% T

85% -#-Rent - Value for money

80%

75% -@-Service charge - Value for
money

70%

65%

60%
2021/22 2023/24 2024/25




When asked to provide comments relating
to value for money, 27 tenants left
comments.

More tenants commented on the rent
being expensive (11) than on the service
charge (5).

A main reason for tenants feeling the rent
is not providing value for money is due to
the size of their property and whether they
have a garden. In particular, tenants in
flats feel they should be getting more for
their money, with two tenants mentioning
how nearby houses, which have gardens,
cost less than what they are paying.

Some tenants also feel the service charge
is too expensive for what they get, and do
not understand what the service charge is
for.

Therefore, some communication and
information around these charges and
how the money is spent may be helpful,
as well as providing context regarding
how rent prices compare with others.

A couple of tenants took this opportunity
to positively comment on the value for
money their rent provides, or the overall
service provided by Westfield.

Comments — Value for Money

/|

westfield

housing association

e

Value - rent expensive / value

Value - property size

Value - service charge expensive / value

Value - size / lack of garden

Positive - rent

Neutral comment

Positive - good overall service / happy

Neighbourhood - parking

2

B N e
(3 (Y =

Number of respondents: 27



Value for Money — Comments westiield

housing association
Value for money i Size / type / quality of property Value for money i Other comments

AThink it s ver-housesgnéehasi Wi®omot &nfowawhat service charge is for?
zataite are latse Cleape:’ arﬁq'hri]%\((% %%er/?r&%'%harge is too expensive
AThink 1it's exbpeednsoi ve for wa ©gwod . O

ADon'"t think we get a | ot iEapenménmntvenow. 0

AThink the rent is high f &uiteeXpensiveercooperty. Lack of

parking and size of garderﬁ.R%nt i s .@xpensive

AThink it's too-bee>dpémsaitve‘)ﬁP%ridab?/n%C 5

pFeels the serviee 08 higIﬁR%rﬁq ri%r&treia%egi%b/efrorth% fplagtt'?wo year s
ASmall house for the costscbfeeiptc‘) Thinks rent is high

rer tae slze gy Bhe bu'ld'”rﬁ)%‘n think we get a | ot for rent now.
iFcels 1808 a Bl expens'weﬁx}fhggsywwhtwm °bebRebritiiant. o
property. o

~ . . cost rent, coul dn't
VTl ule vewns ard se2ivl E6 %\Fper@%% rfNBtﬁerlénHIo?d I—seélszsgcuré?V\f/cl)tht €

property are too expensiyv

AThinks rent is too high faqr e ) 0 5
bedrooms. Also has no back door and no outside n% IB'P b%k&&d ﬁ|o&1h_%o one

space for kids. Houses on the estate are less with
more space and gardenso

Number of respondents: 27
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Further Comments westfield

housing association
Finally, tenatlsthere wer //

anything el Se yo uandv o Positive - good overall service / happy _ 17
32 comments were received.

Many of the comments given are positive

about the services provided, however, Positive - help and support 3
some tenants took this opportunity to
give suggestions regarding what could be Positive - timescale - 3
improved.
Of the positive comments, tenants mostly Neighbourhood - more public bins needed . 2
mentioned they are generally happy with
the ove_:rall service_p_rovidg:-d by Westfield. Positive - communication 2
There is also specific praise for the help
and support provided, the time taken to N _
deal with enquiries, the communication Positive - community clean up events . 2
from Westfield, and community clean-up
events. Value - rent expensive / value I 1
Other tenants would, however, like
improvements to be made, including Neighbourhood - parking I 1
more bins on the estate, better grass
cutting, outstanding repairs to be dealt _ o
with and issues around parking and anti- Communal - grass cutting / removal of clippings 1
social behaviour to be resolved.

