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Overview

Overview  Dashboard Analysis  Analysis Trend  Sentiment Analysis & Comments Raw Data  Aleris Document Archive

Cross Table tool Form (for viewing respondent details & Adding Actions) Form (for viewing alerts) Sentiment Pop Up Question Set

Wiitten Report The landing page gives the contact
details for your Client Manager and
one of two routes to access content.

Sample Size Calculator +  View Survey Support @1 You can navigate to each section

ACU i ty I A using the top menu in words, or the

icons at the bottom of the screen,;
each icon will reveal a description of

TSM Dashboard its contents when you hover over it:
Simplifying Insights and Action

‘Your dashboard is designed to provide quick access to key insights, resident feedback
and performance trends. With tools to analyse data, view comments and track i N
actions, you will have everything you need to stay informed and make impactful Denise Raine
decisions. For help, to request new users, or if you have any queries, please raise a

support request, alternatively you can email your client manager. =4 denise.raine@arap.co.uk

Acuity Client Manager

Main

Dashboard
View overall scores, trends
& visual charts to frack
performance at a glance.

e —

Click to Enter

Explore the powerful tools designed to help yo
Hover over any icon to learn ab

il
[

Main Features

Explore the powerful tools designed to help you understand your residents and deliver better outcomes.
Howver over any icon to learn about its features, and click for more details. Or you can enter the

Dashboard from the
- beginning by using:
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B Sample Size Calculator & Support § 4

Written Report

A sample
Sample Size Calculator +  View Survey ‘ size calculator

Acuity. 7.

TSM DaSh board \ i W survey Link © Support 4 §
Simplifying Insights and Action — ol
Your dashboard is designed to provide quick access to key insights, resident feedback MMQQ h Aview Of yOU rsu rvey

and performance trends. With tools to analyse data, view comments and track i N
actions, you will have everything you need to stay informed and make impactful Denise Raine
decisions. For help, to request new users, or if you have any queries, please raise a

support request, alternatively you can email your client manager. =4 denise.raine@arap.co.uk

Click to Enter

Customer Support 4

Acuity/: A form to request
support from our
Helpdesk

Main Features

Customer Support Request

Explore the powerful tools designed to help you understand your residents and deliver better outcomes.
Howver over any icon to learn about its features, and click for more details.

Always use the back arrow © to go back,
not the arrows on your browser bar




Dashboard
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ACUitY.’;‘_ TSM Dashboard

T Annual Target Fully Interviewed \/ Partially Interviewed MNew Alerfs A
300 38 0 18
Overall Satisfaction

T0%

Correlation
64%
Dissatisfaction 82%
o1 2 Q3 Q4 Q1 Q2 B Satisfied © Neither W Dissatisfied
2024/25 2024/25 2024125 2024125 202526 2025/26

& Well Maintained Home 58%
|

Safe Home 54%

-’ Repairs Last 12 Months BT%

A IJ_ ’

Time Taken Repairs 53%

=

Tenant Satisfaction

Analyse Section ~

Measures ]
. POl Listens & Acts 56%

Pl e—

H Communal Areas 55% Kept Informed 65%
| I
Neighbourhood Contribution  58% Fairly & with Respect 49%
|
Approach to ASB 34% Complaints Handling 15%

Q |

The index list on the left will display to reflect

the elements within your survey

The top left-hand corner displays a dropdown

box, use this to select the period(s) you would
like to display. If available in your survey,
other filter options may display here also:

Period
[ELLE &

Eheck all Unshack =
D Ho selesiion 4TSM Dashboard

QZ 2025/26 Annual Target Fully Interviewed
O a1 202528 300 38

0 a4 2024i25

O qs 202425 Jverall Satisfaction

0 a2 202425 w| 0%

Clicking on this icon will display your survey
question set
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Q22025125 ¢ This is the dashboard front page and index. You can
navigate to the various sections using the index arrows on
. the left, and wherever you see: Analyse Section ~*
Acu ||:y/-, TSM Dashboard
e
T Annual Target Fully Interviewed \/ Partially Interviewed MNew Alerfs A
300 38 0 18
OT;ﬁerall Satisfaction Several charts also have a Further Analysis ~
option which allows you to drill down further:
Correlation
/ﬁ\ Keeping Properties in Good Repair & Maint: g Building Safety
64%
Dissatisfaction 82%
o1 2 Q3 Q4 Q1 Q2 B Satisfied © Neither W Dissatisfied
2024(25 2024/25 2024125 2024125 2025726 202526
Tenant Satisfaction
Measures
& Well Maintained Home 58% - . Listens & Acts 56%
—— 'l e—
Safe Home 54% H Communal Areas 55% Kept Informed 65%
| I
ﬁﬂsplim A
% Repairs Last 12 Months 57% Neighbourhood Contribution  58% Fairly & with Respect 49% Repairs in past 42 montha? -
Time Taken Repairs 53% Approach to ASB 34% Q Complaints Handling 15% o . - . '
| i o




Dashboard

The base size at the top displays the number
of respondents to the Overall Satisfaction

question.

/
ﬁ Overall Satisfaction

This Correlation page shows the strength
and direction of the relationship between
: ) Overall Satisfaction and the other measures
BaseSize ‘/ Correlation 4§ within the survey.
105 Analysis
i G ’
= ] Ll
31% 3%
. . 129 129 125 Neighbourhood Contribution 0.66
. . o . . - - Communal Areas 0.16
B Satisfied 0 Neither W Dissatisfied Very Fairly Meither Fairly Very
satisfied safisfied dissatisfied dissaiisfied 5 )
Complaints Handling 0.15
Listens & Acts 0.07
T0%

Well Maintained Home 0.06

Repairs Last 12 Months 0.06

Approach to ASB Hovering over the points on any of the
dr— ] e — graphs in the dashboard will show the
.. score and base size.
63% 63% Kept Informed -0.03
62% 2% . )
o1 Fairly & with Respect -0.05
Q1 Q2 Q3 Q4 Q1 Q2 Easy to Deal With -0.06
2024125 2024/25 2024125 2024725 2025/26 2025126

Time Taken Repairs -0.09




Dashboard

The line chart plots satisfaction with each
measure over time.

