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1. Introduction  

Background 
This report details the results of Tai Calon’s 2021 STAR tenant satisfaction survey, delivered by ARP Research. The 
aim of the survey is to allow tenants to have their say about their home, the services they receive, and how these 
could be improved in the future.   

The survey used the HouseMark STAR methodology and was consistent with the Welsh Government’s 
requirements for collecting national tenants satisfaction performance measures.   

Throughout the report the survey data has been broken down and analysed by various categories, including by 
area and various equality groups. Where applicable the current survey results have also been compared against 
the 2020 STAR survey, including tests to check if any of the changes are statistically significant. Finally, the results 
have also been benchmarked against HouseMark’s STAR database of Welsh landlords, supplemented where 
necessary by ARP Research’s own database. 
 

About the survey 
The survey was carried out between October and December 2021. Paper self completion questionnaires were 
distributed to a one third census of 1,916 tenant households. In addition, all members of the sample with an 
email address also received email invitations and reminders, and everyone with a mobile number received up to 
two text messages. Finally, 300 follow up telephone interviews were conducted with non-respondents to ensure 
that the sample was representative of the population as whole, including by age, stock and area.  

In total 781 tenants took part in the survey, including which represented a 41% response rate (error margin +/- 
3.3). This is a 5% improvement in the response rate compared to 2020 and exceeded the stipulated STAR target 
error margin of +/- 4%. A third of the total number of responses was collected online (247). 

 

Understanding the results 
Most of the results are given as percentages, which may not always add up to 
100% because of rounding and/or multiple responses. It is also important to 
take care when considering the results for groups where the sample size is 
small. Where there are differences in the results over time, or between groups, 
these are subjected to testing to discover if these differences are statistically 

significant . This tells us that we can be confident that the differences are real 
and not likely to be down to natural variation or chance. 

For detailed information on 
the survey response rates, 
methodology, data analysis 
and benchmarking, please 
see appendix A. 
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2020  
result 

2021 
result 

81% 81%  satisfaction overall 

81% 78%  quality of home 

73% 71%  repairs & maintenance overall 

84% 81%  neighbourhood as a place to live 

N.A. 74%  value for money of service charge 

82% 84%  easy to deal with 

70% 68%  listens to views and acts on them 

63% 63%  dealing with anti-social behaviour 

N.A. 68%  having a say in service management  

83% 

82% 

78% 

84% 

70% 

82% 

71% 

63% 

59% 

65% N.A. 67%  taking part in decision making 

82% 89% 87%  safety and security of home 

83%. 80% 81%  value for money of rent 

80% 76% 81%  trust Tai Calon 

change 
over time  

Bench
mark 

2. Executive summary 

statistically  
significant  
improvement 

no statistically        
significant  
change 

statistically  
significant  
decline 
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2. Executive summary 

Overall satisfaction 
1. Overall satisfaction with Tai Calon’s services has not changed when compared to the previous survey in 

2020, with the vast majority happy with the services they received (81%) which remains broadly in line 
with the HouseMark benchmark average of 83%. On the opposite end of the scale only 11% were 
unhappy, slightly fewer than a year ago (was 13%). 

2. However, even though the overall satisfaction measure was holding firm, other core measures including 
satisfaction with the property (section 4), repairs and maintenance (section 6) and the neighbourhood 
(section 8) have all fallen by a statistically significant margin. 

3. Satisfaction amongst sheltered tenants had recovered to 88%, having dropped to 69% in 2020. 

4. A ‘key driver’ analysis is a statistical test to check which other results in the survey are best at predicting 
overall satisfaction. In descending order of strength, the two factors most closely associated with overall 
tenant satisfaction were: 

 The last completed repair (80% happy, section 6) 
 Listening to views and acting upon them (68%, section 7) 

Repairs and maintenance 
5. Satisfaction with the last completed repair was one of only two key predictors of how tenants perceive Tai 

Calon overall, far more prominent than in previous surveys (section 3). 

6. This measure had fallen significantly compared to the previous findings being a substantial 9% lower than 
it had been in 2021 (80%), reverting to around the level before the pandemic and falling below the 
benchmark median of 85% (section 6). 

7. Positive perception of the repairs and maintenance service as a whole also saw decrease from 73% in 
2020 to 71% in 2021. However, this score was still 4% higher than the pre-pandemic score of just 67%, 
even though it remained firmly in the bottom quartile of Tai Calon’s HouseMark peer group. 

8. A fifth of those who received a repair had at least one completed late, and this group were far less 
satisfied than average both overall (56%) and with their last completed repair (68%). Indeed, delays to 
repairs are probably why the last completed repair is the dominant key driver of overall satisfaction. 

Contact and communication 
9. Listening and caring has become a particularly high-profile topic during 2020/21, so it is not a surprise to 

find this was a key driver of overall satisfaction for the current sample. 

10. As such, it was pleasing to see that this rating was essentially unchanged from that achieved in 2020 (now 
68%, was 70%) but is 7% above the pre-pandemic score (section 7). 

11. Most of the survey respondents were happy that Tai Calon is ‘easy to deal with’ (84%, was 82%), which is 
a slight but not significant improvement on the 82% who responded the same way in 2020. Furthermore, 
as in 2020 more than half were ‘very happy’ (51%), whilst at the opposite end of the scale only 9% were 
actively unhappy. 
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12. Wider resident and involvement activities are more directly covered by two new Welsh Government 
tenant satisfaction questions that ask tenants to rate both the opportunities available to them to take part 
in decision making, and how much say they are given in in how services are managed. Tai Calon’s score 
compared very well to the ARP benchmark of clients in Wales being higher in both cases, with the rating 
for having a say in service management being 9-points above the median. 

The home  
13. The majority of Tai Calon’s tenants were happy with the quality of their home (78%), compared to 16% 

who were unhappy. This was down significantly compared to 2021 (was 81%) and just below the 
HouseMark average of 82%. However, it still remains higher than the score of 71% in 2019 (section 4). 

14. A greater proportion of respondents were happy with the safety and security of their home (87%) which 
despite falling from 89% in 2021, remains well above the equivalent benchmark target of 82% with Tai 
Calon appearing in the top quartile of scores. 

15. Respondents in Ebbw Fach were less happy with both the quality (79%, was 85%) and safety of their 
home (88%, was 92%), with similar falls seen in Ebbw Fawr (‘quality’ 78%, was 82%, ‘safety’ 85%, was 
89%). However, both the quality and safety were rated slightly higher in Sirhowy than they were a year 
ago (‘quality’ 75%, was 74%, ‘safety’ 86%, was 84%). 

Value for money 
16. It is good to see that the current perception of the rent value for money amongst tenants remained high, 

with 81% claiming to be happy in this regard, the majority of whom were ‘very happy’ (47%). This was the 
highest it has been since STAR surveys began in 2012 and is close to the benchmark median of 83% 
(section 5). 

17. The perception of rent value for money had improved this yea amongst the under 50s, including by 9% 
amongst 35-49 year olds (now 76%). The overall score remained fairly stable because this was matched 
by a modest fall in the rating from the over 65s, although it still remained high for that group (now 86%).  

18. Only a very small minority of the sample pay a service charge, all of them in sheltered accommodation, 
and of these three out of four were happy with it in terms of value for money (74%), which is four-points 
above the HouseMark benchmark figure. 

Neighbourhood 
19. Around four out of five were happy with their neighbourhood as a place to live (81%) which represents a 

significant decrease from the 84% that were happy in 2020 and as a consequence is now slightly lower 
than the HouseMark benchmark. However, a number of other recent ARP clients have also seen this 
rating drop in 2021 (section 8). 

20. This score was again significantly lower than average in Sirhowy (77%), which is down eight points for this 
valley compared to a year ago (was 85%). In contrast, there has been no change in Ebbw Fach (still 84%), 
but it was down slightly in Ebbw Fawr (80%, was 83%). 

21. Three out of five respondents in the sample were happy with how they felt ASB was dealt with (63%) 
which has not changed at all from 2020 and remains equal to the ARP benchmark level. Similarly, around 
one in seven were unhappy with how Tai Calon deals with anti-social behaviour (14%), very similar to 
what it was in 2020 (15%).  

2. Executive summary 
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Overall satisfaction was maintained at the same level as last 
year, bucking the sector trend where scores have fallen 

However, repairs performance was now the dominant driver of 
satisfaction, and those scores had fallen since 2020 

Tenants aged over 64 were the most satisfied, 35-49 year olds 
the least  

Satisfaction amongst sheltered tenants had recovered since 
2020  

happy with the service 
overall 

3. Services overall 

were the key drivers that best predicted  
overall satisfaction 

1. last completed repair 
2. listen and acts on views 

% 
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The effects of COVID-19 pandemic continue to be felt across the sector, which is evident from the HouseMark 
benchmark data where most measures have fallen in the last year. In this context it is pleasing there has been no 
change in overall satisfaction amongst Tai Calon’s tenants since the previous survey in 2020 with the vast majority 
happy with the services they received (81%). At the opposite end of the scale only 11% were unhappy, slightly 
fewer than a year ago (was 13%). 

