Resident Satisfaction Survey Results

	Works Carried Out:
	Cavity Wall Insulation

	Properties:
	Merrow Street

	Consultant:
	N/A

	Contractor:
	Homeworks Energy


Total Number of questionnaires received:
19/48
Percentage of questionnaires received:

39%
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

	Resident Meetings
	9

	
	Letters
	9.5

	
	Visits
	8.8

	
	KHA’s response to queries/problems
	8.9

	
	Rate way in which KHA kept informed
	9.4

	
	Accuracy of information provided
	9.2

	
	Average score for this section
	9.1

	Service from Contractor


	Attitude to resident
	9.3

	
	Attitude to work itself
	8.8

	
	Response to problems
	7.9

	
	Time keeping throughout
	9.1

	
	Contractor communication
	9.2

	
	Average score for this section
	8.9

	Section B

General Matters

	Level of disruption to tenant
	7.3

	
	Happy overall
	8.5

	
	Fairly treated
	9.2

	
	Average score for this section
	8.3

	
	Average score overall
	8.9


Resident Comments

	1. Very Happy

	2. I am overall happy with the works and the response with the contractors

	3. Very Satisfied

	4. Not happy that the scaffolders worked early on a Sunday making a lot of noise

	5. My problem was the level of dust on our windows and all around the estate.  Thank you Keniston for dealing with that so quickly.

	6. Very messy left balcony in a mess left sky dish cable housing loose fibre glass insulation left on balcony for a few days.  Dust on kitchen sides and sink which should have been covered outside.  Not happy when I returned from work then had to clean up.

	7. I put 1 for Q12 because was very disruptive especially in the mornings.  My daughter complained a lot when her baby was always waking up crying because of the noise and it was very dusty all over the house because when it was the summer the windows were sometimes opened so I did lots of cleaning.  Anyway it would be understandable, I would be grateful if all will be done soon, thanks.

	8. One of the holes for cavity wall insulation next to the front door of the flat was left unfilled after the insulation works was completed.  I had brought this matter to the attention of Keniston repairs section and it has now been filled.  The balcony was not swept clean by the contractor who carried out the cavity wall insulation.  The floor tiles had cement droppings in many places, which I did scape clean myself - a difficult job as it was dried up.  Also there was yellow loose insulation fibre about which I cleaned it off myself.  They even left their very large plastic covering sheet with large dry cement pieces stuck on it, making it heavy to lift.  I had to have the sheet disposed of myself.

	9. I would like to say the workman are so polite to me and kind.


Resident Liaison Officer’s Comments

Taking into account that this type of work does not present any visual improvements for residents and was quite disruptive with the erection of full scaffold and the noise and dust it caused, these results are very pleasing.
There were a few issues during the contract relating to working areas not being left in a satisfactory condition at the end of each working day and also unauthorised weekend working by the scaffold company; however, as soon as the contractor was informed on these matters they were very quickly addressed.
Unfortunately windows were not properly cleaned before the removal of the scaffold; however, the contractor overcame this by arranging for a window cleaner to attend at a later date.  
Overall, the contract went very well and the work was completed on time.  Thank you to Homeworks Energy for your work in helping us to achieve a great set of results on this occasion.
Results collated by Jane Westpfel
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