A

80%
® Crverall Satisfaction
® Well Maintained Home
Safe Home
& Quslity of Home
T%

® Communal Areas

® Repairs Last 12 Months
Time Taken Repairs
Crverall Repairs

# Meighbourhood Contribution 80%
Approach to ASB
MNeighbourhood Place to Live

@ Listens & Acts
Fairly & with Respect

@ Kept Informed A%

@ Easy to Deal With

@& Complaints Handling
VFM Rent
WFM Service Charge
MPS {Promotors)

40%

30%

20%
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oy facies
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Meighbourhood Place to Live

Kept Informed
Overall Satisfaction
Quality of Home
Easy to Deal With

Well Maintsined Home

MPS (Promotors)
Meighbourhood Contribution

Repairs Last 12 Months

Liztens & Acts
Communal Areas
Safe Home

Crverall Repairs
Time Taken Repairs
Fairly & with Respect
WFM Rent

WM Service Charge
Approach to ASB

Complainis Handling . 15%

Selected period combined satisfaction score

n
-
&

83%

65%

3%

58%

58%

DE%

53%

DE%

&
*

1%

34%

The bar chart shows each of the measures,
ranked from the highest scoring to lowest.

A All scores over time - Satisfaction .l:'

The line chart is interactive, and you can turn
the lines for each measure on and off by
clicking on the legend.



Dashboard

. . . Dissatisfaction over time is shown in the
Dissatisfaction same way as Satisfaction.

Similarly, you can click any of the lines

(A . . ) . :
/ﬁ\ All scores over time - Dissatisfaction on the chart and different measures on
and off via the legend.

@ Cwerall Satisfaction

® Well Maintained Home Approach to ASE 50%
Safe Home
& Quality of Home B0% VFM Rent 20%
® Communal Areas VEM Semics Ch 205
# Repairs Last 12 Months srice Lnarge -
Time Taken Repsirs ) The bar chart shows the highest level of
X - Listens & Acts 25% . . .
Guerall Repairs o dissatisfaction to the lowest.
@ Meighbourhood Confribution Safe Home 3506
Approach to ASB
Meighbourhood Flacs to Live Fairly & with Respect 340
@ Listens & Acts 0% . .
Fairly & with Respect Time Taken Repairs 32%
. zm nfcll:lmeiv . MNeighbourhood Contribution - 5%
® Easy to Deal Wit
# Complaints Handling 0% Wl Maintsined Home - 25%
VFM Rent
WVFM Service Charge Orvzrall Repairs 2T%
MPE {Detractors) -
405 i Owverall Satisfaction - 25%

.-_/-"-‘-\1——‘-'-‘-'—.__.-‘-—-‘-——- Kept Informed - 2304
0% = —— cuaity of Home. [N 2%
——— ——

t______-———-———-______ Meighbourhood Place to Live 21%
L 3 .
Easy to Deal With - 21%
20%
e Repairs Last 12 Months - 209
Communal Areas - 17%
10% N
@1 Qz Qz Q4 Q1 Qz MPS (Detractors) 13%
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Selected period combined dissatisfaction scors
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Dashboard

K/ﬁ\ Net Promoter Score

39%

Promotors

B60%
50%
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30%

Q1 2
2024/25 202425

28%
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4

33%
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Q3
2024/25

Qi1 Z
2024/25 2025/26 2025/26

45

10 - Very likely

2 12%

8

7 I o%

s Il 10

5 ] s
s Wox
3 e
2 | 1%
1 4%

0 - Not very likely at all | 1%

19%

Should your survey include additional
non-TSM questions, you will be able
to access these on the main
dashboard page by clicking into the
relevant section.

Net Promoter Score, Cost of Living &
Damp sections are given as
examples in this Guide.

This page gives an example for NPS,
or Net Promoter Score, which
categories responses into Promoters
(9-10), Passives (7-8) and Detractors
(0-6). This page shows scores for
each segment over time and current
volumes per score

The overall Net Promoter Score is

calculated using the following formula:

% Promoters - % Detractors = NPS

i) '

o¢



Dashboard

Cost of Living results are shown for the
current period, and over time.

20%
3%
17%
Slightly Not at all Prefer not to say \ery concerned
concermned concemned
Overall Satisfaction by Cost of Living Overall Satisfaction is also correlated
W s with the level of concern regarding the
Not at all concerned e Slightly concerned e Very concemed Cost of |_|V|ng
50% i
40%
30%
20%
12% e, @f __@ 12% =,
10% Not at all Slightty Very concerned
Q1 2z Q3 Q4 31_ concemed concemed
2024125 2024/25 2024/25 2024125 2025/26 2025/26




Dashboard

Responses regarding Damp and Mould
are shown as currently impacts, over

Damp

)
Damp & Mould /..

time as well as whether current issues
have been reported

A

Suffering from Damp & Mould over time

. ——@—0—0—9%

G

&

5%

403

0% 25% 2“*
Currently Suffer from Damp & Mould @ @ ! 24?‘] @ oz

2024125 202425 2024/25 2024125 2025268 2025/26

Finally, Benchmarking is coming to

dashboards soon — watch this space!

Reported Damp & Mould

26%

T5%

14%

fes Mo
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55%
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54%
45%
60%
55%
50% *
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55%

Analysis

The analysis section allows users to view the results by the various
characteristics provided in your data file — for example, tenancy length,
age and gender. The period(s) you would like to include in the tables can

be selected in the top left corner.

-
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Tenancy Length

ﬁcuity,/;._ Analysis
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Click to view Trend A/

Overall Satisfaction

Well Maintained Home

Quality of Home
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Time Taken Repairs
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Using Click to view Trend ~” on any table will display the
same data in graph format; this can also be directly accessed
via ‘Analysis Trend’ on the main index.
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Analysis Trend

6@&1-‘ Selection

Overall Satisfaction

Tenancy Length e

100%

90%

80%

T0%

60%

50%

ACUlty," Analysis Trend

a1
2024125

Q2
2024125

® All Residents
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® Leaseholder

(ACUitY/': Analysis Trend

Ciick to view table 5
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100%
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Similarly to the analysis section, the analysis trend pages allow users to view trends
over time by the characteristics provided in your data file — for example, tenancy
length, age and gender. The question you would like to view the trend data for can

be selected in the top left corner.

