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ABOUT STAR
The development of STAR
The STAR (Survey of Tenants And Residents) questionnaire was
launched in July 2011 and was developed by HouseMark, the social
housing sector’s leading provider of performance improvement services.
The survey builds on the success of the National Housing Federation’s
STATUS survey, use of which was formerly a regulatory requirement for
social landlords in England. The STAR questionnaire was developed
following extensive consultation with social landlords across the UK and
is endorsed by TPAS (The Tenant Participation Advisory Service),
TAROE (Tenants And Residents Organisations of England) and the
Chartered Institute of Housing. Many of the questions are tailored to
match the wording of delivery outcomes in the Welsh Government’s
Regulatory Framework, enabling landlords to use the survey results as
evidence in support of self-assessment exercises.
The questionnaire
The STAR questionnaire is designed to be flexible to cater to individual
landlords’ performance management and benchmarking needs. A suite
of “Core” questions are published by HouseMark, together with a much
longer list of “Optional” questions. Landlords are able to choose from
the optional questions, according to which services they want to
measure, while the standardised list of core questions allows all
landlords to gather general satisfaction information in the same way.
Hafod’s STAR survey incorporates all the core questions and many of
the available optional questions, together with additional questions
suggested by Hafod staff. Each graph of results in this report includes
the question in full and the entire questionnaire is reproduced in
Appendix I.
Satisfaction
Many questions in the STAR questionnaire ask tenants how satisfied
they are with a particular service. There are five possible responses to
these questions: Very Satisfied, Fairly Satisfied, Neither, Fairly
Dissatisfied and Very Dissatisfied. For benchmarking purposes, the
“Very Satisfied” and “Fairly Satisfied” responses are added together to
produce an overall “satisfaction” figure for the service. It is this figure
that is reported to HouseMark and allows for comparison with other
landlords that employ the STAR questionnaire.
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Benchmarking
Over 300 landlords from across the UK use the STAR survey to record
resident satisfaction. Over 30 Welsh Housing Associations and Local
Authority housing departments are members of HouseMark and most of
these take part in an annual benchmarking exercise that helps to
compare performance between landlords.
Use of the STAR survey by Hafod
The annual resident survey is a major resource used by Hafod to
measure customer satisfaction. Together with point-of-service (or
“transactional”) surveys, such as those carried out when tenants move
into a Hafod home, receive a repair or reach the end of an anti-social
behaviour case, the STAR survey helps to build a clear picture of
customer opinion about the services Hafod provides. The information is
used for service reviews, reports to the Board and Committees, and for
background information when applying for external grant funding. The
results of the survey are used to drive service improvement and plan the
future allocation of resources. Appendix III shows the responses to each
question, compared with the results of previous surveys, to show trends
in resident opinion.
Methodology
The 2018 STAR survey was distributed to all Hafod secure, assured and
Welsh Housing Partnership tenants in all seven Local Authority areas in
which Hafod manages general needs accommodation: Bridgend, Cardiff,
Merthyr Tydfil, Newport, Rhondda Cynon Taf and Torfaen. Previous
surveys had been distributed to half of Hafod’s residents each year, to
avoid “survey fatigue”, but the distribution was expanded in 2018 to
provide baseline data before the introduction of several changes within
the organisation, including the introduction of Neighbourhood Coaches.
Questionnaires were sent to residents in the week beginning 26th July
2018, with a closing date of 31st August. A paper copy of the
questionnaire was sent out along with details of how to take part in the
survey online via Hafod’s website. A prepaid envelope was also
included, together with a covering letter explaining the availability of
alternative ways of taking part, e.g. by completing the survey over the
phone. Residents who had previously provided an email address to be
contacted by Hafod for feedback were sent an email version of the
survey cover letter, with details of how to take part online. The survey
was also promoted on Hafod’s social network pages. Questionnaires in
4
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alternative formats (e.g. large print, coloured paper) were sent to
residents for whom Hafod holds information about such requirements.
All paper questionnaires were returned to the Customer Services Team
for data entry and subsequent confidential disposal.
In order to preserve confidentiality and encourage a sincere response
from customers, the questionnaire was anonymized as much as
possible. Respondents were not asked to give their name, address or
contact details, but each questionnaire was pre-printed with the
recipient’s unique tenancy number and postcode. This means that an
individual response could not be identified by anyone not involved with
the administration of the survey. However, the inclusion of the tenancy
number allowed for the monitoring of equalities issues by crossreference with the demographic information held on the housing
database and for any individual response necessitating investigation
(e.g. a specific complaint, or a request for information) to be tracked
back to the resident by the survey administrator. The inclusion of
postcodes facilitates the production of results for specific areas.
Customers who responded to the questionnaire were entered into a
prize draw with five prizes of £100 each, given to the winners as a
cheque.
Rounding
This report gives percentage figures rounded to the nearest whole
number. This means that sometimes the addition of numbers will result
in small apparent differences. For example:
Figures to one decimal place
Very
Satisfied