Neighbourhood - traffic / anti-social driving 1

Repairs - outstanding I 1

Property condition - external painting or gutters I 1

l Number of respondents: 32




Further Comments — Comments westfield

housing association

Good overall service / happy Other positive comments Neighbourhood concerns Other negative comments

Very happy with WHAARepairs servrespand i s mMCodlld acha with some dHNemesd omew hlemailsk f enc
very fast i very happy with all estate, nothing at adoming®utofit- saidwe would get

services from WHA. 0 & - ne ontererealrlg
- ANot happy with gras W ‘?9‘1 }% ave
L alal A ORI EHUCE ng”Happy wi t h WHA, al wtagusaganafteiwards, theyhness %urlng the visit, requeste thaﬂ]

A Good c owepydhappy. O we phone up, everyontealafl wafysi miace. 0 takeoutloose_nalls A(_JIVlsed_tenant
to report back if she still has issues

AVery satisfied withiwvdry tdieppertviixce,s giyest hed dugthemi ns on f el Wit R er e PPi r . o

1]

Love .ict her e

N

N

provided by WHA. O needed. Al ways her e. igformedthat more bins were . _ _ :
I . . led ¢ | AEverything is goin
AFind WHA a really gioapsycwiatth t he ser vipsgle Yﬁﬁteﬂj@%Aﬁ@Qﬂ?'a N _
housing provider - wouldn't go with always deals with things promptly and behaviour: Bikes, quads up/down the iwhen is the house
anything else. o regular communication, including rent road. Drugs on the esh@ie,9 ¢ pbeen bril
AiBeen very.bappy herStatements. o iParking massive i s shoaseistoo fdsawaydrom family.
I uldhgppily give up garden Stru [ i n [ i vin a

FThink Westfield is TG d,an e hulpy deany. @W'rewp &henpily give up g gg g g

~ 9, V\Parkfl L9 40
our home would recommend them as ANo, really happy wi 't es :
a |l andlord to everyoEst@teajwayscleanandtldyIhave
- Iwayslikedit here. o
AHappy withoeverything
. AnCl ean up events really good and
AfGood l.andl or d useful.c‘)
fAlways found WHA easy to deal with, AWHS are very good, always there to

never had a problem.rpe|p_@

Number of respondents: 32







As has been shown throughout this

report, satisfaction has generally Tre N d Over T| me westfield

increased slightly or remained stable housing association
compared with the previous survey. 100%

The largest increase in satisfaction is for

the approach to handling complaints,

which has increased from 18% to 82%. 90%
However, this measure is more likely to

fluctuate due to the far smaller number of

tenants who responded to this question 80%
(7 In 2023/24 and 5 in 2024/25).

The next biggest improvement in

=@-Overall satisfaction

=@-Quality of home

=@-Well maintained home
Safe home

~@-Repairs - Last 12 months

0,
satisfaction is for the communal areas 70% ~@-Time taken - Last repair
being kept clean and well maintained
(14p.p), followed by the quality of the 60% -@-Communal areas clean & well maintained
home, home being well maintained, time
taken to complete the last repair and how =@-Positive contribution to neighbourhood
views are listened to and acted upon (all 500
6p.p). 0 =@-Neighbourhood as a place to live
Some measures have remained stable, - , . :
including the home being safe (up 1p.p), 40% Anti-social behaviour

how tenants are kept informed (stayed

the same), the neighbourhood as a place

to live (down 1p.p) and value for money 30%
of the service charge (down 1p.p).

~@-Easy to deal with
=@-Listens & Acts

=@~ Treats fairly & with respect

However, satisfaction with the approach
to handling anti-social behaviour has 20% _
decreased by 33p.p and this measure is -@-Keeps you informed
now at its lowest level since the surveys
began.

10% =@-Complaints handling

=@-Rent - Value for money

/’ 0% .
‘_lll 2021/22 2022/23 2023/24 2024/25 -@-Service charge - Value for money




The table to the right also illustrates the
results for 2024/5, compared with those
from 2023/24. This is the second time the
full suite of Tenant Satisfaction Measures
have been used in their current format.

This slide once again highlights the slight
increase in satisfaction seen across most
of the measures, which is positive given
the context in which Westfield has been
operating (see page 36).

In addition, the five lowest satisfaction
ratings in 2023/24, approach to handling
complaints, communal areas being kept
clean and well maintained, time taken to
complete repairs, value for money of the
rent and repairs service over the last 12
months, have all increased.

For a change to be considered statistically
significant, it must exceed the combined
margins of error for the last two surveys 1
in this case, around 12p.p, meaning just
the approach to handling complaints and
anti-social behaviour exceeds this.
However, smaller changes can indicate a
direction of travel.