When comparing Tai Calon against other Welsh landlords in HouseMark’s STAR database of post COVID surveys, 
the overall satisfaction score was reasonably close to the benchmark median of 83%. Indeed, most of the scores 
throughout the survey were within a few points of the benchmark up or down. 

However, despite the fact that the overall satisfaction measure has held firm, Tai Calon has been unable to 
entirely defy the negative effects of the pandemic on customer satisfaction for a second year in a row. This has 
resulted in related core measurements of satisfaction with the property (section 4), repairs and maintenance 
(section 6) and the neighbourhood (section 8) all having fallen by a statistically significant margin. 

Note that ‘statistically significant’ means that the statistical test used to compare scores gave a positive result, 
meaning that we can be confident that the difference was real rather than being merely down to chance. 
Differences that are not statistically significant may also be real, but we cannot say that with the same degree of 
confidence. 

The most influential demographic trait in virtually all tenant surveys is age, so it is no surprise that the most 
satisfied tenants overall were those of retirement age (89% happy). However, it is interesting that the youngest 
respondents aged under 35 were actually more happy with the services they received (77%) than the next oldest 
cohort (75% of 35-49 year olds), an increasingly common pattern often linked to the increasing scarcity of 
affordable housing for younger people. This ‘statistically significant’ pattern can be seen running throughout 
most of the survey results (table 9.11). 

3. Services overall 

  satisfied 
2021 

satisfied 
2020 

error 
margin 

bench 
mark 

Overall service     
provided by Tai Calon  81 81 +/- 

2.7  

3.1 Overall satisfaction 
% Base 780 | Excludes non respondents  

6 5  7  37  45 
83 
 

significantly  
worse (95%) 

significantly  
worse (90%) 

no significant  
difference 

significantly  
better  (90%) 

significantly  
better(95%) 

 Benchmark median  Benchmark quartile 

very  
unhappy 

fairly  
unhappy 

neither 
fairly  
happy 

very  
happy 

3rd 

72

83

64

77
74 75

81 81

60

70

80

90

100

2012 2013 2016 2017 2018 2019 2020 2021
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0.65

0.36

Last completed repair Listen and act on views

3. Services overall 

A ‘key driver’ analysis uses a 
regression test to check which 
other results in the survey are 
best at predicting overall 
satisfaction. For a more 
detailed explanation of key 
drivers please see Appendix A. 

However, when compared to the previous survey younger tenants were slightly more positive than a year ago, for 
example as previously discussed 77% of the under 35s were happy with the services overall, which is an increase 
of ten points (was 67%), a pattern which is also seen for other ratings including the home and value for money 
for rent. In contrast, those aged 65 or over matched the pattern for the sample as a whole, with lower happiness 
with the property, repairs and neighbourhood than had been the case last year. 

Most older tenants live in general needs accommodation, but for the small number of sheltered respondents it 
was very positive to note that happiness with the service overall had recovered from the low of 69% in 2020 to a 
much healthier 88% this year. This is almost certainly due to the resumption of services interrupted by lockdowns. 

As expected, there were also some differences by valley, however none varied significantly from average with the 
pattern of responses very similar to that seen in 2020. Ebbw Fawr had the greatest proportion of happy 
respondents (84%, table 3.5) which is broadly equal to a year ago (was 85%).  There was no change in how Ebbw 
Fach respondents rated services overall with 81% of this group happy, however, whilst respondents in Sirhowy 
were the least happy (79%), this was up three points compared to a year ago (was 76%).  This is an interesting 
finding that is mirrored throughout the results.  

Because age is such an important variable in all tenant surveys, the tenant profile in different areas is also 
important to consider when viewing overall satisfaction. For example, only 24% of respondents in Sirhowy are 
aged 65 or over, compared to 34% in Ebbw Fach and 32% in Ebbw Fawr, the latter also having slightly more 
respondents aged 35-49 (24%), which as previously discussed are typically the least happy age group.  

There were some significant differences at estate level, but care should be taken when interpreting some results 
by estate due to the small sample size for some, with respondents on the Cwm Estate significantly more happy 
(95%), whereas those on the Tafamaubach Estate were significantly less so (63%). 

The next step in understanding the overall perception of Tai Calon as a landlord is to consider which specific 
areas of the service contributed most to the score. The first way to do so is through statistics, which has the 
advantage of potentially identifying hidden links that respondents may not even be conscious of. 

This is achieved via a ‘key driver’ analysis - a statistical test known as a ‘regression’ that identified those ratings 
throughout the survey that were most closely associated with overall satisfaction. This test does not mean that 
these factors directly caused the overall rating, but it does highlight the combination of factors that are the best 
predictors of overall satisfaction for tenants (see chart 3.2). 

1st  2nd 

R Square = 0.988 | Note that values are not percentages but are results of the statistics test. . 
3.2 Key drivers - overall satisfaction 
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3. Services overall 

Although the questionnaire had been simplified since the last survey in 2020, the core questions still remained. 
Nevertheless, unlike in previous years, the message from the key driver analysis was also simpler, with just two 
survey questions emerging as statistically significant drivers of satisfaction.  

The strongest of these two was also the least surprising, with repairs and maintenance being the most 
challenging aspect of the services to fully recover to its pre-pandemic position. Indeed, happiness with Tai Calon’s 
performance on the last repair was the dominant key driver which echoed many other tenant surveys this year 
where repairs was the major theme. It also reflected the fact that both repairs questions were scored significantly 
lower this year than last (section 6).   

In addition, there was direct evidence in the data to quantify how delayed repairs impacted on wider perceptions 
of Ta Calon. Around a fifth of tenants that had received a repair had at least one that missed the target 
completion time, and only 70% of this group were happy with Tai Calon overall compared to 84% who got a 
repair on time and 82% amongst who received no repairs at all. In fact, this pattern was evident across most of 
the other survey ratings, showing just how much repairs delays can affect customer satisfaction.  

Repairs and maintenance has long been one of the key drivers for Tai Calon, but until this year it has been ranked 
below a variety of customer experience measures on the list of the most closely correlated predictors of overall 
satisfaction. Although the situation is now reversed, a customer experience question still appeared as the second 
and last item on the key driver list, this year being the extent to which Tai Calon listens to its tenants and acts on 
their views. This too has been a notable topic in tenant surveys since the start of the pandemic, with many 
landlords, including Tai Calon, having improved in this regard during 2020. Although Tai Calon’s score in 2021 
had fallen back slightly from its high water mark of 70%, the 68% who were happy in this regard remains well 
above the pre-pandemic level of just 61%.  

In addition to the overall satisfaction score, the pattern was quite similar for one of the Welsh Government 
mandated questions that asked whether tenants trusted the association (chart 3.3). In this case the proportion 
that agreed had improved significantly compared to a year ago (81%, was 76%) and was now slightly higher than 
one might expect compared to ARP Research’s own benchmarks, and only very few tenants actively disagreed 
(7%).  

The main distinction on this measure, like in most questions, was by age with 76% of 35-49 year olds agreeing 
compared to 87% of retirement age respondents. Similarly, it was also significantly lower for tenants that had a 
repair completed late. 

  agree 
2021 

agree 
2020 

error 
margin 

bench 
mark 

I trust Tai Calon  81 76 +/- 
2.8  

3.3 Trust  
% Base 777 | Excludes non respondents  

80 

2nd 

significantly  
worse (95%) 

significantly  
worse (90%) 

no significant  
difference 

significantly  
better  (90%) 

significantly  
better(95%) 

 Benchmark median  Benchmark quartile 

strongly 
disagree 

disagree neither agree 
agree 
strongly 

4 3  12  47  33 
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3. Services overall 

41

1313
769

2211.75

NPS 

0 1 2 3 4 5 6 7 8 9 10 

DETRACTORS PASSIVES PROMOTERS 

28 

Whilst there was no significant variation by valley, it was rated 
higher in in all three compared to 2020, being up three points in 
Ebbw Fach (80%, was 77%) and Ebbw Fawr (84%, was 81%) but up 
an impressive eight points in Sirhowy (78%, was 70%). 

By patch, this was once again significantly higher than average in 
Beauford Glncoed Lower Rassau but was down four points from the 
previous year and was one of only 2 areas where the rating had 
fallen, the other being Newtwon Gwaunhelyg (79%, was 80%). In 
contrast, every other patch has seen an improvement, especially 
Sirhowy Tredegar Town Centre (83%, up from 69%). 

In addition to the overall satisfaction scale above that is the de facto standard in the social housing sector, 
survey respondents were again asked ‘How likely would you be to recommend Tai Calon to family or friends on 
a scale of 0 to 10’ This is the Net Promoter Score (NPS) question, which is a powerful method of measuring 
customer loyalty that is used across a wide variety of different sectors. 

This was used to identify ‘promoters’ and ‘detractors’ to calculate an overall Net Promoter Score (see sidebar for 
more information). The score of 28 is a welcome improvement on the 21 reported a year ago and is now closer 
to the HouseMark median from other landlords of 35. 