33.3%

+

Fairly
Satisfied

33.3%

=

33%

=

Total
Satisfied

66.6%

Figures to the nearest whole number
Very
Satisfied

33%

+

Fairly
Satisfied

Total
Satisfied

67%

Rounding errors rarely exceed more than one per cent, and are well
within the sampling error for this survey (see below).
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Response rate and statistical viability
3,991 Hafod homes were covered by the 2018 STAR survey. 919 valid
responses were received, giving an overall response rate of 23%. 332
respondents (36%) completed the survey online, compared with 220
respondents (34%) the previous year and up from just 31 (7%) in 2014.
For the overall results the confidence level is 95% with a sampling error
of ± 2.8%. This means that if 45.0% of survey respondents were
“satisfied” with a service, we can be 95% certain that if every Hafod
resident had answered the same question, between 42.2% and 47.8%
would feel the same.
This exceeds the required level of statistical reliability for returns to the
Welsh Government and the HouseMark benchmarking service, which is
± 4%.
Equal opportunities monitoring
The previous STATUS questionnaires included a section asking for
demographic information, such as ethnicity, religion, sexuality, age, etc.
These questions were removed when the STAR questionnaire was
introduced and monitoring of the various equality strands is now carried
out using the personal data held on Hafod’s housing database. The
demographic information of tenants expressing dissatisfaction with
Hafod’s service is used to identify any potential direct or indirect
discrimination arising from the way Hafod’s services operate. A
comparison of the STAR respondent profile with that of the Hafod-wide
resident profile is available as Appendix II, and is used to identify any
gaps in the feedback received from residents using this survey.
Supplementary reports
The Snap survey software used for the design and analysis of the STAR
questionnaire can be used to cross-tabulate any of the variables used in
the survey. This means that, e.g. if it would be helpful for staff to
compare the income profile of respondents who said that they were
satisfied with the maintenance service in 2018, with that of respondents
with disabilities in Bridgend, this is possible. The same is true of any
combination of the variables used in the questionnaire. Any requests for
statistical information of this nature in the form of supplementary reports,
or any other queries relating to the STAR survey, should be directed to
the Performance & Business Intelligence Team.
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HOUSING & SERVICES
The first section of the STAR questionnaire asked customers how
satisfied they were with a range of Hafod’s services.
Overall satisfaction
The first question the residents were asked is the “overall satisfaction”
question which is used to benchmark satisfaction levels with other
landlords. Residents were asked to take all Hafod’s services into
account when answering this question and were able to choose from five
possible responses, as shown below.
Taking everything into account, how satisfied are you with the services
provided by Hafod?
Fairly
Dissatisfied
3%
Neither
4%

Fairly Satisfied
36%

Very
Dissatisfied
3%

Very Satisfied
54%

The overall satisfaction figure used for benchmarking purposes is the
combined figure for “Very Satisfied” and “Fairly Satisfied” responses.
This year’s figure of 90% is the same as 2017. The overall satisfaction
rate of Hafod’s residents has been between 87% and 91% for ten
consecutive years and is consistently higher than most other Welsh
landlords who use the HouseMark benchmarking service.
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Other satisfaction measures
Residents were asked to rate their satisfaction with a range of other
aspects of the services provided by Hafod. Very/fairly responses are
combined to give total satisfaction/dissatisfaction figures.
How satisfied are you with the following:
Very/Fairly Satisfied

Neither

Very/Fairly Dissatisfied

The overall quality of your home?

89%

4%

7%

The general condition of this property?

88%

5%

7%

Your neighbourhood as a place to live?

86%

6%

7%

10%

7%

The value for money of your rent?

The value for money of your service charge?
The clarity of information you receive from Hafod about
setting your rent and service charges?
The way that Hafod gives you a say on the nature and
quality of services funded by the service charges?
The way Hafod deals with repairs and maintenance?

83%
67%

19%
85%

71%

Opportunities to get involved with Hafod?
That Hafod keeps you informed about things that might
affect you as a tenant?
That Hafod gives you the opportunity to make your
views known?
That Hafod listens to your views and acts upon them?

That Hafod treats you fairly?

10%
20%

82%

Annual gas servicing arrangements?

The way Hafod deals with enquiries?

15%

9%

8%

91%

7%
21%

85%
80%
72%
85%

10%
6% 3%

86%
76%

5%

11%
15%
17%

6%
3%
4%
4%
11%

9%

6%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
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Satisfaction with opportunities to get involved with Hafod showed the
largest change from the previous year, falling to 76% from 81% in 2017.
Previously, the satisfaction score for this aspect of Hafod’s service had
risen for five consecutive years. Related questions, asking about the
way Hafod keeps people informed, offers opportunities to give opinion,
and listens to people’s views and acts upon them, also showed small
falls in satisfaction this year.
The two questions about satisfaction with value for money both fell by
4% from the previous year, with 83% of respondents saying they were
satisfied with the value for money of their rent and 67% saying they were
satisfied with the value for money of their service charge. There were
smaller falls in satisfaction with the clarity of information provided about
service charges (85%, down from 87%) and the way people have a say
in the nature and quality of rent and service charges (71%, down from
74%).
There was also a small fall in satisfaction with the repairs and
maintenance service, down to 82% from 84% last year, after a rise from
79% in 2016. Changes in the responses to the other questions in this
section of the questionnaire were within the margin of error of the
survey.
A full list of year-on-year changes is provided in Appendix III.
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PERCEPTIONS
Tenants were given eighteen different statements and asked to rate how
closely they agreed with them.
To what extent do you agree or disagree with the following?
Agree/Agree Strongly
I understand what to expect from Hafod's services