For several of the measures, there is now
not much, or any, room for improvement,
meaning Westfield should not be too
disheartened if ratings fall slightly or do
not continue to improve in the next survey.

30 .l.l./'ll

Year on Year Change

Overall satisfaction

Quality of home

Well maintained home

Safe home

Repairs - Last 12 months

Time taken - Last repair

Communal areas clean & well maintained

Positive contribution to neighbourhood

Neighbourhood as a place to live

Anti-social behaviour

Easy to deal with

Listens & Acts

Keeps you informed

Treats fairly & with respect

Complaints handling

Rent - Value for money

Service charge - Value for money

westfield

housing association

St il

95%
93%
92%
99%
89%
85%
75%
94%
97%
92%
96%
90%
99%
97%
18%
88%

91%

98%
99%
98%
100%
94%
91%
89%
96%
96%
59%
100%
96%
99%
100%
100%
91%

90%

3%
6%
6%
1%
5%
6%
14%
2%
-1%
-33%
4%
6%
0%
3%
82%
3%

-1%




Understanding Satisfaction
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The charts opposite summarise the levels

el Satisfaction & Dissatisfaction westfield

housing association

the survey.
Although satisfaction may appear low, . . . ) ) ) )
there is sometimes a significant number Satisfaction with measures Dissatisfaction with measures
S EEMETTIES TN 0TS [0 Eginiem ey Complaints handling _ 100% Communal areas clean & well maintained . 7%
way, selecting the neither satisfied nor
dissatisfied option, rather than being Treats fairly & with respect _ 100% Time taken - Last repair . 5%
actively dissatisfied with the service. Sate h
__ afe home _ 100% Service charge - Value for mone 4%
For example, whilst just 59% of tenants J Y . ’
are satisfied with the approach to Easy to deal with _ 100% Rent - Value for money I 3%
handling anti-social behaviour, no tenants _
are dissatisfied, with the remaining Keeps you informed _ 99% Repairs - Last 12 months ] 3%
tenants neither satisfied nor dissatisfied. Quality of home _ 99% Overall satisfaction [ 296
This indicates that some tenants are S . o
unsure how to interpret this metric and Overall satisfaction _ 98% Well maintained home I 2%
perhaps Wh{it their Iandlorq is (or should Well maintained home _ 98% Neighbourhood as a place to live I 2%
be) responsible for regarding ASB. It may
also be that they feel Westfield has taken Positive contribution to neighbourhood _ 96% Quality of home I 1%
some steps to try and resolve ASB, but _
these have not been fully effective. Or Neighbourhood as a place to live _ 96% Listens & Acts I 1%
EMETES D) et s elreety Listens & Acts || | o5 Safe home | 0%
experienced ASB and have no strong
opinion, as they have only heard or seen Repairs - Last 12 months _ 94% Keeps you informed | 0%
this second-hand. i ] |
: . . . Time taken - Last repair _ 91% Treats fairly & with respect | 0%
The highest level of dissatisfaction is for P ’
the cleaning and maintenance of Rent - Value for money _ 91% Positive contribution to neighbourhood 0%
communal areas, at just 7%, with no S _
other measures having dissatisfaction Service charge - Value for money _ 90% Anti-social behaviour 0%
above 5%. Communal areas clean & well _ 89% Easy to deal with 0%
maintained
Anti-social behaviour - 59% Complaints handling 0%




Key Driver Analysis westfield

Key driver analysis is used to examine housing association

the relationship between the different

variables (the questions asked in the Key Driver Analysis — Overall Satisfaction

survey) and determine which elements
' i 100%

of the service are the key drivers for ] Quality of home, 99%

tenantso6 overall sat

Each landlord has its unique pattern of 99% -

:c”f";%ga?-zg":‘ﬁ” CO”T'_de””fi thfd“?su'ts Kept informed, 99% Easy to deal with, 100% Safe home, 100%
or , the most important driver 98%
time taken to complete the last repair

for tenantsdé satisfa
services is that Westfield provides a
05% - '\
Listens & acts, 96%
are also important, but not as
influential. 94% -

home that is safe, followed by
Westfield being easy to deal with.