As another measure of how customers generally perceive Tai Calon it is unsurprising that the NPS results follow 
a similar pattern to the overall satisfaction rating when comparing the different sub-groups with the sample, for 
example the highest NPS of 39 was amongst tenants aged 65+, compared to 13 amongst those aged 35-49 
and only slightly higher for the under 35s (19) which as table 9.11 shows were often the two groups statistically 
less positive than average with the majority of core findings.  

This question employed the Net 
Promoter methodology, which is a widely 
used tool used across many different 
business sectors to gauge customer 
loyalty and is typically measured on an 11 
point scale (0-10). Respondents who 
score 9-10 are considered to be 
Promoters, and those who score 0-6 to 
be Detractors. The Net Promoter Score 
(NPS) is the difference between the two, 
ranging from -100 to 100.  

3.4 Likely to recommend Tai Calon (Net Promoter) 
% Base 776 | Excludes non respondents.  

significantly  
worse (95%) 

significantly  
worse (90%) 

no significant  
difference 

significantly  
better  (90%) 

significantly  
better(95%)  Benchmark median  Benchmark quartile 

35 

3rd 

21 
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3. Services overall 

3.5 Services overall by valley and patch 

Significantly better than average  
(95% confidence*) 

Significantly better than average  
(90% confidence*) 

 * See appendix A for further information on statistical tests and confidence levels 

Significantly worse than average  
(95% confidence*) 

Significantly worse than average  
(90% confidence*) 

  % positive 

 Sample 
size 

Overall 
satisfaction I trust Tai Calon Net Promoter 

Score (NPS) 

Overall 781 81 81 28 

Ebbw Fach 329 81 80 30 

Ebbw Fawr 250 84 84 29 

Sirhowy 202 79 78 23 

Abertillery Cwmtillery 
Roseheyworth 

86 79 84 38 

Beauford Glyncoed Lower 
Rassau 

72 83 85 32 

Blaina Cwmcelyn 85 82 85 39 

Briery Hill Cwm Upper 
Rassau 

52 87 86 26 

Brynithel Swyffryd 
Llanhilleth Six Bells 

46 83 72 24 

Brynmawr 69 84 78 19 

Cefn Golau Peacehaven St 
James Way 

76 79 75 16 

Coed-Cae Nantyglo 
Winchestown 

43 74 74 16 

Dukestown Tafarnaubach 
Ashvale 

55 70 75 23 

Garnlydan 31 84 87 23 

Hilltop 66 86 83 35 

Newtown Gwaunhelyg 29 79 79 24 

Sirhowy Tredegar Town 
Centre 

71 85 83 31 
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Both ratings had fallen significantly since 2020 

This was true for both Ebbw Fach ans Ebbw Fawr, but 
satisfaction levels were maintained in Sirhowy 

Quality of the home was rated below the HouseMark 
benchmark, but safety and security was rated above average 

Safety and security was rated slightly below average for flats, 
but significantly higher for bungalows  

happy with safety and 
security 

happy with the quality 
of the home 

4. The home 

% 

% 
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4. The home

As previously noted, although understandable in the context of maintenance interruptions and delays over the 
COVID-19 period, satisfaction with the quality of the home had dropped from 81% in the last survey, to 78% 
this year, which was enough to reach the level of statistical significance. However, it still remains higher than the 
score of 71% in 2019, and other surveys conducted by ARP Research in recent months have demonstrated 
similar reductions. When compared against other Welsh landlords, Tai Calon remains in the fourth quartile 
compared to the HouseMark benchmark median of 82%. 

The accompanying question on safety and security of the home is a recent STAR core benchmark question, 
being very much informed by the effect of the Grenfell disaster on the social housing sector. However, it also 
encompasses a wide range of topics that touch on many aspects of physical and mental safety and wellbeing, 
such as home security, health risks, risks from anti-social behaviour etc. Whilst it is positive to find the vast 
majority of tenants were happy with the safety and security of their home (87%, only 8% unhappy), this too had 
fallen significantly compared to a year ago (was 89%) but in this case continues to compare very favourably with 
other housing providers (HouseMark median 82%).  

The answers in this section of the questionnaire were obviously given by people living in a wide variety of 
homes of different construction located in different neighbourhoods, and there were some significant 
deviations in the results by patch (but not valley) as summarised in table 4.2.  

Whilst neither rating varied significantly by valley, there were some interesting changes over time, with 
respondents in Ebbw Fach less happy with both the quality (79%, was 85%) and safety of their home (88%, was 
92%). Similar falls were also seen in Ebbw Fawr (‘quality’ 78%, was 82%, ‘safety’ 85%, was 89%). In contrast both 
the quality and safety were rated slightly higher in Sirhowy than they were a year ago (‘quality’ 75%, was 74%, 
‘safety’ 86%, was 84%). 

The quality of the home was rated significantly lower than average by respondents in Dukestown (73%, was 
75% in 2020) and has fallen in most patches compared to a year ago, but has improved in Brynithel Swyffryd 
Llanhilleth Six Bells (85%, was 77%) and Cefn Golau Peacehaven St James Way (79%, was 73%). Respondents in 
Brynithel Swyffryd Llanhilleth Six Bells were significantly less satisfied than average with the safety of their 
homes, with respondentrs in this patch far less happy that they were a year ago (76%, down from 94% in 2020). 

Unsurprisingly, satisfaction also varied significantly by property type with residents living in flats having higher 
than average levels of satisfaction with the quality of their home (83%), although slightly lower than average 
with safety and security (81%). In contrast, respondents in houses were significantly less satisfied with the quality 
of their home (76%), with those in bungalows only slightly more positive (80%) but significantly more satisfied 
with the safety and security (93%). 

As around a third of those living in flats are aged 65 or over, this will therefore 
be linked to the fact that the oldest respondents were also the happiest with 
their home (86%, down from 93%), whilst significantly lower than average for 
those aged 35-49 (74%, up from 70%) and lower still for the under 35s (70%, 
down from 75%). The pattern between the oldest and youngest was similar 
when asked about safety and security (95% and 78% respectively) although in 
terms of the latter was an improvement on the 75% who said the same in 2020. 

Benchmark data 
accompanied by the 
logo is  from HouseMark 
data, the remainder from 
ARP Research’s database. 
See Appendix A for details. 
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4. The home 

4.1 Satisfaction with the quality of the home 

significantly  
worse (95%) 

significantly  
worse (90%) 

no significant  
difference 

significantly  
better  (90%) 

significantly  
better(95%) 

 Benchmark median  Benchmark quartile 

very  
unhappy 

fairly  
unhappy 

neither 
fairly  
happy 

very  
happy 

  happy 
2021 

happy 
2020 

error 
margin 

bench 
mark 

Home is safe and 
secure 

 87 89 +/- 
2.4  

Overall quality of the 
home 

 78 81 +/- 
2.9  

82 

4th 

% Bases (descending) 777, 781 |  Excludes non respondents  

82 

Quality of home 

5 3  6  31  56 

8 8  7  37  40 

67

78
71

75 76
71

81
78

60

70

80

90

100

2012 2013 2016 2017 2018 2019 2020 2021

1st 
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4. The home 

4.2 The home by valley and patch 

Significantly better than average  
(95% confidence*) 

Significantly better than average  
(90% confidence*) 

 * See appendix A for further information on statistical tests and confidence levels 

Significantly worse than average  
(95% confidence*) 

Significantly worse than average  
(90% confidence*) 

  % positive 

 Sample 
size 

Quality of the 
home 

Safety and 
security of 

home 

Overall 781 78 87 

Ebbw Fach 329 79 88 

Ebbw Fawr 250 78 85 

Sirhowy 202 75 86 

Abertillery Cwmtillery 
Roseheyworth 

86 79 90 

Beauford Glyncoed  
Lower Rassau 

72 78 92 

Blaina Cwmcelyn 85 79 92 

Briery Hill Cwm Upper 
Rassau 

52 77 83 

Brynithel Swyffryd 
Llanhilleth Six Bells 

46 85 76 

Brynmawr 69 81 87 

Cefn Golau Peacehaven  
St James Way 

76 79 88 

Coed-Cae Nantyglo 
Winchestown 

43 72 93 

Dukestown Tafarnaubach 
Ashvale 

55 73 82 

Garnlydan 31 74 84 

Hilltop 66 83 86 

Newtown Gwaunhelyg 29 69 72 

Sirhowy Tredegar Town 
Centre 

71 73 87 
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5. Value for money 

happy rent value for 
money 

Rent value for money rating is the highest it has been in any 
survey over the last decade 

Satisfaction with value for money is also close to the 
HouseMark average 

Value for money ratings had improved amongst young 
people 

Note that only sheltered tenants pay a service charge 

happy with service 
charge value for money 

% 

% 
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5. Value for money 

Value for money questions have appeared as key drivers in previous surveys with affordability being a perennial 
concern for tenants. With continued economic uncertainty, most notably rising fuel prices, it is expected that 
affordability will come to the fore in 2022. However, at the time of the survey in late 2021 the results were still 
dominated by repairs and maintenance issues, thereby at least temporarily pushing value for money down the 
agenda.     