Neither

Disagree/Disagree Strongly
88%

I know how to access Hafod's services

9%

93%

3%

5% 1%

Hafod provides an effective & efficient service

84%

10%

6%

Hafod is providing the service I expect from my
landlord

87%

6%

7%

Hafod treats tenants fairly

85%

10%

5%

Hafod has a good reputation in my area
Hafod has friendly & approachable staff

78%

17%

90%

It is easy to contact Hafod

5%
8% 2%

94%

3% 4%

I trust Hafod

84%

10%

5%

Hafod is open about what it does

84%

12%

4%

Hafod publishes fair and balanced information about
its activities

87%

11%

2%

Hafod provides information and advice in a timely
manner which is helpful and easy to understand

87%

10%

3%

I understand my rights as a Hafod tenant

91%

7% 2%

I understand my responsibilities as a Hafod tenant

97%

3%0%

I understand my tenancy agreement

95%

4% 0%

I can afford my rent
I am proud of my home
I am proud of my neighbourhood

82%

13%

88%
75%

8%
14%

5%
4%
10%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
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The biggest change in this section of the survey was in response to the
statement, “I can afford my rent”, with a 5% fall in the proportion of
people who agreed with the statement. 82% of respondents said they
could afford their rent, a fall from 87% in the previous survey, after rising
from 81% in 2016.
The proportion of people who agreed that they were proud of their home
(88%) and their neighbourhood (75%) both fell by 3% compared with last
year’s survey, although both figures were slightly higher than in 2016.
The only other change larger than the margin of error for the survey was
in response to the statement, “Hafod has a good reputation in my area”.
78% of respondents said that they agreed with this statement, falling
from 82% in the previous survey, although still higher than in 2016
(73%).
Net Promoter Score
Tenants were asked to rate how likely they would be to recommend
Hafod to others, on a scale from 0 to 10.
How likely would you be to recommend Hafod to family or friends, on a
scale of 0 to 10, where 0 is not at all likely and 10 is extremely likely?
0

0%

10%

1

2

20%

3

30%

4

5

40%

50%

6

60%

7

70%

8

80%

9

10

90%

100%

The responses to this question can be used to calculate a “Net Promoter
Score”, which is a standard measure of satisfaction used in a wide range
of business sectors.
People who give “9” or “10” as a response to the above question are
considered “Promoters”, with people answering “6” or below being
considered “Detractors”. The Net Promoter Score is calculated by
subtracting the percentage of Detractors from the percentage of
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Promoters. This means that the range of possible scores is between
100 (every answer a 9 or 10) and -100 (every answer 6 or below).
Net Promoter Scores vary widely by sector. Organisations that focus on
the customer experience, like department stores, online entertainment
and luxury electronic brands, tend to score highly. Budget airlines and
high-interest loan firms tend to have negative scores.
In general, most companies that use the score aim to have a positive
score, i.e. above 0.
Promoters

62%

-

Detractors

17%

=

Net
Promoter
Score

+ 45

Hafod’s Net Promoter Score is +45. The Net Promoter Score has only
been included in Hafod’s STAR survey once before, in 2014, when the
result was an NPS of +40. This year’s result shows a small increase in
the proportion of Promoters, from 58% to 62%, as well as a slight fall in
the proportion of Detractors, from 18% to 17%, compared with the 2014
survey.
Few Welsh landlords currently report Net Promoter Scores to
HouseMark, but recent examples include:
Melin Homes:

+37

Monmouthshire HA:

+47

Trivallis:

+24

78 landlords supplied NPS results to HouseMark for the 2017/18
reporting period, ranging from +73 (Pickering & Ferens Homes) to -22
(Bournemouth Churches HA), with a median score of 32. Hafod’s score
of +45 would have fallen just short of the +47 needed to be included in
the top quartile of results.
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YOUR NEIGHBOURHOOD
Residents were asked about their perceptions and experience of antisocial behaviour and crime in their neighbourhood, and whether they
had home contents insurance.
To what extent are any of the following a problem in your
neighbourhood?
Not a problem
Rubbish or litter

Small problem

45%

Noisy neighbours

39%

56%

Dog fouling / dog mess

Big problem
15%

30%

64%

14%

25%

12%

Other problems with pets & animals

76%

17%

7%

Disruptive children / teenagers

74%

19%

7%

Racial or other harassment

91%

Drunk or rowdy behaviour

6%

75%

19%

Vandalism & graffiti

90%

People damaging your property

89%

Drug use or dealing

6%
8%
8%

73%

18%

Abandoned or burnt out vehicles

14%

76%

Access to local services

19%
90%

General environmental issues

13%

77%

Car parking

61%
0%

17%
22%

3%
5%

8%

84%

Noise from traffic

3%

4% 1%

83%

Fear of crime

2%

10%

95%

Other crime

3%

2%
3%
5%
17%

10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

17% of tenants thought car parking issues were a big problem on their
estates, which has risen slightly for the third year in a row, up from 13%
in 2015. Rubbish/litter (15%, up slightly from 14% in 2017) remained in
second place, with noisy neighbours (14%, up from 11% in 2017) again
being rated the third most commonly-reported big problem.
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Dog fouling (12%) and drug use/dealing (10%) were the other issues
regarded as a “big problem” by at least one in ten respondents.