Tenant sd views bei
acted upon, the quality of the home,
how tenants are kept informed, and the

Performance (100%)

This analysis indicates that if
improvements around the most 93% -
influential measures can be achieved, it
is more likely to lead to an increase in

92%

overall satisfaction with services. Time taken - Last repair,
91%
91% -
90% T T T T T T T 1
0.00 0.05 0.10 0.15 0.20 0.25 0.30 0.35 0.40

Measure of influence




In November 2024, the Regulator of

Social Housing (RSH) published s Benchmarking - Acuity Clients (Lcra) westfield

2023/24 analysis of the Tenant housing association
Satisfaction Measures for large
registered landlords with 1,000 or more

Satisfaction Levels Regulator Median 2023/24

homes. 100%
The chart to the right compares
Westfieldbds ratings 90%
median and upper quartile of LCRA
landlords, as circulated by the Regulator. 80%
All of Westfiel dos
median and in the top quartile, aside from 70%
the approach to handling anti-social
behaviour, which is in the second quartile 60%
(1% above the median mark).
o 50%
The remaining measures are all between
22% and 36% above the median, except
for the handling of complaints, which is 40%
66% above the median. The handling of
complaints is usually the lowest metric for 30%
landlords, often falling some way below
their other ratings. 20%
Comparisons with different landlords 10%
should be made with care, for instance,
this set of results includes landlords 0%
across the country and only those with TPOl- TPO2-  TPO3.  TP04- TP09- | TP10- | TP1l-
over 1,000 properties. Therefore, the Overall Repairs  Time well TPO5- | TPO6- | TPO7- | TPO8- Complaint Communa Neighbour Th12-
following page provides more tailored Sat  Service Taken Mainwine  Safe  Listens Informed  Fairly s | hood ASB
g page p d
benchmarking. m Westfield HA 98.0%  94.3% = 91.2%  98.0% = 995% = 96.1% = 99.0% = 99.5%  100.0% 89.5% = 96.2% = 58.9%
m Upper Quartile 78.4%  78.7% = 75.3% = 77.6% = 825%  67.9%  759%  828%  41.1%  71.7%  70.4%  64.8%
e mRegulator Median  71.3%  72.3% = 67.4% = 708% = 76.7% = 60.4%  70.3%  76.8% = 345% = 651% = 63.1%  57.8%
m Lower Quartile 63.7%  65.7%  61.1%  64.4%  705% = 523% = 63.8%  70.8%  27.5% = 582% = 551% = 51.3%

Quartile position 1 1 1 1 1 1 1 1 1 1 1 2




Given the size of Westfield, it is perhaps

more appropriate to compare the results . . .

against other landlords with fewer than BenChmarklng - ACUlty C|IentS (LCRA, <1,000)
1,000 properties.

The graph includes the lower quartile, Satisfaction Levels Acuity Median 2023/24

median and upper quartile of LCRA
landlords with under 1,000 properties.

100%

As shown, these smaller providers tend 90%
to perform better; nonetheless, Westfield

is once again in the top quartile for all of

the TSMs, aside from the approach to 80%
handling anti-social behaviour, which is in

the third quatrtile. 0%
The other differences to the median are 60%
generally slightly smaller when compared

with this group, ranging from 11% to 50%
28%, except for the handling of

complaints. 40%
The benchmarking, therefore, further

demonstrates how well Westfield is doing 30%
to achieve such high levels of

satisfaction. 20%
However, it should be noted that only a

very small proportion of landlords carry 10%
out their surveys face-to-face, with the

majority opting for telephone surveys. 0% P04

Consequenty, comparisons stould be

made W'_th care, especially as this Sat Serpvice Taken Maintain - Safe Listens  Informed  Fairly ntsp al urhgood ASB

method is one of those that research ed

suggests produces higher satisfaction = Westfield HA 98.0%  94.3%  91.2%  98.0% = 995% = 96.1% = 99.0% = 99.5% = 100.0% 89.5% = 96.2% = 58.9%

ratings. mUpper Quartle ~ 88.9%  90.9%  89.9%  89.1%  90.6%  78.6%  835% = 86.6% = 50.0%  87.9%  80.4%  75.0%
e m Median 771%  81.3%  79.7%  77.4% = 80.0%  67.6% = 76.8%  80.0% = 43.1%  75.0% = 69.9%  65.1%

m L ower Quartile 69.1% 70.9% 68.8% 68.0% 72.7% 56.8% 66.2% 67.9% 30.8% 65.8% 59.3% 54.8%
Quartile Position 1 1 1 1 1 1 1 1 1 1 1 3




As shown throughout the report, satisfaction
has generally increased since the last

survey, but is this bucking the trend in the N at|ona| CO nteXt we Stfi el d

sector nationally? housing association

When considering the survey results, the Overall Services (Acuity Clients)
national context and external factors

impacting both landlords and their tenants
must be taken into account.