As such, it is good to see that the current perception of the rent value for money amongst tenants hadn’t 
changed significantly since the last survey, with 81% claiming to be happy in this regard (up 1%), the majority of 
whom were ‘very happy’ (47%). Similar to other ratings in this report this was only a few points below the level 
expected with a HouseMark benchmark median of 83% for Tai Calons’ peers, with the level the highest it has 
been since STAR surveys began in 2012. 

Older tenants were again the most satisfied with value for money, with 86% of the over 65’s satisfied, however 
this was down from 90% reported a year ago. Interestingly, the youngest age group (under 35s) also had a 
reasonably high score, having improved from 77% in 2020 to 80% in 2021. This was higher than the 76% 
amongst the next oldest cohort of 35-49 year olds, although they too had improved from 67% in 2020. This 
reflects a wider pattern seen in many other housing surveys amongst younger tenants, as they evaluate the rent 
compared to any other options for affordable housing in the area.  

Many in their first year of tenancy were aged under 35 (49%) so this goes some way to explaining why those who 
have been a tenant for less than a year were also significantly more happy than average with their rent in terms 
of value for money (98%), with this rating falling to 77% for those who have been a tenant for 11-20 years. 

As was also true for overall satisfaction, rent value for money was up 23% amongst the very small group of 
sheltered tenants in the sample (was 60%). There were also some significant differences by property type with 
respondents in bungalows the most happy (87%), whilst those in houses were significantly less so (80%). 

Like many of the other core findings, satisfaction varied by geographical area, although with a little less variation 
than for some other questions. This included a significantly lower rating from tenants in Sirhowy (78%), however 
this was an improvement on the 74% who were happy in this valley a year ago. The rating had also improved in 
Ebbw Fach (83%, was 82%) but down slightly in Ebbw Fawr (81%, was 83%).  By patch, the rent was rated 
significantly higher than average by respondents in Abertillery Cwmtillery Roseheyworth (85%). 

As expected, respondents who receive financial support in terms of housing benefit were significantly more 
happy with their rent than those who do not (86% v 78%). 

Only a very small minority of the sample pay a service charge, all of them in sheltered accommodation, and of 
these three out of four were happy with it in terms of value for money (74%). We have no previous data to 
compare it with, however it is pleasing to note that this was four-points above the target benchmark figure, with 
the association in the second quartile of its peers. At the opposite end of the scale, one in eight were unhappy 
(13%), 9% of whom were ‘very unhappy’. 
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5.1 Value for money 
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5.2 Value for money for rent by valley and patch 

Significantly better than average  
(95% confidence*) 

Significantly better than average  
(90% confidence*) 

 * See appendix A for further information on statistical tests and confidence levels 

Significantly worse than average  
(95% confidence*) 

Significantly worse than average  
(90% confidence*) 

  % positive 

 Sample 
size Rent 

Overall 781 81 

Ebbw Fach 329 83 

Ebbw Fawr 250 81 

Sirhowy 202 78 

Abertillery Cwmtillery 
Roseheyworth 

86 85 

Beauford Glyncoed  
Lower Rassau 

72 78 

Blaina Cwmcelyn 85 83 

Briery Hill Cwm Upper 
Rassau 

52 88 

Brynithel Swyffryd 
Llanhilleth Six Bells 

46 89 

Brynmawr 69 81 

Cefn Golau Peacehaven  
St James Way 

76 79 

Coed-Cae Nantyglo 
Winchestown 

43 78 

Dukestown Tafarnaubach 
Ashvale 

55 77 

Garnlydan 31 84 

Hilltop 66 81 

Newtown Gwaunhelyg 29 75 

Sirhowy Tredegar Town 
Centre 

71 79 

5. Value for money 
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Both ratings had fallen significantly, including a 9% fall in 
satisfaction with the last repair 

A fifth of those who received a repair had at least one completed 
late, and this group were far less satisfied than average 

Delays to repairs are probably why this is the dominant key 
driver of overall satisfaction 

Perception of the repairs service remains below the HouseMark 
benchmark median  

6. Repairs and maintenance 

happy with repairs and 
maintenance overall 

happy with the last 
completed repair

%

%
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6. Repairs and maintenance 
Satisfaction with the last completed repair was the strongest key driver of overall satisfaction, which is a much 
more prominent placing for the topic of repairs question 2020. This is not a surprise as significant disruption to 
repairs over the course of the pandemic, followed with the slow task of recovery, had undoubtably driven it up 
the agenda this year as it has for many other landlords. 

Another clear reason was that the rating for the last completed repair was a substantial 9% lower than it had 
been in 2021, which was by far the biggest change over time in any of the survey results. Although obviously 
disappointing, it is important to remember that the 2021 result was a historic high and achieved during an 
atypical period when lockdowns were still ongoing. Indeed, in some respects this result simply represents a return 
to the norm, which in 2019 stood at 82%, which means that Tai Calon’s score is once again below the ARP 
benchmark median of 85%. 

This significant change in perceptions of the last repair was always going to affect tenant’s rating of the repairs 
and maintenance service as a whole which also saw an, albeit smaller, decrease from 73% in 2020 to 71% in 2021. 
This also included 4% fewer that claimed to be ‘very happy’. However, this score was still 4% higher than the pre-
pandemic score of just 67%, even though it remained firmly in the bottom quartile of Tai Calon’s HouseMark 
peer group. 

Further interrogation of the data revealed a couple of factors that may help understand these changes, the first 
being that overall happiness with repairs was a little lower, although not significantly so, for 1 in 6 tenants who 
had not received any sort of repair over the last year (65%). 

More dramatically though, the overall perception was significantly lower still if respondents had received any 
recent repairs completed late (56%), compared to 75% amongst those whose repairs were all completed within 
the target time. This was the case for a fifth of all those who had recently received a repair, which equated to 16% 
of all respondents. A similar split was evident when tenants rated their last completed repair (68% and 83% 
respectively) and was even present in the headline overall rating for Tai Calon as a landlord (see section 3). 
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Taken together these findings seem to simply confirm the hypothesis that in 2021, the dominant issue for Tai 
Calon tenants was that of catching up with delayed repairs, many of which are undoubtedly still due to the 
disruptions over the various lockdown periods.   

Turning to consider how different groups of tenants viewed the repairs and maintenance service, mirroring other 
results throughout the survey findings, retirement age tenants were significantly happier than average (81% of 
those aged over 65 satisfied, compared to only 61% amongst the under 50s. The gap was also there, albeit 
slightly narrower, when rating the last completed repair (88% and 72% respectively). 

It was also a familiar pattern when analysed by valley, as Sirhowy received the lowest rating for repair overall 
(68%) but was also the only one to have not decreased over time, meaning that now none of the valleys varied 
significantly from the norm. By patch, Briery Hill Cym Upper Rassau gave the most potivie scores, including an 8% 
increase since 2020 in the proportion happy with the service overall. The lowest ratings, with under 60% to both 
questions, were from the small group that lived in Newtown Gwaunhelyg (table 6.3). 
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6.3 Repairs by valley and patch 

Significantly better than average  
(95% confidence*) 

Significantly better than average  
(90% confidence*) 

 * See appendix A for further information on statistical tests and confidence levels 

Significantly worse than average  
(95% confidence*) 

Significantly worse than average  
(90% confidence*) 

  % positive 

 Sample 
size 

Repairs and 
maintenance 

overall 

Service received 
on last repair 

Overall 781 71 80 

Ebbw Fach 329 70 80 

Ebbw Fawr 250 73 81 

Sirhowy 202 68 78 

Abertillery Cwmtillery 
Roseheyworth 

86 74 82 

Beauford Glyncoed  
Lower Rassau 

72 71 80 

Blaina Cwmcelyn 85 71 83 

Briery Hill Cwm Upper 
Rassau 

52 79 95 

Brynithel Swyffryd 
Llanhilleth Six Bells 

46 66 81 

Brynmawr 69 67 78 

Cefn Golau Peacehaven  
St James Way 

76 69 80 

Coed-Cae Nantyglo 
Winchestown 

43 68 73 

Dukestown Tafarnaubach 
Ashvale 

55 66 75 

Garnlydan 31 74 76 

Hilltop 66 77 80 

Newtown Gwaunhelyg 29 59 58 

Sirhowy Tredegar Town 
Centre 

71 69 79 

6. Repairs and maintenance 
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7. Contact and communication 

Listening to tenants views and acting upon them was one of 
only 2 key drivers of overall satisfaction 

On this measure Tai Calon’s score remained well above the 
level it was pre-pandemic 

The ‘easy to deal with’ measure of customer effort had 
increased slightly, and is now above the benchmark median 

Opportunities to take part in decision making and having a 
say in service management both rated higher than average 

felt Tai Calon listened 
and took their views 
into account

find Tai Calon easy to 
deal with

%
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7. Contact and communication 

When considering the broad relationship with customers, whether a landlord seems to listen and act upon resi-
dents’ views will always be important to how there are perceived but listening and caring has become a particu-
larly high-profile topic during 2020/21. This is also true for Tai Calon as this rating was one of only two key driv-
ers of satisfaction in this year’s survey (question 3). 