/

(4
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Provides an introduction to sentiment, including the
scoring and how the model was designed.

This is the main page for overall scores for each
question and a place to view residents’ comments.

Period Question Filter Subcategory
No selection < No selection < No selection < Update

Groups sentiment subcategories (service type, e.g.

Explore your Categorisation Model :- responsive repairs) into categories (service areas, e.g.

Sentiment 2 . L ) . property services).
Analysis e
7 o X Here there is a list of all the attributes and the number of
.3 SR Attributes e comments linked to each of them, with a full summary of
[ JRa 07 gk how we created the attributes in the model.
o | -0 .

- : vee Provides a deeper breakdown of attributes by
IR TR J subcategory, question.

.
» @
.

T’fﬁ‘ ) .
T i ..:. . : .:.... 5 ° .
el VANRORI Trends
°. - '. ‘;-' % o . @9 .'

S Beuity/z

intelligence. insight. improvement.

You can find trends graphs for attributes, categories and

other themes.

View how many comments have been mentioned in
each area from highest to lowest (a key place to look
when deciding where to focus attention first).

%s

comment Volumes sssee

..

Where you can find any additional questions not

Additional Questions B included in our standard sentiment suite.




Sentiment Analysis & Comments

Introduction

Za\ X .
g . Acuity.s.
Resident Sentiment Index (RSI)

At Acuity, our mission is to turn resident feedback into powerful insights that drive real service improvements. With 27 years of experience in capturing and analysing housing data, we have developed a robust Thls page prOVIdeS an

sector-specific sentiment categorisation model - one that reflects the true complexity and nuance of social housing resident feedback. g a 3
introduction to our Sentiment

Our new model is built on a refined category frame, the result of a year-long deep dive into decades of resident commentary. This framework now includes 10 categories, 61 subcategeries, and 17 cross-cutting .

attributes, ensuring that every theme and driver of resident sentiment is represented. It should be noted that not every sub category will have attributes (e.g. property condition, neighbourhoods). AnaIyS|S mOd el a nd th e

To analyse resident feedback at scale, we harness the power of Forsta's deep leaming sentiment engine. Resident comments are automatically scored on a five-point scale (-5, -3, 0, +3, +5), providing a clear, RGSldent Sentl ment I n deX
consistent measure of sentiment for each area of service. This goes beyond traditional satisfaction metrics - helping landlords not only see what residents think. but also understand why they feel that way. .

The foundation of our analysis is the Resident Sentiment Index (RSI) Framework. This innovative approach measures resident sentiment across key open-ended questions within TSMs (in England) and STAR

surveys (in Wales and Ireland). RS| provides ThIS IﬂClUdeS a Summary Of
* An overall sentiment score for your organisation and each service area o hOW the mOdel Was deSlg ned

+ Detailed breakdowns by category, subcategory, and attribute -highlighting what drives 1 or dissati 1

* Automated. regulator-ready reporting designed to support both compliance and real service improvement g o o
and built, along with details on

Our RSI framework also lays the groundwork for benchmarking. Later this year, organisations will be able to compare their results against sector peers - empowering you to track trends, celebrate strengths, and SCO r| ng

PO

identify opportunities for targeted improvement.

We are proud to offer a standardised, regulator-aligned approach to senfiment analysis that helps you move from data to meaningful decisions - reducing complaints, increasing resident engagement, and
supporting best practice in social housing

/ Goes Beyond Data-Driven Benchmarking &
Ben efits - Satisfaction Scores Decision Making Trend Analysis

Traditional surveys tell you what residents Prioritise service improvements based on Standardised questions allow landlords to
rate but not why they feel that way. The real residents’ experiences, not just broad compare resident sentiment across

Index fills this gap in understanding and safisfaclion scores. different service areas and against sector
uncovers both satisfaction and peers while monitoring frends over time.
dissatisfaction drivers.

If you have any further questions about the model, please get in touch via the Helpdesk.




You can filter by period

(month, quarter, year). Click here to view

Overview of RSI Scores 3
comments from all

questions.

$ Period Question Filter Subcategory

L]
o Noselection < No selection < Mo selection <

Organisational Lev| S EERREEIE

The Organisational Level RSI o
-1.71 service areas. Based on open-e
performance across the key ared - -
score. Organisational Level RSI
) The Organisational Level RS| offers a single, headline metric that captures the overall emotional tone of resident feedback across all key oo |
Positive . . = : q _ o ® -
-1. service areas. Based on open-ended survey responses, it reflects how positively or negatively residents feel about the organisations

55% . .
Unwelghted base:616 Overall Satisfactio

Weighted respondents: 341

- ° . o
performance across the key areas. [f your organisation does not ask all 7 questions, you are unable to benchmark your organisational RSI View commentso""." 0
., o Click the arrow

score. A0

Please describe your speci 2 - . 0 c
Satisfaction Scores D on the individual

Overall Satisfaction csscs . .
The Home & Com Please describe your specific experiences that have shaped your view of your landlords service. 62% .. q ue St|0 n to view
Share your views on the s3 those SpeCiﬁC

The Home & Communal Areas H (I
Share your views on the safety and maintenance of your home and the cleanliness and o o o comme ntS .
maintenance of any communal areas. 57% 55% 955%

Rolling over the graph will
show you the percentage
breakdown and
respondent numbers for
each. You can also click to

view the comments from
: : R SR Here are the

each coloured segment . ' '
g " 5% 66% 50% : satisfaction
00000000000 Scoresfor
questions in the
Here, you can see how area.
the sentiment question !
. Complaints
IS WO rded . ’ Please describe your experience of how complaints are handled. ®
(J



Period ‘Question Fitter ‘Subcategory

No selection S Noselection S Noselection s Update

Organisational Level RSI

‘The Organisational Level RSI offers a single, headiine metric that captures the overall emotional tone of resident feedback across all key

service areas. Based on open-ended survey responses, it reflects how positively or negatively residents feel about the organisations -

performance across the key areas. If your organisation does not ask all 7 questions, you are unable to benchmark your organisational RS View Comments ¢

. . Satisfaction Scores
Overall Satisfaction
Please describe your specific experiences that have shaped your view of your landlords service. (73

All Comments

The Home & Communal Areas “ e 5
J
Share your views on the safety and maintenance of your home and the cleaniiness and o reer mro
maintenance of any communal areas 57% 55% 55% e
. Sentiment
::e' a Permission  Overall z“‘“‘e"‘ Homeicommunal <2~ Reen Sentiment (S::"f”"" " Score -
View & Add ded  poigg  Response 2-Follow  Safisfaction oo areas safe or omes opars Score - rvice am Customer
Action Date Overall e o Communal, Comments d Communication .
up Comments  well maintained Repairs Service and
Status satisfaction safe, Wel Comments i
Communication

Maintained

Customer Service & Communication A
Describe your experience with the customer service and communications you receive. 55% 66% 50%

Compl
Please describe your experience of how complaints are handled.

