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The Year of Resilience

The past year has been a challenging one for us all – just like the year 
that preceded it. But something was different this time. In the first year 
of Covid we were simply finding ways to cope, to get things done for 
our tenants and for the Association.

In the past year that approach had taken root and become a distinct 
spirit of strength, of flexibility and adaptability. It was no longer simply 
a matter of coping with the situation. We had become resilient. 

And that is the theme of this summary report.

At times it has felt that things would 
never change, but change did come. 
Slowly we have begun to return to 
how life had been before Covid. It’s not 
all over yet but we are getting there. 
Through it all has been a determination 
to overcome these strange, unsettling 
and difficult circumstances. 

And in many ways, that’s the true 
story of the past year – for us as an 
Association and for our tenants too. 
Collectively we have dug deep and 
found new ways to work together, to 
reach out and support one another.  
To persevere. 
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Furthermore, we learned about the new issues that 
are starting to have real impact on our tenants’ lives, 
like anxiety around rising energy prices and the cost 
of living. 
From the responses and insights provided by the 
tenants we are already planning ways to respond – 
including a Tenant Conference in June 2022 –  
to provide real, practical support. 

Tenant Satisfaction Survey
Our annual Tenant Satisfaction Survey 
provided us with powerful insights into the 
quality of our services, our housing stock, 
our repair and maintenance standards. We 
also gained a deeper understanding of the 
communities we are working for, of the 
issues that concern them day to day, such as 
littering, vandalism and anti-social behaviour. 

99% 

98% 

97.5% 

Survey Key Points:

satisfaction with the  
overall service provided  
by the Association

of tenants surveyed likely to 
recommend the Association to 
family and friends

satisfaction with their 
neighbourhood as a place to live

Priority Services for Tenants are:

REPAIRS 
84%

VALUE  
FOR MONEY 

32%

LISTENING TO 
VIEWS 
22%

KEEPING  
INFORMED 

38%

QUALITY 
OF HOME 

99%

NEIGHBOURHOOD 
74%
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Priority Reasons 
Tenants Contact Us:

62.5% Repairs
24% Rent/HB 
3% Transfer/  
 Exchanges 
2% Neighbourhood
1% Gardens/  
 Communal
7.5% Other

Tenant Needs – Developing Services 
Tenants confirmed need for support/
further information in the following areas:

Increasing 
energy  
costs

Available  
support  
services

Increasing  
cost of  
living

The team 
responds 
quickly to 

any query.
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Tenant Issues, Concerns & Our Performance

1 COMPLAINTS

3% N/A

2% DISSATISFIED
1% V. DISSATISFIED

VERY SATISFIED 

71%

SATISFIED 

23%

2 ANTI-SOCIAL BEHAVIOUR

4% N/A

2% DISSATISFIED

VERY SATISFIED 

74%

SATISFIED 

20%

3 ENQUIRIES

3% N/A

1% DISSATISFIED

VERY SATISFIED 

80%

SATISFIED 

16%

1% V. DISSATISFIED

VERY 
SATISFIED 

53%
SATISFIED 

19%

N/A 

27%

4 TRANSFERS
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Not at all

Minor problem

Major problem

KeyVandalism/Graffiti 

Disruptive Children/Teenagers 

Dog Fouling 

Other Problems with Pets and Animals 

Litter/Rubbish in Street 

Religious/Racial or Other Harassment 

Noisy Neighbours 

Drunk or Rowdy Behaviour 

Drug Use or Dealing 

Abandoned or Burnt Out Vehicles 

Damage to Property 

Other Crime 

Car Parking 

Noise From Traffic 

Most respondents (92% mean average across all indicators) reported 
no problems in relation to the 14 indicators within their neighbourhood. 
However, problems were identified in relation to:

Neighbourhoods & Communities

Survey Outcomes 
Whilst the overall results of the 
Survey are positive, we need to 
maintain, review and improve 
service provision to all tenants.  
The ongoing impact of the 
pandemic is evident in some of 
the responses provided. 
• Quality of homes continues 

to top the list of priorities for 
tenants alongside Repairs  
and Maintenance. 