Although the 2021 results couldn’t quite match the high achieved in 2020, the fact that 68% were happy in this 
regard was still the next second highest rating Tai Calon has achieved over the last decade and is 7% above the 
level seen in 2019. 

Relatively strong ratings for this question compared to before the pandemic have also been observed in other 
STAR surveys, the common hypothesis being that actions taken over the last 18 months such as well-being calls, 
the availability of staff to field queries and concerns, as well as general communications have fostered a closer 
and more understanding relationship between the landlord and customer. However, the fact that many others 
have also seen increases in this score means that Tai Calon’s result is still slightly below the benchmark level,  

Older tenants were still generally more satisfied that they were being listened to (74% of all aged over 65), com-
pared to a consistent 62% of the under 50s.  However, when compared to the previous findings it is interesting 
that the older age group were considerably less happy than they were a year ago (was 87%), as were the under 
35s (was 67%), whereas the 35-49 year olds were actually more positive (was 74%). 

The only other finding of note from further demographic analysis was by length of tenancy, with those in their 
first or second year significantly more happy that they were listened to and had their views acted upon (both 
78%), whereas those who have been a Tai Calon tenant for 6 – 10 years were significantly less positive (53%). 

Finally, as was the case for many other questions across the survey, those tenants that received a repair that 
missed the target completion data were also significantly less satisfied than average (57%). 

Whether or not one’s landlord is easy to deal with is a relatively new inclusion on the list of core STAR survey 
questions and was a key driver of satisfaction for Tai Calon’s 2020 survey. Although it didn’t appear in the list this 
year, it could be argued that it’s replacement (listening to tenants) is still thematically similar, and it is surely still 
an influential factor. 
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7. Contact and communication 
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Rating an organisation on how easy it is to deal with them is known as a customer effort score, as it considers 
the experience in a holistic way from the perspective of the customer, rather than internal business processes. 
As such, it was positive to find most of the survey respondents were indeed happy in this regard (84%), which is 
a slight but not significant improvement on the 82% who responded the same way in 2020. Furthermore, as in 
2020 more than half were ‘very happy’ (51%), whilst at the opposite end of the scale only 9% were actively un-
happy. 

In addition, this is another core finding where Tai Calon tenants rated this broadly in line with the ARP average 
of 82%, which is positive considering this will be another question where the score is likely to be heavily impact-
ed by the disruptions caused by the ongoing Covid pandemic. 
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7. Contact and communication

As expected, age was another main differentiator, with older respondents significantly more happy than average 
(91%, was 92%), with those aged 35-49 significantly less so (78%) although it should be noted this group were 
4% happier than a year ago.  Whilst four out of five of the under 35s were happy that Tai Calon is easy to deal 
with (80%), which is just below average for the sample as a whole but is an important finding in itself as this rep-
resents an eight-point improvement amongst the youngest respondents (was 72%). 

Length of tenancy was another contributing factor in how tenants responded to this question, with 90% of those 
in their first year with Tai Calon happy that they are easy to deal with and was rated even higher by those who 
have been a tenant for 1-2 years (91%). In contrast, only 72% of respondents who have been a Tai Calon tenant 
for 6-10 years were happy with this. It was also lower (73%) for those whose repair was completed late. 

Wider resident and involvement activities are more directly covered by two new Welsh Government tenant satis-
faction questions that ask tenants to rate both the opportunities available to them to take part in decision mak-
ing, and how much say they are given in in how services are managed. 

The latter was rated higher than the former (68% v 67%), but in both cases many respondents chose the middle 
‘neither’ option, with only 10% - 12% were actively unhappy. Both were rated significantly lower than average by 
those who have been a tenant for 6 – 10 years (56% ‘opportunities’, 60% ‘say in services’). 

However, for these Tai Calon’s score compared very well to the ARP benchmark median being higher in both 
cases, with the rating for having a say in service management being 9-points above the level expected with the 
association appearing in the top quartile of ARP’s clients in Wales.  

The margin of error is the 
amount by which the quoted 
figure might vary due to 
chance. The margin gets 
smaller as the base size 
increases. When comparing 
two scores, remember that 
each has its own independent 
margin of error. 
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8. Neighbourhood  

Happiness with the neighbourhood as a place to live had 
fallen significantly since 2020, but this is a common pattern 
for other landlords this year 

This score was lower in Sirhowy than in the other two valleys 

Perceptions of how ASB is handled remained unchanged, and 
consistent with ARP benchmark 
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8. Neighbourhood 

When asked to rate their local area, around four out of five respondents were happy with their neighbourhood 
as a place to live (81%), compared to only 11% that were unhappy. This represents a significant fall from the 
84% that were happy in 2020 and as a consequence is now slightly lower than the HouseMark benchmark of 
84%, but this score is obviously highly variable between landlords and depends upon a wide range of local 
factors. In addition, a number of other recent ARP clients have also seen this rating drop in 2021.  

As expected, there was some geographical variations and was the score again significantly lower than average in 
Sirhowy (77%), which is down eight points for this valley compared to a year ago (was 85%). In contrast, there 
has been no change in Ebbw Fach (still 84%), but it was down slightly in Ebbw Fawr (80%, was 83%). 

There were also some significant differences by patch, being rated significantly higher than average in Beauford 
Glyncoed Lower Rassau (89%) as well as Blaina Cwmcelyn (86%, table 8.3) as it was in 2020. Similarly, as in the 
previous findings this was rated significantly lower than average and had fallen in Sirhowy Tredegar Town 
Centre (70%, was 76%) and Briery Hill Cwm Upper Rassau (69%, was 78%). 

Once again, older tenants had significantly higher levels of satisfaction 
(85% of those aged 65 or over were happy) however this was notably 
lower than the 90% who said the same a year ago. In contrast, the 
youngest were significantly less positive (78% amongst the under 35s) 
and was lower still amongst those aged 35 – 49 (76%) with the two 
youngest age groups slightly less positive than they were a year ago 
(was 80% and 77% respectively). 
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There were also some significant differences by property type which are invariably linked to the age profile in 
each, with those in bungalows significantly more happy than average (89%), whereas those in houses were 
significantly less so (80%). Respondents in flats were the least happy with their neighbourhood, however this 
group were slightly more positive than a year ago (78%, was 77%), whereas the rating was down 2-ponts 
amongst respondents in bungalows but down 5-points for those in houses compared to the previous findings.  

Turning in more detail to the issue of anti-social behaviour, across the sample as a whole, 63% were happy with 
how they felt ASB was dealt with, which has not changed at all from 2020 and remains equal to the ARP 
benchmark level. Similarly, around one in seven were unhappy with how Tai Calon deals with anti-social 
behaviour (14%), very similar to what it was in 2020 (15%).  

Interestingly there was no significant difference by age and was the only core rating where the pattern of 
responses was similar for the youngest and oldest respondents (Under 35s 66%, 65 or over 68%).  

There were no notable or significant differences by valley, with the rating for each barely changing from the 
previous year (table 8.3), but there was by patch with respondents in Sirhowy Tredegar Town Centre once again 
significantly less positive than average (49%), a result which is almost identical to that seen for this group in 
2020.  

There was no significant variation by the different property types, and only varied by one percentage point for 
the three main groups. 
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8.3 Neighbourhood ratings by valley and patch 

Significantly better than average 
(95% confidence*) 

Significantly better than average 
(90% confidence*) 

* See appendix A for further information on statistical tests and confidence levels 

Significantly worse than average  
(95% confidence*) 

Significantly worse than average  
(90% confidence*) 

% positive 

Sample 
size 

Neighbourhood 
as a place to live 

How ASB is dealt 
with 

Overall 781 81 63 

Ebbw Fach 329 84 64

Ebbw Fawr 250 80 64

Sirhowy 202 77 60 

Abertillery Cwmtillery 
Roseheyworth 

86 85 65

Beauford Glyncoed  
Lower Rassau 

72 89 60 

Blaina Cwmcelyn 85 86 66 

Briery Hill Cwm Upper 
Rassau 

52 69 54

Brynithel Swyffryd 
Llanhilleth Six Bells 

46 80 67

Brynmawr 69 88 59

Cefn Golau Peacehaven  
St James Way 

76 76 65

Coed-Cae Nantyglo 
Winchestown 

43 74 65

Dukestown Tafarnaubach 
Ashvale 

55 86 67

Garnlydan 31 90 67

Hilltop 66 82 75

Newtown Gwaunhelyg 29 66 58

Sirhowy Tredegar Town 
Centre 

71 70 49 

8. Neighbourhood



 31 

In addition to documenting the demographic profile of the sample, tables 9.11 to 9.12 in this section also 
display the core survey questions according to the main property and equality groups. When considering these 
tables it is important to bear in mind that some of the sub groups are small, so many observed differences may 
simply be down to chance. To help navigate these results they have been subjected to statistical tests, with those 
that can be confidently said to differ from the average score being highlighted in the tables. 