Options .‘

Select variables

Sentiment
Score -

When they come mmunicalioll Customer Complaints e Full Screen
out to do the i
Service and
bathroom, its a omments Export to Excel

Takes ages fo Communication
false economy,

Clicking the ‘view comments’ arrow will come e

eninel improve with the cated 15 repairs in and a
¢ g repairs, | have year later you're Housi

display this page where you can scroll - S ™ w meeen s e B R B erisi
through all residents’ comments and
responses. ey

repair with no
g you because it Housi

Listen

Hovering over the
table will show the
‘Options’ button in Neigh

the top right corner,
allowing you to
export comments to
Excel.

Clicking the ‘view and add’ button on a particular

comment will allow you to view all comments from
that particular respondent and add actions if needed:

please see the actions page.




Period

Question Filter

‘Subcategory.

No selection S Noselection <

tional Level RSI

ional Level RS offers a single, headline metric that captures the overall emotional tone of resident feedback across all key
service areas. Based on open-ended survey responses, it reflects how positively or negatively residents feel about the organisations
performance across the key areas. If your organisation does not ask all 7 questions, you are unable to benchmark your organisational RSI
score.

View Comments

Satisfaction Scores
62%

Overall Satisfaction
Please describe your specific experiences that have shaped your view of your landlords service.

Share your views on the safety and maintenance of your home and the cleanliness and o o o
maintenance of any communal areas. 57% 55% 55%

Neighbourhood Contribution

Share your views on your landiord's contribution to your neighbourhood.

1 1
1 1
1 1
1 1
The Home & Communal Areas | A e 5 |
| |
| |
: :
57
I “ I

9 & 9

55% 66% 50%

Customer Service & Communication
Describe your experience with the customer service and communications you receive.

Complaints
Please describe your experience of how complaints are handled.

Froperty Conditon - General
Gondiion

progerty

Test Name.
mamenanca 8 Lance2s
8 524

Fropsze

e
senices. : Service & Contact - Satisfaction

Im reslly
pleszaduitn
he house.

You can type specific words into the search ba
understand if they have been used within any

comment. You can then review these with the word /
phrase highlighted.

wod Question Filter

10 selection z

Subcategary

No selection z No selection T Update

When you click the
arrow alongside one

of the sentiment
questions, it will

bt y . . Housing Senices - Customer open this page
| 2024 Senvice & Contact - Other
Here you can view
. Q2 01-07- . Wery penuinety . _ _ Test Name ~
| | 202528 2023 es = satisfied inter=sted in Unestzgerized Comments 511 Lendatt
e et a e comments
for that specific
| a 01-07- Yes Ves airly come in, n._y 5 upe_m Services - Responsive Test Name —— p
202526 2023 satisfied are friendly in Repairs - Worker Conduct
question
They are ok on
Qz 01-07- el P 2rty Ser - R e Test Na
202526 2023 satisfied oeneraliv for Repairs - Satisfaction 513
| The survey responses reveal a mixed sentiment towards the services provided by Acis, particularly regarding repairs and maintenance. Many respendents express satisfaction with the prompiness and friendliness of staff, l
highlighting that issues are often resoived quickly when reported. Positive comments frequently mention the helpfulness of customer service representatives and the overall quality of housing. with severs| residents noting |
| impravements such 25 new haating systems and windows. |
| However, a significant number of respondents woice dissatisfaction, particularly conesming the repair serviee. Common complaints include delays in addressing maintenance issues, lack of follow-up on reported problems, and
| instances where repairs were not completed to a satisfactory standard. Specific issues such as mould, dampness, and inadeguate communication sbout repair timelines are frequently mentioned. Some residents feel that their |
concerns are not taken serously, leading to frustration and 5 sense of neglect. |
I Additionally. there are concemns about the management of communal areas and grounds maintenance. with several respondents noting that these areas are often neglected. The inconsistancy in service quality, particularly with |
| contractors, is also a recurring theme, with some residents reporting that while some repairs are handled efficiently, others take an unacceptably long fime or are poorly executed.
| Cwerall, while many residents sppreciate the support and responsiveness of Acis, the feedback indicates 5 clear need for impravement in the repair and mantenance processes, 33 well as better communication regarding service l
I expectations and timelines. Addressing these issues could enhance overall satisfaction and trust in the housing association. |

comments received for this question. You can filter
this at the top by period to understand if there have
been changes. The bottom right corner shows the
base size.
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Categorisation Model

Question Filter

Mo selection

/ﬁ\ Categorisation Model

Housing Services

Property Condition

Building Safety

ASB 18 20% -328

Compilaints. 614 DOT% -2.05

Customer Service & 560 01.0% +0.63

Communal
Mair 164 26.6% -2.03

Grounds Maintenance 182 31.2% -3.71

Neighbourhoods Tenancy Management

Anti Social
Behaviour TR = Policies 10 16% 267
Grime = 0% Rent&Amears 80 13.0% -
Dogs - noise/fouling 18

Lighting / Visibility 24 Service Charges 31 5.0%
Parking & garag gl - Tenancy Changes 1

Parks, Play Areas & 8 -
Local Facilities - - Transfers & Moving 33 .