• Neighbourhood is now 
considered a top priority 
for tenants. As this theme 
continues with blended 
approaches to work and 
education, the Association 
must focus on providing quality 
sustainable accommodation, 
continuing to support and 
promote vibrant communities 
and responding effectively to 
neighbourhood issues. 
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Initiatives
Another way we put tenants first is 
through our engagement with external 
organisations. We work with:
• Advice NI 
• APAC 
• BCM 
• JAM Card

• Joint Scheme Inspections
• Digital Zone
• Starter Packs
• Home Safety Scheme
• Vibrant Communities
• Education
• Energy
• Supporting Tenants

Placing the voice of the tenant squarely at the centre of what we do 
was one of our founding principles. It remains just as important today. 
We are here for and because of our tenants; we need their voice to 
tell us in detail how we’re performing, responding, listening, acting. 
And how to do it all better. That’s how we are able to deliver great 
homes and services, to build and support communities and, ultimately, 
improve lives.

We moved 
last year and 
the transfer 

was very well 
handled.

Tenant Engagement
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Enhance 
Scrutiny 

Tenant Forum members: took part in joint scheme visits with ECOs 
to provide a tenant perspective. Forum members have also had 
meeting with various members of staff and contractors to outline 
any issues that tenants in their area may be experiencing resulting 
in improved services for tenants.

Tenant 
Participation 
Strategy

Tenant Forum members conducted a detailed review the Tenant 
Participation Strategy with suggestions and amendments made by 
Forum members incorporated into the Strategy.

Policy 
review

Tenant Forum members carried out detailed review of the following 
Policies with suggestions and amendments made by Forum members 
incorporated into them: Complaints Policy, Rent Arrears Policy, 
Tenant Participation Policy, Tenants’ Charter.

Newsletter The Tenants’ Forum continues to be involved in the Tenants’ 
Newsletter and to make valuable and interesting contributions.

Tenant 
Satisfaction 
Survey

Forum members took part in a review of the annual Tenant 
Satisfaction Survey in February of this year. All members were in 
agreement that the Survey included all relevant questions to allow 
for a detailed review of the services of the Association

Expenditure/
Activities

• Launch of play area at James Mews, Bangor
• Canal Street Community Garden
• The Big Lunch
• Events highlighting loneliness week
• Coffee mornings/lunches held at new developments
• Art project with Sticky fingers
• Quizzes
• Community clean-up days in partnership with Greentown 

Environmental
• Friendship benches
• Seasonal activities

Tenants’ Forum
Our Tenants’ Forum aims to encourage tenants to participate actively in what 
the Association does in order to help us improve delivery of housing services, 
property services and organisation-wide services for all.
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The past two years have had a major 
impact on many young people’s 
education. We wanted to provide some 
additional support to tenants’ children 
and in January this year we teamed up 
with Kip McGrath Tutoring to launch a 
provincewide programme, providing 
professional tutor support in essential 
skills (Maths and English) to children 
aged between 5-15 years old.

We also worked with CTS Projects to 
run a competition for tenants of primary 
and post-primary age, offering them the 
chance to win a tablet to help with the 
online challenges of home schooling. 
We were delighted to be able to provide 
16 children with a tablet. 

Winning a tablet 
was fantastic 
and has really 
helped with her 
schoolwork.

Practical Support for Schoolkids
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Money Management Course
We were able to make available a 
number of funded places for an online 
course delivered by Advice NI  designed 
to help participants with Budgeting and 
Spending; Borrowing and Savings; and 
Dealing with Debt.

Carrick Hill Court:  
Defeating Loneliness
To mark Loneliness Week this year, we 
arranged an afternoon tea for residents 
of Carrick Hill Court. After a year kept 
apart, it was great to see everyone  
socialising with each other again.