9. Respondent profile 

  Total % 

Abertillery Cwmtillery Roseheyworth 86 11.0 

Beauford Glyncoed Lower Rassau 72 9.2 

Blaina Cwmcelyn 85 10.9 

Briery Hill Cwm Upper Rassau 52 6.7 

Brynithel Swyffryd Llanhilleth Six Bells 46 5.9 

Brynmawr 69 8.8 

Cefn Golau Peacehaven St James Way 76 9.7 

Coed-Cae Nantyglo Winchestown 43 5.5 

Dukestown Tafarnaubach Ashvale 55 7.0 

Garnlydan 31 4.0 

Hilltop 66 8.5 

Newtown Gwaunhelyg 29 3.7 

Sirhowy Tredegar Town Centre 71 9.1 

9.2 Patch  
% Base 781 

9.3 Valley  

  Total %  
2021 

Ebbw Fach 329 42.1 

Ebbw Fawr 250 32.0 

Sirhowy 202 25.9 

% 
2020 

41 

31 

28 
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% Base 781 

General 
needs
96

Sheltered
4

General 
needs
97
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3
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9. Respondent profile 

2021 

2020 
9.5 Length of tenancy 

% Base 781 

  Total % 

Ashvale Estate 21 2.7 

Beaufort Estate 24 3.1 

Briery Hill Estate 5 0.6 

Brynfarm Estate 11 1.4 

Brynithel Estate 21 2.7 

Brynmawr Town Centre Estate 14 1.8 

Cefn Golau Estate 66 8.5 

Coed-Cae Estate 18 2.3 

Cwm Estate 19 2.4 

Cwmcelyn Estate 17 2.2 

Cwmtillery Estate 39 5.0 

Dukestown Estate 10 1.3 

Ffosmaen Estate 25 3.2 

Garnlydan Estate 31 4.0 

Glyncoed Estate 37 4.7 

Gurnos Estate 22 2.8 

9.4 Estate  
% Base 781 

5
13 15

18 21
28

6
12 15 18 21

28

Under 1 year 1 - 2 years 3 - 5 years 6 - 10 years 11 - 20 years 21 years and over

  Total % 

Gwaun Helyg Estate 9 1.2 

Hilltop Estate 66 8.5 

Lower Rassau 11 1.4 

Newtown Estate 20 2.6 

Roseheyworth Estate 47 6.0 

Sirhowy Estate 40 5.1 

Sixbells 5 0.6 

St James Way 10 1.3 

Swffryd Estate 20 2.6 

Tafarnaubach Estate 24 3.1 

Tredegar Town Centre Estate 31 4.0 

Twyncynghordy Estate 22 2.8 

Upper Rassau 28 3.6 

Westside/South Estate 37 4.7 

Winchestown Estate 31 4.0 
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9.7 Property type 

% Base 781  

9.8 Property size 

% Base 781  

15 19

66

15 19

67

Bungalow Flat House

15

35
49

1
14

37
48

1

1 bed 2 bed 3 bed 4 bed

9.9 Structural type 

  Total % 

Airey 8 1.0 

Arcal 6 0.8 

Bisf 8 1.0 

Cornish 72 9.2 

Eurodean 0 0.0 

Gregory 13 1.7 

Lightag 19 2.4 

No Fines 10 1.3 

  Total % 

Reema 38 4.9 

Rofton 1 0.1 

Timber framed 41 5.2 

Traditional 551 70.6 

Trusteel 6 0.8 

Unity 2 0.3 

Waites 5 0.6 

% Base 781 

2021 

2020 

Yes
47

No
53

Yes
42

No
58

9.10 Receive housing benefit 
% Base 781 

9. Respondent profile 
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9.11 Core questions by age group 
% positive 

Overall 16 - 34 35 - 49 50 - 64 65+ 

Sample size 781 138 167 233 241 

Service overall 81 77 75 81 89 

Quality of home 78 70 74 76 86 

Safety and security of home 87 78 84 85 95 

Repairs & maintenance service 71 63 59 73 81 

Neighbourhood as a place to live 81 78 76 82 85 

Rent value for money 81 80 76 81 86 

Is easy to deal with 84 80 78 83 91 

Listen to views and act upon them 68 62 62 71 74 

Dealing with anti-social behaviour 63 66 57 61 68

Taking part in decision making 67 63 64 70 70

Having a say in service management  68 64 63 70 73 

Trust Tai Calon 81 77 76 80 87

9.12 Core questions by category 
% positive 

Overall 
General 
needs 

Sheltered 

Sample size 781 757 24 

Service overall 81 81 88

Quality of home 78 78 83 

Safety and security of home 87 87 91

Repairs & maintenance service 71 70 75

Neighbourhood as a place to live 81 81 75

Rent value for money 81 81 83

Is easy to deal with 84 84 88

Listen to views and act upon them 68 68 70

Dealing with anti-social behaviour 63 63 78

Taking part in decision making 67 67 77

Having a say in service management  68 68 68

Trust Tai Calon 81 81 75

Significantly better than average 
(95% confidence*) 

Significantly better than average 
(90% confidence*) 

 * See appendix A for further information on 
statistical tests and confidence levels 

Significantly worse than average  
(95% confidence*) 

Significantly worse than average  
(90% confidence*) 

9. Respondent profile

* only 40% v. happy
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Appendix A. Methodology & data analysis 

Questionnaire 
The questionnaire was based on the HouseMark STAR survey methodology and the Welsh Government tenant 
satisfaction performance measures, with the most appropriate additional questions for Tai Calon being selected 
by them from the STAR questionnaire templates.  

The questionnaire was designed to be as clear and legible as possible to make it easy to complete, with options 
available for large print versions or completion in alternative languages. The questionnaires were printed as 
colour A4 sheets accompanied by a black and white covering letter. 

Fieldwork 
The survey was carried out between October and December 2021. Paper self completion questionnaires were 
distributed to a one third census of 1,916 tenant households. In addition, all members of the sample with an 
email address also received email invitations and reminders, and everyone with a mobile number received up to 
two text messages. Finally, 300 follow up telephone interviews were conducted with non-respondents to ensure 
that the sample was representative of the population as whole, including by age, stock and area.  

Online survey example pages: 
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Appendix A.  Methodology and data analysis 

Response rate 
In total 781 tenants took part in the survey, including which represented a 41% response rate (error margin +/- 
3.3). This is a 5% improvement in the response rate compared to 2020 and exceeded the stipulated STAR target 
error margin of +/- 4%. A third of the total number of responses was collected online (247). 

 

Data presentation 
Readers should take care when considering percentage results from some of the sub groups within the main 
sample, as the base figures may sometimes be small.  

Many results are recalculated to remove ‘no opinion’ or ‘can’t remember’ responses from the final figures, a 
technique known as ‘re-basing’. 

 

Error Margins 
Error margins for the sample overall, and for individual questions, are the amount by which a result might vary 
due to chance. The error margins in the results are quoted at the standard 95% level, and are determined by the 
sample size and the distribution of scores.  For the sake of simplicity, error margins for historic data are not 
included, but can typically be assumed to be at least as big as those for the 2021 data. When comparing two 
sets of scores, it is important to remember that error margins will apply independently to each. 

 

Tests of statistical significance 
When two sets of survey data are compared to one another (e.g. between different years, or demographic sub 
groups), the observed differences are typically tested for statistical significance. Differences that are significant 
can be said, with a high degree of confidence, to be real variations that are unlikely to be due to chance. Any 
differences that are not significant may still be real, especially when a number of different questions all 
demonstrate the same pattern, but this cannot be stated with statistical confidence and may just be due to 
chance.  

Unless otherwise stated, all statistically significant differences are reported at the 95% confidence level. Tests 
used were the Wilcoxon-Mann-Whitney test (rating scales), Fischer Exact Probability test (small samples) and the 
Pearson Chi Square test (larger samples) as appropriate for the data being examined. These calculations rely on 
a number of factors such as the base figure and the level of variance, both within and between sample groups, 
thereby taking into account more than just the simple difference between the headline percentage scores. This 
means that some results are reported as significant despite being superficially similar to others that are not. 
Conversely, some seemingly notable differences in two sets of headline scores are not enough to signal a 
significant change in the underlying pattern across all points in the scale.  
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For example:  

 Two satisfaction ratings might have the same or similar total satisfaction score, but be quite different 
when one considers the detailed results for the proportion very satisfied versus fairly satisfied.  

 There may also be a change in the proportions who were very or fairly dissatisfied, or ticked the middle 
point in the scale, which is not apparent from the headline score.  

 In rare cases there are complex changes across the scale that are difficult to categorise e.g. in a single 
question one might simultaneously observe a disappointing shift from very to fairly satisfied, at the same 
time as their being a welcome shift from very dissatisfied to neither. 

 If the results included a relatively small number of people then the error margins are bigger. This means 
that the combined error margins for the two ratings being compared might be bigger than the observed 
difference between them. 

 

Key driver analysis 

“Key driver analyses” are based on a linear regression model.  This is used to investigate the relationship 
between the overall scores and their various components. The charts illustrate the relative contribution of each 
item to the overall rating; items which do not reach statistical significance are omitted. The figures on the 
vertical axis show the standardised beta coefficients from the regression analysis, which vary in absolute size 
depending on the number of questionnaire items entered into the analysis. The quoted R Square value  shows 
how much of the observed variance is explained by the key driver model e.g. a value of 0.5 shows that the 
model explains half of the total variation in the overall score. 