Experiences of ASB & crime

Have you reported Anti-Social Behaviour to Hafod
in the last 12 months?

Have you been a victim of crime, at home or in
your neighbourhood, in the last 12 months?

Yes
15%

Yes
9%

No
85%

No
91%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

15% of survey respondents said they had reported anti-social behaviour
to Hafod in the previous twelve months, a small fall from 17% in the
previous two surveys. This figure was 15% in 2015 and 2014, although
in those years there was a “prefer not to say” option as well.
Last year, our housing database showed that 17% of tenants were
recorded as having opened at least one anti-social behaviour case in the
12 months prior to the survey, the same proportion that said they had
reported ASB in the 2017 STAR survey. This suggested that reports of
nuisance behaviour are being accurately recorded on the system. This
year, 15% of survey respondents said that they had reported ASB to
Hafod, whilst the proportion of residents recorded on the system as
having had ASB cases opened in the same period fell to 13%.
9% of this year’s respondents said they had been victims of crime, up
slightly from 8% in the previous two surveys.
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YOUR HOUSEHOLD
Residents were asked about the makeup of their household.
How would you describe the composition of your household?

One adult, aged under 60

19%
18%
20%
19%

One adult, aged 60 or over

17%
19%
20%
18%
12%
12%
10%
12%

Two adults, both under 60

9%
7%

Two adults, at least one aged
60 or over

8%

12%

STAR 2017

10%
11%

Three or more adults, all aged
16 or over

STAR 2018

8%
9%

STAR 2016
STAR 2015

15%
16%
14%
14%

1-parent family with child/ren,
at least one under 16

13%
14%
11%
14%

2-parent family with child/ren,
at least one under 16
5%
4%
5%
6%

Other

0%

5%

10% 15% 20% 25%

Almost two-fifths (36%) of STAR respondents live alone, while another
28% have children under 16.
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Other household issues
Yes

No

Do you have access arrangements for
children who do not live with you
permanently?

13%

87%

Are you affected by the 'Bedroom Tax'?

11%

89%

Do you need to move because your home
is not suitable for you?

13%

87%

0%

20%

40%

60%

80%

100%

There was another fall in the proportion of residents who said they had
access arrangements for children, down to 13% from 15% in the
previous survey, and 18% in 2016. 11% of respondents said they were
affected by the bedroom tax, falling from 13% in the previous two
surveys and 14% in 2015. 13% said that they needed to move as their
home was not suitable for them, up from 12% last year but down from
14% the year before.

How many cars (or motorbikes, vans, etc.) are there in your household?
No cars
31%

0%

20%

One
50%

40%

60%

Two
16%

80%

Three or more
3%

100%

Car ownership amongst residents fell for the first time this year, bucking
an upward trend since this question was added to STAR in 2014. 69%
of respondents said that they owned at least one vehicle, down from
74% and 70% in 2016. 19% of people who took part in the survey said
that their household owned two or more vehicles, compared with 23%
last year and 18% in 2016.
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Cars per household 2014 - 2017
100%
90%

11%

14%

18%

23%

19%

80%
70%
60%

51%

52%

52%

50%

51%

50%

Two +
One

40%

None

30%
20%

38%

34%

30%

26%

31%

2015

2016

2017

2018

10%
0%
2014

In the past, residents of social housing have been much less likely to
own a car than people living in homes of other tenures. However, in
recent years, the cost of running a vehicle has fallen in relative terms,
and the gap between the rate of car ownership in different housing
tenures has narrowed. Car parking issues are reported as the biggest
neighbourhood problem for our tenants – see the previous section.
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INDEPENDENT LIVING
Residents were asked if they, or anyone else in their home, had a longterm health problem, illness, or disability. They were also asked to what
extent the issue limited their day to day activities and whether anyone in
the home used a wheelchair or mobility scooter.
Are you, or any household member’s day to day activities limited
because of a health problem which has lasted, or is expected to last, at
least 12 months? Include any household member with a long-term
illness or disability.
Yes, limited a lot

23%
No

54%

23%
Yes, limited a little

The proportion of households with members who have long-term
illnesses or disabilities (46%) is the same as last year, although slightly
lower than in 2016 (49%). The proportion of households with a member
who uses a wheelchair has fallen to 6% from 8% in 2017 – this figure
has fluctuated between 6-10% since STAR was introduced in 2012. The
proportion of tenants who said that someone in their household uses a
mobility scooter fell slightly to 4% from 5% last year. This figure has
shown little change since its introduction in 2013, remaining between 35% each year.
Does anyone in your household use…
… a wheelchair?