Canal St. Community Garden
Working in partnership with Inspire 
Mental Health and Wellbeing, we were 
able to transform an unused space into 
a mindfulness garden for residents –  
a number of whom got involved and 
helped with the planting!

James Mews Play Area & Clean-Ups
The play area in James Mews had 
been put on hold due to Covid but 
last summer we were finally able to 
complete the project. We also carried 
out a clean-up of the area here – as well 
as in Springmartin and Granemore Park.

Engagement in Action
What does ‘engagement’ really mean? For us, it means thinking every 
day about practical ways to support our tenants and make a difference – 
even if it’s just a small way. Here are some examples over the past year.
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Quality Assurance Inspections were 
carried out following completion of the 
works and we are pleased to note that 
96% of our tenants were satisfied  
with how the contractor completed 
the works.

In 2021-22 the Association processed 
6,500 repair orders, spending almost 
£900k on response maintenance and 
Change of Tenancy Works to meet our 
service provision to Tenants. 

Quality assurance checks were carried 
out on completed orders to ensure that 
work is carried out to the appropriate 
standard and to the satisfaction  
of Tenants.

Honouring our commitment to 
ensuring that tenants can continue 
living in their homes, we carried out 
disabled adaptation work on 43 
properties in 2021/22, quality checking 
all of the works carried out. 

Property Services
We were pleased to be able to complete the following works in 2021-22: 

170 
homes received 
external cyclical 

maintenance

135 
heating upgrades

30 
window/door 
replacements

30 
bathroom 

replacements

28 
kitchen 

replacements 

60 
homes received 
major internal & 
external works 
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When we 
needed 

repairs it was 
done very 

quickly.
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The Department has successfully 
reduced void loss through the effective 
management of allocations. The 
position on voids has significantly 
improved and back on target from 

2020-2021, where restrictions arising 
from the pandemic severely hampered 
completion of works and allocation  
of properties.

The Department has worked effectively 
to maximise rental income and 
minimise rent arrears. However, in 
the past financial year arrears were 
marginally higher than the Corporate 

target for current tenant arrears.  
The Association had current tenant 
(£176k) and past tenant (£45k) arrears 
totalling £221k.

Housing Management
Despite the constraints of the past financial year, our Housing 
Management results show an exceptional performance, working to 
sustain tenancies, allocate void properties on a timely basis, maximise 
rental income, minimise arrears and strengthen our relationship with 
our tenants. 

Target 2021-22 Actual 2021-22

Target relets within 3 weeks 80% 86%

Target relets within 4 weeks 100% 97%

Loss of revenue through voids (excluding 
major and improvement works)

0.25% 0.23%

Total number of voids 120 62

Tolerance ± 10%

Target 2021-22 Actual 2021-22

Past tenant arrears as a % or rent receivable <1% 0.62%

Current tenant arrears as a %  
or rent receivable

<6% 6.12%



We’re very 
happy in 
our new 
home.
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Looking Forward

There are significant challenges ahead of us. The aftermath of the 
Covid pandemic is clearly one of these, but of greater and more 
immediate concern is the cost of living crisis, whose effects we are 
only just starting to see. These two factors will ultimately affect us all.

In meeting these, and all the challenges 
ahead, we will continue to prioritise 
value for money from suppliers. 
Where appropriate, we will also look to 
diversify, taking on and managing more 
risk, and broadening our range  
of partnerships.

The resilience of the entire Arbour 
Housing team has helped ensure that 
2021-2022 has been a successful year. 
We remain confident that collectively we 
have the skills, experience, passion and 
commitment to continue to make the 
right decisions in the long-term interest 
of all our tenants and stakeholders.

18-22 Carleton Street 
Portadown 
Co. Armagh, BT62 3EN

T 028 3833 9795
E hello@arbourhousing.org
W arbourhousing.org

ARBOUR HOUSING

Repairs 
repairs@arbourhousing.org

Text Service 07375 341 414

Complaints 
complaints@arbourhousing.org

Newsletter 
newsletter@arbourhousing.org

Housing 
housing@arbourhousing.org
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