 

Benchmarking 

The core STAR questions are benchmarked against the HouseMark STAR database (general needs and sheltered 
combined) Wales peer group that had submitted data over the last 2 full financial years. For the overall 
satisfaction score this included 18 organisations. HouseMark benchmark scores are supplemented for the 
remaining questions with benchmark data from ARP Research clients in Wales who have carried out surveys 
using the new Welsh Government question set. This supplementary group includes 7 organisations. 

Appendix A.  Methodology and data analysis 
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Appendix B. Example questionnaire 

Ms A B Sample     
1 Sample Street 
Sample District 
Sample Town 
AB1 2CD       

Dear [insert name] 

Your views are really important to us and the enclosed 2021 STAR survey is a 
chance to tell us what you think about the services that we provide. 

We will use the results of this survey to compare with our results last year as we 
work to improve our services. We will also review our performance against other 
landlords, but most importantly continue to use your views and feedback to develop. 

The survey is being carried out on our behalf by an independent specialist called 
ARP Research. Your answers are confidential. The information you provide will not 
be linked with your name, unless you want it to be, and will be treated and stored 
confidentially according to the General Data Protection Regulation (GDPR).  

Please complete and return the survey in the enclosed freepost envelope by          
12 November 2021. Alternatively, you can complete the survey online by entering 
the link www.taicalon.org/haveyoursay and your personal code: 999abcd             
As a thank you, the code from all completed surveys will automatically be entered 
into a free prize draw where you could win up to £150 in shopping vouchers.  

If you have any questions about this survey, or need a copy in an alternative format, 
please contact Customer Services on 0300 303 1717 or email info@taicalon.org 

Os hoffech gymryd rhan yn yr arolwg hwn drwy gyfrwng y Gymrâeg 
cysylltwch  a ni ar 0300 303 1717. 

  
If you would like to opt-out out your household from receiving this and 
any future surveys from Tai Calon please just tick the box below and 
return in the freepost envelope to pass your consent on to Tai Calon. 
All other information will remain confidential. 

Please remove my household from all Tai Calon surveys 
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Appendix B.  Example questionnaire 

Thinking about your home, how happy or unhappy are you: 

 
      

a. 
 

With the overall quality of your 
home 

     

b. 
 

That you live in a building that 
is safe and secure 

     

c. 
 

That your rent provides value 
for money 

     

d. 
 
 

That your service charges 
provide value for money 
(sheltered housing only) 

     

Very  
happy Neither 

Very  
unhappy 

H
O
M
E 

3 

Taking everything into account, how happy or unhappy are you with the service 
provided by Tai Calon? 

Very  
happy 

Fairly  
happy Neither  

Fairly  
unhappy 

Very  
unhappy  

How much do you agree or disagree with the statement “I trust Tai Calon as 
my landlord”? 

Agree 
strongly Agree Neither  Disagree 

Disagree 
strongly  

2 

1 

A 
B 
O 
U 
T     
 

U 
S 

your code: 999abcd 

post by 12 November 2021 
Prize Draw! 1x £75  1x £25 

in shopping vouchers 1x   
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Appendix B.  Example questionnaire 

7 

1 2 3 4 5 6 7 8 9 10 
          

0 
 

How likely would you be to recommend Tai Calon to family or friends on a 
scale of 0 to 10, where 0 is not at all likely and 10 is extremely likely? 

 
      

a. That we are easy to deal with 
     

b. 
 

That we listen to your views 
and acts upon them 

     

c. 
 

That we give you a say in how 
services are managed 

     

d. 
 

That we give you chances to 
take part in decision making 

     

Very  
happy Neither 

Very  
unhappy 

 
Freepost RTZK-RGZT-BSKU,  
ARP Research, PO Box 5928,  
SHEFFIELD, S35 5DN 

Thinking about your neighbourhood, how happy or unhappy are you with: 

 
      

a. 
 

Your neighbourhood as a 
place to live 

     

b. 
 

The way Tai Calon deals with 
anti-social behaviour 

     

Very  
happy Neither 

Very  
unhappy 

How happy or unhappy are you: 

5 

6 

A
R
E
A 

 
      

a. 
 
 

With the way Tai Calon 
generally deals with repairs 
and maintenance 

     

b. 
 

With the overall service you 
received on your last repair 

     

Very  
happy Neither 

Very  
unhappy 

C
O
N
T 
A
C
T  

4 How happy or unhappy are you: R
E
P
A 
I 
R
S 

Extremely  
likely 

Not at  
all likely 

999abcd 
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Appendix C. Data summary 

Please note that throughout the 
report the quoted results typically 
refer to the ‘valid’ column of the data 
summary if it appears. 
 
The ‘valid’ column contains data that 
has been rebased, normally because 
non-respondents were excluded and/
or question routing applied. 



Appendix 3. Data summary

Count % raw % valid % +'ve

Q1 Taking everything into account, how happy or unhappy are you with the 

service provided by Tai Calon? Base: 781
 1: Very happy 348 44.6 44.6 81.4
 2: Fairly happy 287 36.7 36.8
 3: Neither 58 7.4 7.4
 4: Fairly unhappy 45 5.8 5.8
 5: Very unhappy 42 5.4 5.4

N/R 1 0.1

Q2 How much do you agree or disagree with the statement 'I trust Tai 

Calon'? Base: 781
 6: Agree strongly 259 33.2 33.3 80.7
 7: Agree 368 47.1 47.4
 8: Neither 91 11.7 11.7
 9: Disagree 33 4.2 4.2
 10: Disagree strongly 26 3.3 3.3

N/R 4 0.5

Q3a With the overall quality of your home Base: 781
 11: Very happy 315 40.3 40.3 77.7
 12: Fairly happy 292 37.4 37.4
 13: Neither 56 7.2 7.2
 14: Fairly unhappy 59 7.6 7.6
 15: Very unhappy 59 7.6 7.6
 16: Doesn't apply 0 0.0

N/R 0 0.0

Q3b That you live in a building that is safe and secure Base: 781
 17: Very happy 431 55.2 55.5 86.6
 18: Fairly happy 242 31.0 31.1
 19: Neither 45 5.8 5.8
 20: Fairly unhappy 36 4.6 4.6
 21: Very unhappy 23 2.9 3.0
 22: Doesn't apply 0 0.0

N/R 4 0.5

Q3c That your rent provides value for money Base: 781
 23: Very happy 360 46.1 46.9 81.4
 24: Fairly happy 265 33.9 34.5
 25: Neither 72 9.2 9.4
 26: Fairly unhappy 35 4.5 4.6
 27: Very unhappy 36 4.6 4.7
 28: Doesn't apply 7 0.9

N/R 6 0.8

Q3d That your service charge provides value for money Base: 24
 29: Very happy 12 1.5 52.2 73.9
 30: Fairly happy 5 0.6 21.7
 31: Neither 3 0.4 13.0
 32: Fairly unhappy 1 0.1 4.3
 33: Very unhappy 2 0.3 8.7
 34: Doesn't apply 0 0.0

Representative
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Appendix 3. Data summary

Count % raw % valid % +'ve

Representative

N/R 758 97.1 4.2

Q4a With the way Tai Calon generally deals with repairs and maintenance Base: 781
 35: Very happy 307 39.3 39.8 70.5
 36: Fairly happy 237 30.3 30.7
 37: Neither 67 8.6 8.7
 38: Fairly unhappy 75 9.6 9.7
 39: Very unhappy 86 11.0 11.1

N/R 9 1.2

Q4b With the overall service you received on your last repair Base: 649
 40: Very happy 349 44.7 55.7 79.8
 41: Fairly happy 151 19.3 24.1
 42: Neither 39 5.0 6.2
 43: Fairly unhappy 34 4.4 5.4
 44: Very unhappy 54 6.9 8.6

N/R 154 19.7 3.4

Q5a Your neighbourhood as a place to live Base: 781
 45: Very happy 392 50.2 50.2 80.9
 46: Fairly happy 240 30.7 30.7
 47: Neither 63 8.1 8.1
 48: Fairly unhappy 47 6.0 6.0
 49: Very unhappy 39 5.0 5.0

N/R 0 0.0

Q5b The way Tai Calon deals with anti‐social behaviour Base: 781
 50: Very happy 233 29.8 34.5 63.1
 51: Fairly happy 193 24.7 28.6
 52: Neither 153 19.6 22.6
 53: Fairly unhappy 41 5.2 6.1
 54: Very unhappy 56 7.2 8.3

N/R 105 13.4

Q6a That we are easy to deal with Base: 781
 55: Very happy 396 50.7 51.0 83.7
 56: Fairly happy 254 32.5 32.7
 57: Neither 57 7.3 7.3
 58: Fairly unhappy 36 4.6 4.6
 59: Very unhappy 33 4.2 4.3

N/R 5 0.6

Q6b That we listen to your views and acts upon them Base: 781
 60: Very happy 306 39.2 40.1 68.4
 61: Fairly happy 216 27.7 28.3
 62: Neither 107 13.7 14.0
 63: Fairly unhappy 69 8.8 9.0
 64: Very unhappy 66 8.5 8.6

