Resident Satisfaction Survey Results

	Works Carried Out:
	Roof Replacement & Associated works

	Properties:
	Foxley Hall Flats 14-25

	Consultant:
	Faithorn Farrell Timms 

	Contractor:
	WAA Roofing


Total Number of questionnaires received:
7/12
Percentage of questionnaires received:
58%
Based on a scale of 1-10, residents were asked how they would rate certain areas of service provided by Keniston, the contractors and also the end product.  KPIs (key performance indicators) have been set from which our aim for year 2016/2017 was to score an average level of 8/10.

	Average Level of Satisfaction
	Breakdown of responses
	Average Score

	Section A

Service from Keniston

	Rate consultation of section 20
	7.8

	
	Resident Meetings
	8.7

	
	Letters
	8.1

	
	Visits
	8.3

	
	KHA’s response to queries/problems
	8.0

	
	Rate way in which KHA kept informed
	8.9

	
	Accuracy of information provided
	7.7

	
	Average score for this section
	8.2

	Service from Contractor


	Attitude to resident
	8.8

	
	Attitude to work itself
	8.0

	
	Response to problems
	8.2

	
	Time keeping throughout
	7.0

	
	Contractor communication
	8.0

	
	Average score for this section
	8.0

	Section B
The Product

	Appearance of new roof
	8.2

	
	Appearance of associated fixtures
	8.3

	
	How satisfied with roof works
	8.6

	
	Overall quality of roof work
	8.2

	
	The colour choice 
	9.6

	
	Satisfied with cyclical decs
	8.7

	
	Overall quality of improvements
	8.7

	
	Happy overall with aerial installation
	8.8

	
	Average score for this section
	8.6

	Section C

General matters


	Overall works carried out
	8.1

	
	Fairly treated
	8.3

	
	Average score for this section
	8.2

	
	Average score overall
	8.3


Resident Comments
1. Still not connected to the main aerial.
2. Very pleased with outside appearance of roof and pipework, have not seen internal work in lofts!

3. Tiling outside 23 Foxley Hall.  Not all broken tiles have been replaced.
4. Excellent, all 10’s.

Resident Liaison Officer Comments

This contract included roof replacement, cyclical decorations and the installation of new communal aerials to three leasehold blocks, involving a total of 12 properties.  As the full cost of the work would be charged to leaseholders, it was very important that Keniston took a very honest and open approach to ensure the whole process from planning stages to the more recent collection of payment, ran as smoothly as possible.  
Prior to the works starting and in addition to the required Section 20 notice, extensive leaseholder consultation took place and all leaseholders were given the opportunity to be involved in the decision making process from very early on.  I am confident that the relationship Keniston formed with the leaseholders during this time proved invaluable in securing their full support during the works.   

Despite some unavoidable delays caused by very wet weather and problems with the supply of the roof tiles, I am very pleased to note that residents are overall very satisfied with the end result.   
It is fair to say that the contract was not entirely problem free, however, I would like to thank WAA for quickly and effectively responding to all matters reported to them to both Keniston’s and the leaseholder’s satisfaction.  
I am sure all will agree that the overall contract was quite a difficult one to programme and manage as it included so many different trade types e.g. roofers, decorators and also an aerial contractor.  Although, this did give us some cause for concern and communication between parties could have been improved, I am pleased to say that leaseholders regularly praised individual operatives for their work and the way in which it was being carried out. 
I would therefore be very grateful if all concerned, in particular, Dave Greenhouse (Site Foreman) and Natalie Bailey & Jason Zoil (decorators), could be provided with a copy of these results with our sincere thanks.
We now look forward to working with WAA on future projects. 
Results collated by Jane Westpfel
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