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Dear Pathways resident, 
Thank you to those that took part in our recent resident 
satisfaction survey undertaken by an independent market 
research company. 135 out of 250 residents took part.

The overall satisfaction score was 88%, an increase from 
the previous scores of 77% in 2020 and 71% in 2018. 
Across all areas of the survey there was an improvement 
compared to previous surveys. The satisfaction score 
demonstrates that, in the view of our residents, Pathways 
is an improving organisation.

The survey contained resident feedback recommending 
how Pathways can improve. We will be preparing an action 
plan to try and deliver those improvements. One of the 
actions will be to increase the number of local meetings 
and activities with residents.

In the meantime I would like to encourage as many 
residents as possible to attend the resident conference 
scheduled for Wednesday 5th June where you will have 
the opportunity to meet the trustees of the charity directly 
to provide feedback as well as meet residents from other 
sites in a relaxed environment. Lunch and transport will be 
provided so please do register your interest for the event 
(details on page 7).

Steve McNaughton
Chief Executive

About the Survey

Around nine out of ten residents are satisfied 
with the overall service provided by Pathways 
Housing (88%).

Overall Service

	 Very satisfied 56% 

	 Fairly satisfied 32%

	 Neither 6%

	 Fairly dissatisfied 4%

	 Very dissatisfied 2%

56%

6%
4% 2%

32%
are satisfied with the 

overall service provided by 
Pathways Housing

88%
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Residents are similarly satisfied with 
Pathways Housing’s approach to handling 
anti-social behaviour (77%).

In terms of the organised activities/events at 
their scheme, residents are the most satisfied 
with the cost of these (47%), followed by the 
variety (44%) and frequency (43%).

Residents are similarly satisfied with 
the quality of communal areas (82%).

Over eight out of ten residents with communal 
areas are satisfied that these communal areas 
are kept clean and well maintained (84%). 

Around eight out of ten residents are satisfied 
that Pathways Housing makes a positive 
contribution to their neighbourhood (78%).

Over four out of five residents are satisfied 
that they are provided with a home that is 
well maintained (84%). 

Nine out of ten residents are satisfied that 
Pathways Housing provides them with a 
home that is safe (90%).

Communal Areas and Scheme

The Neighbourhood

The Home

Upkeep of communal areas

Positive contribution to neighbourhood

Well maintained home

Quality of communal areas

Approach to handling ASB

Safe home

Cost of activities/events

Variety of activities/events

Frequency of activities/events

84%

78%

84%

90%

82%

77%

47%

44%

43%
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Residents are similarly satisfied with the 
time taken to complete their most recent 
repair after they reported it (89%).

Residents are also highly satisfied with the 
way Pathways Housing deals with repairs 
and maintenance generally (88%).

Almost nine out of ten residents that had a 
repair carried out in the last 12 months are 
satisfied with the overall repairs service 
during this period (88%). 

Repairs Service

Overall repairs service (last 12 months

Time taken to complete last repair

Repairs and maintenance

88%

Eight out of ten residents are satisfied that 
Pathways Housing listens to their views and 
acts upon them (79%).

Listens and acts upon views

79%

89%

Over four out of five residents are satisfied 
that they are kept informed about things that 
matter to them (84%).

Kept informed

84%

Six out of seven residents feel Pathways 
Housing is easy to deal with and that staff 
are friendly and approachable (86%).

Friendly and approachable staff

86%

88%

Almost nine out of ten residents agree that 
they are treated fairly and with respect by 
Pathways Housing (86%). 

Treated fairly and with respect

86%

Six out of ten residents who made a 
complaint in the last 12 months are 
satisfied with complaints handling (61%).

Complaints handling

61%

of residents had a 
repair carried out in 
the last 12 months

69%

Communications and Resident Engagement
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Some residents said they are currently 
struggling to pay their rent or service charges 
(8%) and meet the costs of household bills 
(9%), with more struggling with the costs of 
utility/fuel bills (19%). Other residents are 
worried about these different payments in the 
future (between 17% and 23%).