6%

…a mobility scooter?

4%
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Residents were asked if their homes had been fitted with any
adaptations to make it easier to live with an illness or disability. They
were also whether they felt that they needed further changes made to
help them live in their homes.
Do you have any aids or
adaptations in your home,
such as grab rails, a stair lift
or an adapted shower?

Do you need any aids or
adaptations (that you do not
already have)?

30% of respondents to the survey said they had adaptations in their
homes. This figure is virtually unchanged (within 1%) from the previous
four annual surveys.
Of those who already have adaptations, 20% said they needed more, a
slight rise from last year (18%). 6% of the people who said they
currently did not have adaptations, said they needed them, down from
9% in 2017. Overall, 10% of respondents to the survey said that they
needed some kind of aid or adaptation. This has fallen from 12% last
year and 15% in the previous two years.
19
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THE INTERNET
Tenants were asked how they accessed the internet and what they used
the internet for.
How do you access the internet at home?
100%
80%

79%
52%

60%

48%
30%

40%

21%

20%

7%
No access to the
internet at home

Games machine,
e.g. Xbox,
Playstation

Internet-connected
TV

Handheld device,
e.g. iPad, Kindle,
tablet PC

Desktop / laptop
computer

Mobile phone

0%

The proportion of people with no home internet access has fallen
drastically since the STAR survey was introduced. In 2012, 30% of
STAR respondents said they had no access to the internet home, but
this figure has fallen year on year to less than one in fourteen (7%).
Ownership of tablet computers continues to rise, with almost half of all
respondents (48%) now saying they own a handheld device. This is up
slightly from 45% last year and has gone up every year since the
question was introduced to STAR in 2013.
30% of residents’ homes now have internet-connected TVs, again rising
year-on-year since STAR was introduced. Over a fifth (21%) have
games consoles capable of playing online games – this figure seems to
have stabilised, being the same as last year and only slightly higher than
2016 (19%), after jumping from 5% in 2014.
Just over half of tenants (52%) own a desktop or laptop computer, also a
figure that seems to have stabilised. The proportion was 51% in the last
two surveys, after falling from 61% in 2012.
Smartphones remain the dominant form of internet access, with almost
four out of five (79%) residents saying they own one, compared with
75% last year and having risen steadily from 27% in 2012.
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Do you use the internet for any of these things?
100%
80%

80%

79%

78%
58%

60%

55%

40%
21%
20%

Looking to swap your home
with another tenant
(www.homeswapper.co.uk)

Visiting the Hafod website
(www.hafod.org.uk)

Using comparison sites, e.g.
Compare the Market,
Confused

Shopping

Social networking, e.g.
Facebook, Twitter, Pinterest

Banking

0%

For the first time since STAR was introduced, the most popular choice
from the list of reasons to go online was banking. 80% of respondents
said they managed their finances online, a figure that has risen from
74% in 2017and 69% in the previous two surveys.
Almost four out of five respondents said they used the internet for social
networking (79%) and shopping (78%). Both these figures are slightly
higher than last year (77% and 73%, respectively) and have followed a
gradual upward trend since STAR was introduced in 2012.
The use of comparison sites fell slightly to 58% from 62% in 2017, but
still higher than 2016 (55%).
The Hafod website showed a sharp rise in popularity, with more than
half (55%) of our residents saying they visited the site, up from 40% in
2017.
There was a slight rise in the proportion of residents using the internet to
look for mutual exchange partners, to 21% from 19% in 2017, although
still lower than the previous year (26%) and 2013’s high of 27%,
following the introduction of the “bedroom tax”.
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Tenants were next asked for any reasons why they did not use the
internet. Note that respondents could choose multiple answers, and
some may apply even where access to the internet is available.
Among the people who answered this question (170 in total), the most
common reason for not using the internet was simply not wanting to – a
rise to 42% from 38% in 2017 and 41% the year before.
If you do not use the internet, why not?
50%

42%

41%
36%

40%

31%

30%

28%
21%

20%

18%
11%

10%
Physical disability

No free internet access
near me

Privacy and security
concerns

Equipment costs too high

Connection cost (e.g.
broadband) too high

Lack of confidence / skills

Do not have access to the
internet

Do not want to use the
internet

0%

Last year’s most common barrier to internet use was a lack of access,
but this fell to 41% from 49% last year.
A lack of confidence has remained steady at 35/36% for four years
running.
Connection costs fell to 31% from 36% in the previous two surveys,
while equipment costs stayed the same as in 2017 (28%).
Concerns about privacy and security rose markedly, to 21% from 13%
last year, although this figure was 23% in 2016.
18% of respondents to this question said there was no free internet
access near them, a big rise from last year (13%), although in 2016 it
was higher (23%). 11% quoted physical disability issues – this figure
has stayed more or less steady year on year (between 9-12%).
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The UK Government has proposed that all claims for welfare benefits
will have to be made online once the introduction of Universal Credit is
complete. This was explained in the STAR survey, followed by a
question asking tenants if they were confident that they had the
computer skills to apply for benefits online.
Are you confident you have the computer skills to apply for
benefits online?
2017
I don't
need to
claim
benefits
28%