Security & Safaty 21
Transportation 1

Asbestos 08% -
Bathrooms 81 88% -
General Condition 11.0% -1

Community &
Engagement

Community Gentres.
& Facilities.
Community Spirit /

Pride / Belonging 2 e

Resident Events /

Activiti 1 0.2%

3 0.5% -

Displayed above are all the cat ies and subcat ies in Acuity’s master housing sentiment model. The tables also show the number & percentage of mentions and the sentiment score for

Doorfwindowigate o5 449, 3.

security

Fire safety 448 T5% -
Intercoms 12 198% -
Lifts 36 53% -

You can filter by
period, but also by
question, to see

Service & sep p1.0% +0.83
Communal

z 164 28.6% 203

Grounds Maintenance 162 31.2% -3.71

55 8.9% -347

6 10% 280

2t 323

0a7% 208

81.8% +0.64

26.4% -2.03

2% 371

trends / themes for
each question.

The first column shows how
many comments have been
mentioned in this
subcategory.

The second column
shows this as a
percentage of the total
comments.

each category/sub category across your entire survey dataset, across all questions. Click the number or percentage to explore the c g resident «

The third column shows you the
sentiment score for this specific
subcategory within the category.

Here you can see all the sentiment subcategories which have been grouped into
categories, or service areas / themes. All the numbers are clickable and will show you the
related comments.
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Attributes

On the attributes page you can see a list of
< — — the attributes and details around the design
Mo selection - Mo selection = o selection = Update Of the mOdel and Our approach_

ﬁ Attributes You can click on any of the numbers, and

they will show you the related comments.

-————————————————————-\

f Categorising Resident Feedback: Our Approach

I Attribute Count % Sentiment Score I Mot every category in the Acuity framework includes cross-cutting attributes. Some categories - such as Property
I N i . 1 5% 210 | Condition, Building Safety, Neighbourhoods, Estate Services, and Equality, Diversity & Inclusion - capture highly . .o . .
ccessibility - e specific topics or issues in their own right. For these, atfributes are not always relevant or applicable. Instead, they If y I k th th I I h y th
I A sty 1 575 &34 I provide direct insights on particular themes (e.g., “"damp”, “anti-social behaviour®, or “wellbeing and inclusion™) O u C I C e I ICO n bl IS WI S OW O u e
| ceountsbity o - | without layering on further attributes. .
Appointments | Convenience 87 10.8% -3.28 b t g
I X X I For categories such as Properly Services, Housing Services, Support Services, Estale Services, and Tenancy S u Ca e O rl eS
Communication f Transparency 3|2 62.0% -3.02 I Management, we apply a suite of cross-cutting attributes to capture the underlying drivers of sentiment and identify
I Consistency 18 3.1% 128 I what matters most to residents within those service areas.
I Effort 157  25.5% -2.65 How We Categorise Comments A = = )
I Empathy &1 B.9% -1.05 : Turning unstructured resident feedback into meaningful insights requires a careful, multi-stage process: Which Schategones have attributes?
I Ffimelﬁs 18 26% 200 Model Design: \We start by defining a robust categorisation model tailored to the complexities of social housing
I Listening / Acting 210 4% -2.62 I feedback - balancing top-down knowledge of sector priorifies with bottom-up analysis of real resident language.
Quality of Work | Service 337 54. 7% -2.10 I r —— —— —— —— ———
I i Expression Building: For each category and attribute, we develop compreh ive Bool ions, using both . . . 1
R i 348 56.5% -2.65
I Se::(: e JR— a ot I natural language varialions and real comment data. These expressions identify key |EI'ITIS phrases, and patterns I 1 Aids & Adaptations 13 New Lettings
3 - -3 I relevant to each theme or attribute. . - .
| 2 Electrical Servicing 14 New Build
| sstistacton 200 33.0% +3.53
I Staf Conduct 149 2429 210 I Testing & Tuning: We rigorously fest and refine each expression to maximise both precision (how accurately 3 Gas Servicing 15 New Sales
I comments match the intended theme) and recall (how many relevant comments we capture). This is an iterative . .
I Trust £ 5.8% 325 I process that balances depth, breadth, and business relevance. 4 Planned Maintenance 16 Care services
Worker Conduct a3 5.4% -1.57 | . . 17 . . |
Catering Services
I Timeliness / Responsiveness 547 25.0% 4z I Deployment_: Once expless_ions are built and q_ualily assured, comments are automat @cally_calegorised by_the | 5 Responsive Repairs g 1
I No Comments 113 12.9% 414 I ;nau‘;dhél. enabling us to quantify feedback at multiple levels (category, sub-category, attribute) and frack sentiment for 6 Safety Inspections 18 Policies
I Subcategory, no atiribute (yet) 430 TT0% -1.28 } 7 ASB 19 Rent & Arrears
e S S S — ——— . .
) - ; ) ) ) 8 Complaints 20 Service Charges
The table shows the number & percentage of mentions and the sentiment score for each atiribute across your entire survey dataset, across all questions. Click the number or percentage to P 9 :
explore the corresponding resident comments. | 9 Customer Service & Contact 21 Tenancy Changes 1
Why Are Some Comments “Uncategorised”? | 10 Communal Maintenance 22  Transfers & Moving I
11 Grounds Maintenance 23 Resident Events / Activities |
No matter how comprehensive our model, there will always be a proportion of comments that remain “uncategorized - which can be seen in the "Sub category, no attribute" section.” This is perfectly normal - . ]
resident language is endlessly varied, and some comments fall outside the scope of defined themes, offer too littie detail, or reference issues not yet capiured by the model. Currently, the uncategorised '] 12 Neighbourhood Contribution 24 Resident Involvement / Influence 1
bucket is larger than usual as we are acmrely writing and expanding our expressions. Over time, as our model matures, 1he proporiion of uncategorised comments will reduce, helping us ensure the vast | J
majority of meaningful feedback is captured and analysed. 1 —— - - —— -
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Attribute Analysis

If you roll over any of the graphs, this will show
the percentage and number of respondents.
All are clickable, so you can view the related
comments.