N/R 17 2.2
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Appendix 3. Data summary

Count % raw % valid % +'ve

Representative

Q6c That we give you a say in how services are managed Base: 781
 65: Very happy 295 37.8 39.7 68.2
 66: Fairly happy 212 27.1 28.5
 67: Neither 149 19.1 20.1
 68: Fairly unhappy 36 4.6 4.8
 69: Very unhappy 51 6.5 6.9

N/R 38 4.9

Q6d That we give you chances to take part in decision making Base: 781
 70: Very happy 281 36.0 38.7 67.4
 71: Fairly happy 208 26.6 28.7
 72: Neither 160 20.5 22.0
 73: Fairly unhappy 31 4.0 4.3
 74: Very unhappy 46 5.9 6.3

N/R 55 7.0

Q7 How likely would you be to recommend Tai Calon to family or friends? Base: 781
 75: 0 ‐ Not at all likely 36 4.6 4.6
 76: 1 13 1.7 1.7
 77: 2 7 0.9 0.9
 78: 3 12 1.5 1.5
 79: 4 18 2.3 2.3
 80: 5 71 9.1 9.1
 81: 6 46 5.9 5.9
 82: 7 55 7.0 7.1
 83: 8 99 12.7 12.8
 84: 9 102 13.1 13.1
 85: 10 ‐ Extremely likely 317 40.6 40.9

N/R 5 0.6

R7 Net Promoter Score (NPS) Base: 781 NPS
 86: Promoters 419 53.6 54.0 27.8
 87: Passives 154 19.7 19.8
 88: Detractors 203 26.0 26.2

N/R 5 0.6

D101 Stock Base: 781
 89: General needs 757 96.9
 90: Sheltered 24 3.1

N/R 0 0.0

D102 Patch Base: 781
 91: Abertillery Cwmtillery Roseheyworth 86 11.0
 92: Beauford Glyncoed Lower Rassau 72 9.2
 93: Blaina Cwmcelyn 85 10.9
 94: Briery Hill Cwm Upper Rassau 52 6.7
 95: Brynithel Swyffryd Llanhilleth Six Bells 46 5.9
 96: Brynmawr 69 8.8
 97: Cefn Golau Peacehaven St James Way 76 9.7
 98: Coed‐Cae Nantyglo Winchestown 43 5.5
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Appendix 3. Data summary

Count % raw % valid % +'ve

Representative

 99: Dukestown Tafarnaubach Ashvale 55 7.0
 100: Garnlydan 31 4.0
 101: Hilltop 66 8.5
 102: Newtown Gwaunhelyg 29 3.7
 103: Sirhowy Tredegar Town Centre 71 9.1

N/R 0 0.0

D103 Valley Base: 781
 104: Ebbw Fach 329 42.1
 105: Ebbw Fawr 250 32.0
 106: Sirhowy 202 25.9

N/R 0 0.0

D104 Estate Base: 781
 107: Ashvale Estate 21 2.7
 108: Beaufort Estate 24 3.1
 109: Briery Hill Estate 5 0.6
 110: Brynfarm Estate 11 1.4
 111: Brynithel Estate 21 2.7
 112: Brynmawr Town Centre Estate 14 1.8
 113: Cefn Golau Estate 66 8.5
 114: Coed‐Cae Estate 18 2.3
 115: Cwm Estate 19 2.4
 116: Cwmcelyn Estate 17 2.2
 117: Cwmtillery Estate 39 5.0
 118: Dukestown Estate 10 1.3
 119: Ffosmaen Estate 25 3.2
 120: Garnlydan Estate 31 4.0
 121: Glyncoed Estate 37 4.7
 122: Gurnos Estate 22 2.8
 123: Gwaun Helyg Estate 9 1.2
 124: Hilltop Estate 66 8.5
 125: Lower Rassau 11 1.4
 126: Newtown Estate 20 2.6
 127: Roseheyworth Estate 47 6.0
 128: Sirhowy Estate 40 5.1
 129: Sixbells 5 0.6
 130: St James Way 10 1.3
 131: Swffryd Estate 20 2.6
 132: Tafarnaubach Estate 24 3.1
 133: Tredegar Town Centre Estate 31 4.0
 134: Twyncynghordy Estate 22 2.8
 135: Upper Rassau 28 3.6
 136: Westside/South Estate 37 4.7
 137: Winchestown Estate 31 4.0

N/R 0 0.0

D105 Property Type Base: 781
 138: Bedsit 0 0.0
 139: Bungalow 118 15.1
 140: Flat 145 18.6
 141: House 518 66.3

N/R 0 0.0
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Appendix 3. Data summary

Count % raw % valid % +'ve

Representative

D106 Property size Base: 781
 142: 1 bed 117 15.0
 143: 2 bed 271 34.7
 144: 3 bed 385 49.3
 145: 4+ bed 8 1.0

N/R 0 0.0

D107 Structural Type Base: 781
 146: Airey 8 1.0
 147: Arcal 6 0.8
 148: Bisf 8 1.0
 149: Cornish 72 9.2
 150: Eurodean 0 0.0
 151: Gregory 13 1.7
 152: Lightag 19 2.4
 153: No fines 10 1.3
 154: Reema 38 4.9
 155: Rofton 1 0.1
 156: Timber framed 41 5.2
 157: Traditional 551 70.6
 158: Trusteel 6 0.8
 159: Unity 2 0.3
 160: Waites 5 0.6

N/R 1 0.1

D108 Receive Housing Benefit Base: 781
 161: Yes 326 41.7
 162: No 455 58.3

N/R 0 0.0

D109 Length of tenancy Base: 781
 163: Under 1 year 41 5.2
 164: 1 ‐ 2 years 104 13.3
 165: 3 ‐ 5 years 115 14.7
 166: 6 ‐ 10 years 144 18.4
 167: 11 ‐ 20 years 160 20.5
 168: 21 years and over 217 27.8

N/R 0 0.0

D110 Main Tenant Age Group Base: 781
 169: 16 ‐ 24 years 8 1.0
 170: 25 ‐ 34 years 130 16.6
 171: 35 ‐ 44 years 118 15.1
 172: 45 ‐ 54 years 136 17.4
 173: 55 ‐ 59 years 79 10.1
 174: 60 ‐ 64 years 67 8.6
 175: 65 ‐ 74 years 129 16.5
 176: 75 ‐ 84 years 84 10.8
 177: 85 years and over 28 3.6

N/R 2 0.3
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Appendix 3. Data summary

Count % raw % valid % +'ve

Representative

D111 Main Tenant Age Group [simple] Base: 781
 178: 16‐34 138 17.7
 179: 35‐49 167 21.4
 180: 50‐64 233 29.8
 181: 65+ 241 30.9

N/R 2 0.3

D112 Ethnic background Base: 781
 182: British 629 80.5
 183: Irish 1 0.1
 184: Other White background 7 0.9
 185: White & Black Caribbean 0 0.0
 186: White & Black African 0 0.0
 187: White & Asian 0 0.0
 188: Other Mixed background 0 0.0
 189: Indian 0 0.0
 190: Pakistani 0 0.0
 191: Bangladeshi 0 0.0
 192: Chinese 0 0.0
 193: Other Asian background 1 0.1
 194: Black British 0 0.0
 195: African 1 0.1
 196: Caribbean 0 0.0
 197: Other Black background 1 0.1
 198: Other ethnic group 0 0.0
 199: Prefer not to say 16 2.0

N/R 125 16.0

D113 Ethnic background [simple] Base: 781
 200: White British 629 80.5
 201: BME 11 1.4

N/R 141 18.1

D114 Received wellbeing call Base: 781
 202: Yes 242 31.0
 203: No 539 69.0

N/R 0 0.0

D115 Received a repair in last 12 months Base: 781
 204: Yes 649 83.1
 205: No 132 16.9

N/R 0 0.0

D116 Number of repairs received in last 12 months Base: 781
 206: None 132 16.9
 207: 1 ‐ 2 321 41.1
 208: 3 ‐ 4 180 23.0
 209: 5 ‐ 6 75 9.6
 210: 7 or more 73 9.3

N/R 0 0.0
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Appendix 3. Data summary

Count % raw % valid % +'ve

Representative

D117 Had at least 1 late repair Base: 781
 211: Yes 127 16.3 19.6
 212: No 522 66.8 80.4

N/R 132 16.9

48



 49 

this page is intentionally left blank 



(t) 0844 272 6004

(w) www.arp-research.co.uk

ARP Research Ltd 

1 Dickenson Court, Sheffield, S35 2ZS 

Registered in England and Wales, No. 07342249.


	1. Introduction
	2. Executive summary
	3. Services overall
	4. The home
	5. Value for money
	6. Repairs and maintenance
	7. Contact and communication
	8. Neighbourhood
	9. Respondent profile
	Appendix A. Methodology & data analysis
	Appendix B. Example questionnaire
	Appendix C. Data summary


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.6
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.00000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.40
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 100
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 100
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 600
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 858.614]
>> setpagedevice