Six out of ten residents are satisfied with 
the energy efficiency of their home (60%).

Around one out of seven residents said they 
currently have damp or mould in their home 
(16%). Of these residents, 79% have reported 
the problem to Pathways Housing.

Wellbeing

Paying rent or service charges

8% 17%

Meeting cost of household bills

9% 23%

Meeting cost of utility/fuel bills

19% 22%

60%

16%

79%

Residents were also asked how likely they would 
be to recommend Pathways Housing to other 
people. This is a 0-10 point rating. Those who would 
recommend Pathways Housing score 9 or 10, those 
who are unsure score 7 or 8 and those who would 
not recommend them to others score 6 or below.

Two out of three residents are happy to recommend 
Pathways Housing to other people (67%). However, 
19% of residents are unsure and 14% would not 
recommend them, feeling rather more negative 
about Pathways Housing. 

The ‘Net Promoter Score’ for Pathways Housing (the 
percentage of those who would recommend Pathways 
Housing minus the percentage of those who would 
not) is +53.

  Currently struggling      Worried about the future

Recommending Pathways Housing

10
Extremely 

likely

9 7 58 6 4 3 2 1 0
Not at  

all likely

58%

8% 11% 8%
2% 5 2% 2%1%2%
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Finally, residents were asked what one thing 
Pathways Housing could improve, and 63 residents 
gave comments. 

Residents most frequently commented on 
communications and information, including 
communications in general, how they are kept 

up to date and the number of resident meetings. 
Residents would also like improvements to their 
homes and the condition of their properties, such 
as upgrading heating systems. Some residents 
commented upon the repairs service, grounds 
maintenance and customer services and contact. 

Resident Comments

Neighbourhood problems – Car 
parking, signage & garage areas 3
Positive comments – Good 
overall service 3
Customer services & contact – 
Care, empathy, support etc 2
Customer services & contact – 
Keep promises 2
Day-to-day repairs – Repairs 
service generally 2
Home improvements – New 
doors or windows 2

Communications & information – 
Communications (in general) 5
Home improvements – 
Heating system 4
Property condition – Condition 
of the property 4
Communications & information – 
Keep tenants up to date 3
Communications & information – 
More events, meetings 3
Day-to-day repairs –  
Timescales to complete repairs 3
Grounds maintenance –  
Grounds maintenance generally 3
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Pathways Housing appreciates the time everyone took to 
complete the survey for us. It is important that through your 
feedback, we understand the services that work well and 
those we know can and should be, improved. Where you 
have said that you are happy for us to, we may contact you 
to discuss your survey responses, invite you to participate in 
other feedback events or ask for more information. 

Carrying out this survey is just part of the work Pathways 
Housing does to involve you in developing services. As well 
as publishing the results of the survey, Pathways Housing 
plans to put the findings to good use by working with 
residents to further improve the services provided. 

Thank you once again to everyone who took part. 

Your Views

Publish findings 
to residents

Use findings to plan and 
improve services, e.g., 

communications, property 
condition and repairs

Involve residents 
in shaping service 

improvements

Resident Conference 2024
Wednesday 5 June 2024  |  10.30am – 3pm (latest) 
The Holiday Inn, Kensington High Street

The 2024 resident conference will be the 4th pan-London event for all of Pathways residents. 
Each year more residents attend and we would like to make this year’s event the biggest.  
We would very much like you to attend the event which will take place at:

Pathways will organise transport to and from the 
event. If you wish to make your own arrangements 
you will be or reimbursed for the travel costs.

At the meeting we will discuss the results of the resident 
survey and your views will contribute to our future 
plans. You will be able to meet the trustees, staff and 
residents from across Pathways sites in a friendly and 
welcoming atmosphere. Your feedback and ideas are 
so important to improving service delivery but we also 
want to make the day fun with a quiz, raffle and prizes!

To book your place telephone  
Domitille Francois on 07857668362  
or by email to info@yourpathways.org.uk

Once your attendance is confirmed we will discuss 
transport arrangements and dietary requirements.

Resident Satisfaction Survey 2023/24 
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