73% g 74%0 g 720/, g 4% g 73% g 720/ == 71 0y

ee0%0dQ

For example:

A Ongoing cost of Living Crisis, increase in
poverty and pressure on funding

A New government, political changes, and a
changing legislative landscape

A Uncertainty about the Future

A Wider Economic challenges. Ol 02 03 04 QI 02 03 Q4 Ol 02 03 Q4 QL 02 03 Q4 Ol 02 O3
Satisfaction is based on perception rather (20/21)(20/21)(20/21)(20/21)(21/22)(21/22)(21/22)(21/22)(22/23)(22/23)(22/23)(22/23)(23/24)(23/24)(23/24)(23/24)(24/25)(24/25)(24/25)
than specific values, so it can be affected by
these factors and how positive people feel
about theirlives.

=—_CRA o LCHO

The top graph demonstrates how overall
satisfaction has changed over time for
Acuityods clients (tra
chart shows the results from NHF members

with a peak in 2015/16, followed by a slow — 88% 870 a7%
decline since. This started well before the 0 b 0 85%
0 a

Satisfaction with services provided (NHF median - general needs)

effects of the pandemic, so it is not the sole
or primary driver behind this decline.

These graphs, therefore, demonstrate just
how well Westfield has done to increase
satisfaction in several areas, including the
overall service provided.

11/12 12/13 13/14 14/15 15/16 16/17 17/18 18/19 19/20 20/21 21/22 22/23 23/24




Summary of Results




Satisfaction 2024/25

Summary of Results westfield

housing association
Acuity was commissioned to produce a report on Westtdfacel d o
during annual tenancy visits, between April 2024 and March 20205. This is the second time a fully compliant TSM survey has
been conducted, meaning all the measures can be compared with the previous survey.

Complaints handling

Treats fairly & with respect

Safe home
Four of the measures in the survey have satisfaction ratings of 100% (when rounded up to the nearest whole number),
Easy to deal with including the approach to handling complaints, tenants being treated fairly and with respect, the provision of a safe home, and
Westfield being easy to deal with. Overall satisfaction with the service provided, is also very high at 98%, as is how tenants
Keeps you informed are kept informed (99%), the quality of the home (99%) and the home being well maintained (98%).

In fact, only two measures have satisfaction levels below 90%, these being the communal areas being kept clean and well
maintained (89%) and the approach to handling anti-social behaviour (59%). The highest level of dissatisfaction is just 7% for
the cleaning and maintenance of communal areas. Despite having the lowest satisfaction rating, no tenants are dissatisfied
with the handling of ASB, with 41% neither satisfied nor dissatisfied. Reasons for tenants having no strong opinion on this
could be how directly they were affected by ASB, or as they are unsure what their landlord is, or should be, responsible forin
this area.

Quiality of home
Overall satisfaction

Well maintained home

Positive contribution to
neighbourhood
Neighbourhood as a place
to live

Compared with the previous survey in 2023/24, satisfaction has generally either increased slightly or stayed stable for the
majority of the measures, which is very positive, given the wider context. The largest increase is for the approach to handling
complaints, up to 100% from 18%. However, this measure is based on just the few tenants who said they made a complaint in
the last 12 months. Nonetheless, it demonstrates that only a small number of tenants have felt the need to complain

Listens & Acts (especially as 99% of tenants said they know how to make a complaint if they are not happy with the services received), and

they are all satisfied with how their complaint was handled.

Repairs - Last 12 months . : : : . . . . —
P Aside from this, the biggest increase in satisfaction is for the communal areas being kept clean and well maintained (14p.p),

followed by the quality of the home, home being well maintained, time taken to complete the last repair and how views are
listened to and acted upon (all 6p.p). On the other hand, 33p.p fewer tenants are satisfied with the approach to handling anti-
Rent - Value for money social behaviour compared with the previous survey, although, as aforementioned, the level of dissatisfaction has not
increased (stayed at 0%).