Effort - Negative
69%
Weighted respondents:118

Period Question Filter Subcategary

Mo selection z No selection z No selection z Update

)

Attribute Analysis 1 View Comparison % ACUIiLY. /"

(3]

TiP: Use the subcategory
filter above o view atiribule Selecta

S D e et Subcategory Above i Sentiment Score Sentiment Group

When you click ‘View Comparison’, the view below will open and show the
******************************* e : - ol e ——— score breakdown for each area. All the numbers are clickable, so you can

property senvices [t Aoty : <l = = view the related comments.
Planned Maintenance 102% 63 Appointments / Convenience 0% Yy | -l “
Responsive Repairs Communication / Transparency A 3 2.0z . -l"“
Safely Inspeciions

............................... : Gorsistency ! : ] ) .
—— e : 2es [l == T o
e ne . : o I ; : : Acuity.
s S & Corat S =l | ™ Attribute Comparison Analysis GoBack ¢  ACUity
Sommunal Maintenance E— x ; Ty | ) 4%
i i Grounds Maint 3

Housing Services N;’;:M::::mm (e 0Geey .1 262 . (21 |10% “
New Lsings . Qusityor Work Servioe ; =y | o
New Buid : e , ‘ 2ol = =

. 5 . Setening  Cuality of .
- Appointments ] Communication | . Listening S Stalt Worker  Timeliness / No  Suboategery, po
Accessibilily Accountabiity o U E T = Consistency Efert Empathy Faimess ol Werk/  Resolubon Sfely Satslacton conguot TS Conaust Responsiveness Comments  aiirbuta (ye0)

- . | TR
Sasti : N EE—
Support Services Sater i 38 N N y y R . y . y . ~ . . . 47 . 24
Stsff Cond 2
”””””””””””””””””” H e . 210 _l Responsive Repairs 07 46 33 Y 04 35 24 28 a8 23 28 44 18 23 35 10 28 o5 ar
5 . Safety Inspections - - - - - - - - - - - 50 - - - - 50 - 50
|ss8 - - - 50 50 - 20 00 &0 50 a8 50 - - - - 08 50 25
Tenaney Changes —_ R . -
i meliness { Resparshreness . 242 . -||3K Complaints - 22 23 33 -20 18 21 33 28 21 21 s 33 S0 4D 45 -8 o6 -z
Transfers & Moving 3 Custy Service &
No Comments et -30 oo -10 A7 01 12 08 02 02 18 01 11 40 28 18 - a8 14 02
”””””””””””””””” RSt Events | ACiies 114 I ll 58% m Gontact
Community & Engagement [ TEPRNERUNNE » LT —— : i I -I Communal Maintenance - 46 50 28 60 44 A7 00 50 27 20 24 - 50 20 10 EE] 0o 2z
\ Influence e / Grounds Maintenance: 50 50 50 48 50 28 25 50 48 34 45 48 0.0 45 25 17 43 - 20
. A [r—
Contributi
New Letiings - 50 - 23 - 50 - - 50 45 a3 a0 00 00 30 A0 45 - Er
New Buiid - - - 50 - - - - - - 50 - - - - - 50 - 50
Gare services. - - - 50 - - - - - - 50 50 - - 50 - 50 - 17
Here is a view of the attribute analysis with o= . : : T e e et ' : ;
Policies - - - 23 - 50 - - - - - - - 50 - - 50 - EES
g . . Rent & Arrears - 50 50 24 25 50 a3 - 50 23 44 - 25 o0 a3s - a3 - -4
additional detail and Sp|ItS. v s S s : S T T S B
[ Tenancy Changes - - - 50 - - - - - - - - - 50 - - - - -
[ Transfers & Moving 50 50 50 48 60 50 40 E0 50 50 50 - - 50 s0 - a5 - ao
Resident Events | Activities 5
Resident Involvement / . 0 . 0
infiuance .
\ el ) S . } / )
\_ Resident comments are automatically scored on a five-point scale (-5, -3, 0, +3, +5), providing a clear, consistent measure of sentiment for each area of service. The average score for each subcategony/attibute are shown above. y
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Sentiment Trends - Question Level More Trends

s Sentiment Scare - 200
A - @ Sentiment Score - Overall Satisfaction Gomplaint Went Well
Sentiment Trends - Sub-Category Level More Trends - srtmen Scre.- o, Communal, Safe, il Wataine
Sentiment Score - Repairs
entiment Score - Customer Servioe and Communication )
- - Sentimant Score - NPS 202
entiment Score - Complaints. Aeason 2
Sentiment Score - NPS Reason
5 \ Resident Events / Activities 5.00 Sentiment Score - Complaint Went Well
® Aids & Adzptations. @ Organisational Level RS 25
Sentiment Score - 1.45

Gas Senvicing
® Pianned Maintenance
® Responsive Repairs.
® Sustainbiity

\ Oversll Satisfaction
Internal layoutispace 250

Organisational Level .
AS

® Safety Inspections - ot et
s Commariy S Prc are
® Compisints 25 g
Customer Service & Contact o
Ci | Mainter
ommunsl Maintenance Gustomer Service & Contact 083 Sentment Scare -
Grounds Maintenance Complaints -1.88
® New Letiings
New Build
Pest/Vermin lssues. Uncategorised Comments 0.41 Sentiment Scare -
# Rubbish, Bins & Recycling s Customer Service and 234
Asbestos Communication
Bathrooms Parks, Play Areas & Local . 25
General Condition Faclities
Damp
Decoration Residentinvalvement/ oo
Energy Efficiency influence
Flooring
Heating s .
® Inter e General Conditon -1.70 n =
:: nal lzyout/space = ° ssibility Satisfactior 353
nens at = ® Accountabilty
Lahtng weazs 2024028 Appcinkments § Cofiinsanos i | B
Noise insuation Gas Senvicing 475 @ Communication / Transparency Empathy 105 I
Roofs & Gutters @ Consisiancy
\indowldaors ® Effort No Comments e |
® Dooriwindowigate security ~ ® Empathy
@ Firs safety 5 Sustanabilty ~ -2.00 Faimess 25 Consistency 128 I
at az .
12 ® Listening / Acting "
v 2024125 2024725 solivisl SR Subcategory. no atirib 138
Worker Conduct -1.57
Famess 200
More Trends P
i Trust Accessibi -210 .
['he sentiment trends pages iterConsi ¢ cumtyatven o
eecccoe Timeliness / Responsiveness Service
Ci ' Ci
°® LIE e @ NoCommens Trmeiness Resporsi 242
show a number of trends s e oo s ()
) . Ustening/Acting 262 [
Y Une
I 't b t' t ° ‘@ Proparty Condition ° Resolution 265
Spli uestion, category ey " u
p y q ) g ) @ @ Neignbourhoeds Ld Housi! Effort 2.0
. @ @ Support Senvicas ° Communication / Tran, 2.02 .
subcategory and attribute O L et
° @ Community & FI‘ gagement ° Eroper Trust 325
Equality, Diversity & Inclusion \'
I V I @ © Uncategerised Comments @ Appointments / Conve. 326
°
evel. ®eec0c0ccee Tenanoy M 2 Safety 304
Q2 Q3 (=1} Q2
2024125 2024125 2025/26 2025/28 Accountability  -4.31 -