I don't
need to
claim
benefits
33%

Not sure
10%

2018

Yes
39%

Yes
42%

Not sure
13%
No
15%

No
21%

21% of respondents said that they were not confident they had the
computer skills to apply for benefits online. This is higher than last year
(15%), although lower than the year before (27%). The proportion of
people who said they weren’t sure also rose slightly to 13% from 10% in
2017, although again lower than 2016 (17%).
39% said they were confident that they could apply for benefits online, a
drop from 42% last year, but higher than 2016 (34%).
28% of people who answered this question said they did not need to
claim benefits. However, when asked later in the questionnaire about
sources of income, 20 of these people said they were in receipt of
Housing Benefit and a further 39 said they received tax credits. These
benefits will be integrated into Universal Credit shortly.
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THE WELSH HOUSING QUALITY STANDARD
Tenants were asked how well they thought their home complied with the
eight main elements of the Welsh Housing Quality Standard.
How satisfied or dissatisfied are you that your home:

Very / Fairly Satisfied
Is in a good condition and structurally stable?

90%

Is safe & secure?

92%

Has proper heating and is fuel efficient & wellinsulated?

91%

Neither
5%

5%

4% 3%
3%

6%

Has an up-to-date kitchen?

84%

6%

10%

Has an up-to-date bathroom?

84%

6%

10%

Is well managed?

91%

Is in an attractive & safe environment?

89%

Meets the needs of you and everyone who lives
with you?

87%
0%

20%

40%

7%
7%
7%
60%

80%

3%
4%
6%

100%

Around nine out of ten Hafod residents are satisfied that their home
meets each aspect of the WHQS, with the exception of kitchens and
bathrooms, which were rated slightly less highly.
In previous surveys, fewer people have been satisfied that they have an
up to date bathroom than with any other aspect of the WHQS, but this
year’s figure of 84% is the highest it has been since the survey was
introduced.
Satisfaction with kitchens fell this year, to 84% from 88% in 2017, while
satisfaction that the home is well managed rose to its highest level (91%,
up from 89% in 2017).
Satisfaction with the other aspects of the WHQS were virtually
unchanged from last year, with no difference exceeding 1%.
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ESTATE SERVICES
Most Hafod tenants receive at least one type of estate-based service,
such as litter picking or grass cutting. Tenants of homes with communal
spaces often have shared stairwells and gardens cleaned by Hafod
contractors, while many blocks of flats have their windows cleaned. The
actual services received vary between estates. Tenants were asked to
rate their satisfaction with each individual estate service that was
provided in their area, with “Not Applicable” responses removed from the
results shown below.
How satisfied are you with the following services provided by Hafod (if
you do not receive a service in your area, please tick “Not Applicable”)?*
Very/Fairly Satisfied

Window cleaning

Neither

51%

Cleaning of indoor communal areas

Very/Fairly Dissatisfied

13%

36%

70%

Cleaning of outside communal areas

12%

64%

Litter picking

12%

59%

Grass cutting

Maintenance of planted areas
20%

25%

9%

60%
0%

24%

16%

72%

16%
40%

60%

17%

19%

24%
80%

100%

Every estate service showed a fall in satisfaction from 2017, and every
service was rated more poorly than the previous survey as well.
Overall satisfaction with estate services fell slightly, to 82% from 83%
last year, while satisfaction with the value for money demonstrated by
estate services fell to 78% from 81%. Satisfaction with the overall
appearance of the neighbourhood remained steady at 83%.
*

“Not Applicable” responses have been removed from the results.
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How satisfied or dissatisfied are you with:
Very/Fairly Satisfied

The overall estate services provided by Hafod?

Neither

Very/Fairly Dissatisfied

82%

The value for money of overall estate services
provided by Hafod?

10% 8%

78%

The overall appearance of your neighbourhood?

13% 9%

83%

0%

20%

40%

8% 9%

60%

80%

100%

Long-term trends in estate services satisfaction
Falling satisfaction with estate services prompted a service review in
2013, which recommended the introduction of a new team with specific
responsibility for managing service contracts. Satisfaction results from
the two previous STAR surveys suggested that the trend in satisfaction
rates may have reversed, with satisfaction rising to meet and begin to
exceed the levels reported in the first STAR survey in 2012. This year’s
poorer results suggest that any recovery may not be firmly established.
Very/Fairly satisfied with individual estate services, 2012-17
85%

Introduction of new
Service Contracts team

80%
75%

Grass cutting, 72%

70%

Cleaning of indoor
communal areas, 70%

65%

Cleaning of outside
communal areas, 64%

60%

Maintenance of planted
areas, 60%
Litter picking, 59%

55%

Window cleaning, 51%

50%
45%
40%
2012

2013

2014

2015

2016

2017

2018
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MONEY MATTERS
Work status and income
Tenants were asked about their work status and income, followed by a
series of quick questions about their financial circumstances.
What is your (and your partner’s) work status?
400
350