Time taken - Last repair

Service charge - Value for , , o . : ,
money Comparisons with other landlords show that Westfield is in the top quartile when compared with both landlords with over

Communal areas clean & 1,000 and under 1,000 properties, aside from the approach to handling anti-social behaviour.

well maintained The survey included several open-ended questions allowing tenants to expand on their reasons for dissatisfaction and offer
Anti-social behaviour improvement suggestions. Tenants most frequently mentioned the repairs service and condition of their property, such as
outstanding repairs that have not been dealt with and damp or mould problems, as well as neighbourhood concerns, including
grass cutting.




Westfield was formed in 1950 by United
Steel Companies Ltd, but has evolved
and developed over the years, including
the transfer of 223 from Allerdale Council
in 1993. The Association now owns over
600 properties and, apart from housing
services, it includes the Footsteps
Nursery, providing early learning for
around 200 children.

The survey reveals many areas of very
good performance, with satisfaction rates
near 100% for many of the metrics in the
survey, and having increased since the
previous survey. The challenge for

Westfield may, therefore, be to maintain
this level of satisfaction, with room for
improvement, small in many areas.

However, the comments made by tenants
do give some insight into areas of service
that they would like to see improved and
concerns they have.

Shown opposite are some
recommendations that Westfield may
wish to follow up on to help improve or
maintain satisfaction in the future.

westfield

housing association

Recommendations

Neighbourhood management
Although only around a third of tenants live in a building with communal areas, satisfaction with the upkeep of these areas is
one of the lowest in the survey at 89%, albeit still high. When asked to give comments about the community services, tenants
mentioned external grounds maintenance and neighbourhood problems. In particular, issues around grass cutting continue to
persist, with tenants feeling the grass is not cut short enough and the cuttings are left to leave a mess. This gives Westfield an
opportunity to speak with the relevant contractors regarding this feedback and see if anything can be done to rectify these
issues. The internal cleaning and maintenance of communal areas is also an issue for some tenants, including the frequency
and quality of the cleaning, with some tenants feeling they are not getting an appropriate level of service in relation to their
service charges.

Some tenants also mention concerns in their neighbourhood, such as anti-social driving and drug problems. Additionally, the
lowest level of satisfaction in the survey is for the approach to handling ASB, with 41% neither satisfied nor dissatisfied. For
these tenants, they may not have a strong opinion as they have not reported the ASB or are unsure what Westfield has done to
try and rectify it and what their responsibilities are in this area. Therefore, clear communication around what tenants can do if
they have experienced any ASB may help, as well as keeping tenants informed about any attempts to resolve these concerns.

Repairs and maintenance

Although high levels of satisfaction are found for the repairs service, and satisfaction has improved since the previous survey, it
is one of the main focuses of negative comments and a reason for dissatisfaction. In particular, tenants mentioned outstanding
repairs that have not been dealt with and the time taken to complete work. These concerns could be linked to issues around
resources and delays caused by more urgent problems. Tenant expectations around timescales can also sometimes be hard to
match, but once again, good communication is important so tenants are fully aware of when a repair will be done and kept
informed of any progress or delays. A few tenants referred to the quality of repair work, which suggests spot-checking may be
necessary to ensure standards are met. If this is already in place, a review of the process here is advised. Some tenants are
also experiencing problems with damp and mould, which need to be resolved as a matter of urgency. Researching best
practices across the sector may assist here, as some providers have significantly improved damp and mould performance.

Communications and customer service

Tenants suggested there could be some improvements around customer service, including the attitude of staff and how they
are listened to, and that this may vary depending on who they speak to. Therefore, Westfield may wish to consider whether any
further training is necessary to ensure consistent standards of customer service. Tenants mention a lack of communication and
information when referring to multiple areas of service, including not being told when work will be finished and changes to
appointments/visits. In addition, one area in which further communication and information may be beneficial is rent and service
charge payments, with some tenants not knowing what the service charge is for, and being dissatisfied with the value of the
charges, as well as with rent increases. Context around how money is spent and how rent prices compare may be helpful.
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This research project was carried out to conform with
1S020252:2019 and the MRS Code of Conduct.

For further information on this report please contact:
Denise Raine: denise.raine@arap.co.uk
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