Equalty.

i

Ifno data is being displayed when fitering, it will either mean you have selected & sub category with no attribute, or there are no comments in a given subcategory

You can remove lines by -
selecting them on the left to S

. 25
make the view clearer. — |
Estate Services 338
5 Building Safety  -4.01 .
o1 L Q3 Qs 1 =
2024125 2024725 2024725 2024125 2026726 2025728

he subcstegory filter has no effect on this shide
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Comment Volumes

The comment volumes displays the trending
Feros Sueston Fier Subcaiegory themes from your comments.

Mo selection z Mo selection e Mo selection e

This is a great place to start when wanting to

/ﬁ\ Comment Volumes know where to focus your efforts.

” e — e o m— It shows the top volumes of comments,

FropertySewbs—Respﬂng’ve;F;epa_ils—ﬁths_fREpﬂng’ueﬂEs 7TE0% 478 -2.f? fa% 143 245 a|0ngSIde the Sentlment score and the
o = = o

41.40% 255 2580 20% o% 20% percentage of the comments.

T01% 228 041 45% 20% 3%

35.68% 28 -2.28 25% 3% T3%

e 218 .12 2% S % All numbers are clickable, so you can view the

2205% 203 242 12% o 34%

2270% 202 0.20 2% 2% 2% related comments.

20.03% 185 -1.80 20% 8% 86%

28.57% 178 296 8% 0% 3%

28.41% 175 -1.72 27% 15% 52%

25.40% 157 274 10% 4% A
Housing Sernvices - Cusiomer Service & Contact - Timeliness / Responsiveness 24.84% 153 077 54% 12% ﬁ

2435% 150 208 21% 10%

2250% 141 276 7% 6%

21.43% 132 -2.20 13% 1% et ittt e

omment Volume Trends Go Back

e ® Property Services - Responsive Rapairs - Quslity of Work i Servies
20.78% 128 266 10% 50 Property Services - Responsive Repairs - Other
18.83% 116 -2.78 15% 16% @ Unestegerizad Commants

® Housing Services - Customer Servics & Gontact - Communication / Transparency
14.51% o0 274 13% 138 @ Froperty Services - Responsive Repairs - Communication | Transparency

stomer Servies & Contact - Satisfaction

14.12% a7 -3.50 09 1.7 Housing Servi stomer Service & Cantact - Timeliness / Respansiveness
® Housing Servi stomer Sanvics & Contact - Other
12.84% 24 =302 18% 69 Housing Services - Complaints - Communication / Transparency
Housing Services - Complaints - Other
13.15% 81 =383 T 2% Property Condition - Window/doors
® Housing Services - Gomplaints - Timeliness / Respansiveness.
12.66% 78 -1.28 2% 56% ® Housing Services - Communal Maintenanee - Quality of Work / Service
11.85% 73 237 10% 16% Housing Services - Customer Service & Contact - Staff Conduct
. i e Housing Services - Communal Maintenance - Timeliness / Responsiveness.
Property Services - Responsive Repairs - Effort
11.68% 72 -4.35 4% 1% ® Housing Servil - Complaints - Resolution
Property Condiion - Damp
11.26% 70 -0.1g2 41% 20% Aot & Gutters
- <. - Complaints - Listening | Acting
11.36% m 181 B4% 1% Housing Services - Grounds Maintenancs - Timeliness | Responsivensss
11.04% a8 1.70 249 e Property Services - Responsive Repairs - Appointments. / Convenience
Housing Services - Grounds Maintenanee - Quality of Werk / Service
Property Services - Responsive Repairs - Appointments / Convenience 10.83% a7 -1.28 15% 68% Property Services - Responsive Repairs - Listening | Aciing
Customer Service & Contact - No Comments.

Housing Services -

® Property Gondition -
&

Equality, Dive
Housing Services -

"y

TIP: Use the question fiiter at the top to view responses per question. The subcategory filt

(Genersl Condition

Inclusion - Vulnerabilities
Customer Service & Contact - Effart
Housina Services - Customer Serviee & Contact - Resalution
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Additional Questions

Period CQuestion Filter Subcategory

A -

Mo selecticn - Mo selection = Mo selection -

Additional Questions

Quiside of the RSI framework, clients can opd to add any of their own open ended questions, these can be found below. Click on the amow to view the commenis
and Al summaries.

Comments

+2.02

+3.00

The additional questions page, shows any extra open-ended
questions not included in our standard sentiment questions.

This includes the wording, satisfaction score, and comment
views.




This page will show any alerts that have been raised

by our telephone interviewers. ./:.
You can click resolve to view (as displayed to the Alert Form Resident Details Resolution
right) the comment and the customer’s details, if they Name o
have agreed to share them. Dopartment,  Neighbourhoods
Case Notes:
Property Ref
Phone
::‘::e\ecuun Alert Type
Alert Notes
ACU lty.l:“ Alerts S~ v Posicode
B New Alerts Actions in progress i Resolved Actions
/]
Mame Property_Cede Alert Notes. I
’ ?0'24:25 @  seemenimgisue A
" bz @ ey X On the right-hand side of the
" s @ e : form, you can update the
| e @ e ~ status of the alert and add a
e O T : note in the box to help
e e : manage it.
4 — LN l&.
'@
4 X



Resident Details, Alerts & Actions

Can be identified?  Yes /.
Can be recontacted? Yes 4 '.0_
Tenancy et Existing Alert Info Add Action

Existing Alert: Upcate New Action Status: Overail Satisfacton saushed

Sentiment onta scalion
permiss Sentiment s cust Sentiment Denartment ; tacticommunicatic
ermission entimel core - ustomer :  Customer support
Pemmission  Overall Homel/communal _ Sentiment N Score - epartmen Department: Customer support
Response 1 - Happy ) . Score - Home, Repairs Service and i Status: New N pai :
View & Add 2 - Follow Satisfaction areas safe or Score - I Customer - User Added Action Notes:
Date tobe Overall T Communal, Comments _ Communication ser led Action Notes:
i up Comments - . well maintained Repairs Service and Alert Info:
identified Satisfaction Safe, Well Comments L -
Communication