35%
30%

30%

300

25%

250

19%

200

16%

15%

Partner/Spouse

20%

Tenant

15%

150
100

10%

6%
3%

50

5%
3%

1%

5%
1%
Government supported training

Full-time education

Doing something else

Unemployed and available for work

Self-employed (full-time or part-time)

Looking after family / home

Employee in part-time job

Wholly retired from work

Permanently sick / disabled

0%
Employee in full-time job (30+hrs/wk)

0

The proportion of respondents to the survey who were in part-time
employment rose to its highest level this year (15%, up from 12%), whilst
there were falls in the proportion of people who said they were
permanently sick/disabled (19%, down from 22%) or looking after the
family/home (6%, down from 8%). Other categories of work status were
unchanged from the previous survey (within 1% of 2017 figures).
The total proportion of STAR respondents who are in work (48%), in
training or education (3%) or “doing something else” (3%) all rose by one
percentage point to their highest level since STAR was introduced in
2012. Correspondingly, the total proportion of tenants who are not
working (including retirees) is at its lowest level (46%, down from 50%
last year and 61% in 2012).
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What kinds of income do you (and your partner) receive?
Housing Benefit

46%

Earnings from employment or self-employment

43%

Child benefit

29%

Tax credits (Working, Child, Pension)

28%

Other state benefits

20%

State pension

22%

Income support

13%

Carer's allowance

10%

Pension from a former employer

9%

Universal Credit

4%

Interest from savings, etc.

1%

Other kinds of regular allowance from…
No source of income

1%
1%

Other sources, e.g. rent from a lodger

0%
0%

10%

20%

30%

40%

50%

The most common source of income for Hafod tenants continues to be
Housing Benefit, however this has fallen to its lowest level (46%, down
from 49% in 2017).
Earnings from employment remain in second place, although there was
a slight fall from the previous survey (43%, down from 45%). There was
a small rise in the proportion of households receiving Universal Credit
(up to 4% from 2%), and falls in the proportion of people claiming tax
credits (28%, down from 30%) and “other state benefits” (20%, down
from 24%). Other figures were within 1% of last year’s results.
One in ten (10%) household include someone who receives carer’s
allowance for looking after someone else – the same as last year and
virtually unchanged since STAR was introduced in 2012.
Just under half (47%) of respondents said they were wholly dependent
on state benefits, a rise from 2017 (44%), although lower than the
previous two surveys (49%).
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Which group represents you (and your partner’s) total net income from
all sources, after taking out income tax and national insurance? If
unsure, please estimate.
9%

Up to £99 per week OR Up to £5,100 per year

12%
11%

£100 - £199 per week OR £5,200 - £10,399
per year

26%
22%

£200 - £299 per week OR £10,400 - £15,599
per year

33%
31%

25%
27%

17%
16%
16%

£300 - £399 per week OR £15,600 - £20,799
per year
11%
9%
9%

£400 - £499 per week OR £20,800 - £25,999
per year

2018

4%
6%
3%

£500 - £599 per week OR £26,000 - £31,199
per year

2017

2%
1%
1%

£600 - £699 per week OR £31,200 - £36,399
per year

2016

2%
3%
2%

£700 - £999 per week OR £36,400 - £51,999
per year

0%
0%
0%

£1,000 or more per week OR £52,000 or
more per year
0%

10%

20%

30%

40%

Around one in eleven (9%) respondents said they live on less than £100
a week, down from 12% last year and the smallest proportion of Hafod
residents in this income bracket since STAR was introduced in 2012.
One in three (33%) Hafod residents have a weekly income between
£100-£200.
Just under two thirds (64%) of Hafod tenants have a net household
income of less than £300 per week, the same as last year.
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Residents were asked if they had their belongings insured and if not,
what reasons they had for not being covered.
Do you have home contents insurance?
100%

80%
53%

53%

57%

49%

51%

51%

60%

No

40%

Yes

20%

47%

47%

43%

2013

2014

2015

49%

51%

49%

2016

2017

2018

0%

Just under half of respondents (49%) said they had home contents
insurance. This is a slight fall from last year (51%), although there has
been little change in this figure since the STAR survey was introduced.
Main reasons for not having home contents insurance
200
157
150

100

50

34

30

27

Don't need / have
anything worth
insuring

Haven't got around to
it

Don't know/Not
thought about it

0
Cost/affordability

As with previous years, the main reason given by respondents for not
having insurance was the cost.
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Quick questions

Yes

No

Prefer
Not to
Say

Do you have a bank account?

95%

2%

3%

Do you have a Post Office account?

7%

90%

3%

Do you pay household bills by Direct Debit?

75%

20%

5%

Have you switched your gas and/or electricity supplier in
the last year?

23%

75%

2%

Have you used a “doorstep” lender in the last year?
(e.g. Provident or Shopacheck)

9%

89%

3%

Have you used a “pay day” lender in the last year?
(e.g. Wonga or QuickQuid)

3%

95%

2%

Do you pay weekly for a household item like a TV or
fridge? (e.g. Buy as You View or BrightHouse)

9%

89%

2%

Do you make regular savings with MoneyLine Cymru?

1%

97%

2%

Are you repaying a loan from MoneyLine Cymru?

2%

97%

2%

Do you make regular savings with a Credit Union?

6%

92%

2%

Are you repaying a loan from a Credit Union?

3%

95%

2%

Do you have savings equivalent to one month’s
outgoings?

17%

76%

8%

Do you feel in control of your finances?

72%

18%

11%

95% of respondents said that they had a bank account, a figure that has
been growing steadily since 2012 (87%) and is now at its highest level.
Post Office accounts have declined in popularity over the same period
and this year’s figure (7%) is substantially lower than in the 2012 STAR
survey (20%).
The proportion of tenants who use direct debits (75%) is also at a record
high. Fewer people said they had switched utility providers in the
previous year (23%, down from 29%). There were small rises in the use
of doorstep lenders (9%, up from 6%) and pay day loans (3%, up from
2%). There were also falls in the proportion of Hafod residents who
said they had enough savings to cover a month’s bills (17%, down from
19%) and who felt they were in control of their finances (72%, down from
75%).
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Help and advice
162 people (18% of respondents) said they had come to Hafod in the
previous year for help because financial problems had led to difficulty in
making rent payments. This is a slight rise from the two previous years
(16% in 2017, 15% the year before), to the same level as in 2015.
Those who had sought financial help from Hafod were asked if they
were satisfied with the support they had received.
How satisfied are you with the help and advice provided?

Very/Fairly
Satisfied
85%

Neither
7%

Very/Fairly
Dissatisfied
8%

85% of people who had come to Hafod for help because they were
having difficulty paying their rent were satisfied with the help and advice
they received. This is fractionally lower than last year (86%), but this
figure has barely changed since 2013.
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SERVICE COMPLAINTS
Tenants were asked if they know how to make a complaint if they were
unhappy with any of the services provided by Hafod. They were then
asked if they had reported a service complaint in the previous year, and
if they were satisfied with the way we had dealt with their complaint.
Service complaints
100%
80%

Yes
92%

60%

Yes
62%

40%
Yes
29%

20%
0%
Do you know how to make a
complaint to Hafod?

Have you made a complaint to If so, were you satisfied with the
Hafod in the last 12 months?
way we dealt with your
complaint?

Over nine out of ten (92%) tenants said they know how to make a
complaint, unchanged from last year. 29% of respondents said they had
complained about a Hafod service in the previous year, slightly higher
than in the 2017 survey (27%). Of those who had complained, 62% said
they were satisfied with the way their complaint had been addressed, a
slight fall from 2017 (64%), after rising from just over half (54%) in 2016
and 35% the year before.
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YOUR WELL-BEING
For the first time in 2018, Hafod residents were asked questions about
their personal wellbeing. The questions used were the four “ONS-4”
questions that are used by the Office for National Statistics in a wide
range of national surveys, including the Welsh Government’s National
Survey for Wales.
Respondents were asked how satisfied they were with their life, to what
extent they felt that the things they do are worthwhile, and how happy
and how anxious they felt the day before taking part in the survey. In
each case, they were asked to rate their feelings on a scale from zero to
ten, with zero meaning “not at all” and ten meaning “completely”.
National Survey for Wales
2014-15

2016-17

2017-18

Hafod
STAR 2018

10.0
8.0
6.0

7.9 7.7 7.8

7.1

8.1 8.0 7.9

7.2

7.7 7.5 7.6

6.7

4.0
2.0

4.3
2.5 2.7 2.7

0.0
Overall, how satisfied Overall, to what extent Overall, how happy did Overall, how anxious did
are you with your life
do you feel that the
you feel yesterday?
you feel yesterday?
nowadays?
things you do in your life
are worthwhile?

The average responses from Hafod residents are compared above with
the results from the three most recent National Survey for Wales reports.
It is clear that the results from Hafod customers are poorer than the
Wales average, with lower scores for life satisfaction, worthwhile
occupation and happiness, and a higher score for anxiety.
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WHAT DIFFERENCE HAS HAFOD MADE TO YOU?
Residents were given space at the end of the survey to tell us more
about their homes and their experiences of the services provided by
Hafod. A second question then asked them specifically to describe the
difference that Hafod had made to them. Over 540 respondents (59%)
replied to one or both questions and full lists of their comments are
provided in Appendix IV.
More and more people provide additional comments at the end of the
annual survey, as can be seen in the chart below:
Comment rate
70%
60%

53%

56%

58%

59%

2016

2017

2018

48%

50%
41%

43%

40%
30%
20%
10%
0%
2012

2013

2014

2015

Their comments help us to understand the very real difference we make
to people’s lives. One resident from Pencoed said:
Tell us more about your home and your experience of Hafod’s services:
"Hafod have always dealt with myself amazingly when I’ve had any
queries or any sort of problems regarding the house, rent and
neighbours."
What difference has Hafod made to you?
"Hafod have given my independence back, being a young single
mother of two young children. Hafod have also given us the
opportunity to have a house we have been able to settle in and
finally call home."
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