Maintained

TEST

Case Notes:

When they come

outto do the s T
bathroom, it's a T knor
Takes ages lo false economy, Comments
They are They need to zogfnov:fsjlrn they put all the They dez
0000000 v improve with the repairs in and a with it
- Q2 01-07- genumely repairs, | have c?alled 18 year later you're straight
(W View & Add Ld Yes Yes interestedin 5 ) times in the 5 -5
° ° 2025/26 2023 their outstanding repair space of3 calling them out away anc
o000 0000 idents 1o be done a year months for a again for leaks they
e ) ago. B and what have apologise
repair with no you because it
upaates. wasn't done right
in the first . oo
instance iries. =
ved
Mee utiity / fued bil about the fut
ACUil‘.Y /:, User Added Actions
. . . . . . . e e WA e ctons % Actonsinprogress | Resolved Actions
When viewing the resident comments within the Sentiment Analysis 2 o ;
and Comments section of the dashboard, the view and add icon
appears on the left. s e st v
Test Adaress OnesT! TEST o]
01072023 Q2 2025126 Test Name 513 Test Address One513 [

When you click this, the Resident Details, Alerts and Actions box will

open (Shown top right). Here you can add details of the actions
required.

You can then save these details with the save button. This action will
then appear within the actions tab (Shown bottom right). You can then

select resolve or in progress when working on the case /.
ve
@




Period
& selected

Acuity/:

el gce R g

Here you can view and
download all the raw data
for your project.

Residents personal
informaticn will only be
shown where permission
has been given.

ou can filter by period at
the top of the page and
search & soriin the table
before downloading the file
by clicking on "options™ at
the top right.

If you would like to add more
standard filters to the top of
the page, please request
this by emailing
helpdesk@arap.co.uk.

(-3

Raw data

Response Date

Q1 2024/25 01-04-2022

Q1 2024425 01-D4-2022

Repairs in last 12
months?

Interview Status Overall Satisfaction

Complete Fairly satisfied Mo

Neither satisfied nor

Complete fes

dissatisfied

Neither satisfied nor
dissatisfied

Neither satisfie:
dissatisfied

This page allows you to review the full raw
data file.

By hovering over the table and selecting
‘options’, you can export the data to Excel at
any time.

Options A
Full Screen

Repairs Last 12 Months




Cross Table Tool

When using the cross-table tool, be sure to S
select the ‘Shared Workbook’ and then the ‘Pre | [m
Defined Cross Tabs’. :

Communal Areas?

Once you have selected the data you

Safe and Secure Home Overall Satsfaction . . 1 L
— Well Maintained Home
.. would like, click ‘Generate Table’ to
Repairs Last 12 Months o ® °
e Quaiey ot Home K ° t t b
e ormustes? R o generate your cross-tabs.
= Communal Areas °
Neighbourhood Contribution [}
Create a new or open an existing wor to get started Agproach 1o ASB Sofeand SecureHome . ©
R Repairs in last 12 months? ° L]

Ever ASB? Repairs Last 12 Months
Negrbouood Place o Live Time Taken Repairs

" Overall Repairs

s & Acts
Neighbourhood Contribution
Fairty &with Respect

Fairly & with Respect Approach to ASB
Kept Informed ASBin Last 12 Months
Create new Workbook —— e

Neighbourhood Place to Live

Complaints inlast 12 mont
Listens & Ac

Complaints Handiing Aot g yois & Comments  RawData  Alets  Document Archive
Fairly & with Resps s .

Friendly and Approachable Staff
™ (Tor eweng respondient detats & Ading ACh for viewing slerts)  Sertment PopUp  Question Set

Fairly & with Resp:

not show th Trust

Kept Informea
Know how to make a complaint 4

sy to Deal Wit
Complaint Resolution y

[—— Complaints in last 12 months?

Complaints Handling

® Complain: Route

e s Within the table, you I e R R
can choose to add =
® oL counts, change decimal o
F O [ places and add — .
weighting in :
: s ‘Calculations'. iE K

Fairly dissatishied " < s s .

Very dissatistied . " - s . . < .

Satisfied

: (o)

(e : e
s , = ®T0ee

O Do not show this again




(® New Folder || (T, Upload files

]

T v

Document Archive

Name

Reports 2024/25

Reports 2025/26

Document Archive

(™ Bulk Uploads & Edits

Uploaded date Uploaded by Description
2023-12-03 alison.white@arap.co.uk
2025-08-19 adam.williams@arap.co.uk

The Document Archive provides access to any previous reports or documents we have
shared with you

There will be a folder for any relevant years — click on the folder name to open and see
the reports for that year.

Setup



Q. Can | export the content of the Mo RawDaa  Aers

iewing alerts)  Senfiment Pop Up  Quaciian

dashboard without using
screenshots?

A. Yes, if you scroll over the circle with your initials at
the top right-hand side of the header menu and select

‘Export’, you can click ‘Generate PPT report’ to export
the slides to PowerPoint.

EXPORT

Q. We have data from previous

surveys; is it possible to add this
to our dashboard?

A. Yes, if you would like to share historic results data so this can be incorporated

into your dashboards, please contact helpdesk@arap.co.uk, and our team will
advise how to send this to Acuity via secure transfer.

Q. There is data covering several B
years in our dashboard.

How do | select which A. Use the period dropdown list in the top left-hand corner
periods to display? to add or remove specific survey periods, and the

Q2 2025/26

aTSM Dashboard

Annual Target Fully Interviewed
300 38

Jverall Satisfaction
w 70%

dashboard will then display your selection. Some surveys
may have other dropdown options, for example, to
add/remove data for LCHO/LCRA residents, and this works
in the same way.

oo0oooeaoe

e | o IFEEECEEE
=} [*] oW
3 H] 5] B o
2 NSO

B BomoNom o mow o f

a E Lot oho& bog o f

g | 3 '



Contact Information

Fill out the contact form on your dashboard

Visit our website at www.arap.co.uk/#contact



https://www.arap.co.uk/#contact
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