Resident Satisfaction Survey Results

	Works Carried Out:
	Cyclical Decorations

	Properties:
	Perryfield House

	Consultant:
	N/A

	Contractor:
	Korr Construction


Total Number of questionnaires received:
10/19
Percentage of questionnaires received:

53%
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
	8.3

	
	Letters
	7.7

	
	Visits
	7.2

	
	KHA’s response to queries/problems
	9.1

	
	Rate way in which KHA kept informed
	7.1

	
	Accuracy of information provided
	6.7

	
	Average score for this section
	7.6

	Service from Contractor


	Attitude to resident
	6.0

	
	Attitude to work itself
	5.4

	
	Response to problems
	6.8

	
	Time keeping throughout
	6.2

	
	Contractor communication
	6.1

	
	Average score for this section
	6.1

	Section B

Product


	Quality of painting
	6.6

	
	Choices offered
	8.2

	
	Satisfied that works complete
	6.5

	
	Quality of works
	5.6

	
	Average score for this section
	6.6

	Section C
General Matters


	Happy overall
	6.3

	
	Fairly treated
	5.3

	
	Average score for this section 
	5.8

	
	Average score overall
	6.8


Resident Comments

1) Everything is grand
2) The quality of the painting on the balconies is not good

3) They seemed to be in a rush and didn’t do jobs, i.e. painting properly (painting over dirt, leaves etc.)

4) A schedule of works would be appropriate of course subject to weather conditions.  

5) The balcony was left in a disgraceful mess.  A courtesy call or knock on the door would have been nice as our privacy was invaded.  Turned up at all different times of the day.  Job never completed so had to keep returning. Totally unprofessional tradesman.

6) They never announced themselves which I think was very bad of them.  Also mess they left behind which I had to clean up. I thought that the contractor was very slap dash and not very professional. There was no warning to them coming they just turned up, at times just appeared.

7) A job well done
Resident Liaison Officer’s Comments

These results are very disappointing.  It would be fair to say that despite a very positive and promising start, overall the contract did not run as smoothly as we had expected and as per previous contracts carried out by Korr Construction, which must be said are usually of a very high standard.  
As reflected in the resident feedback, the contractor's site presence was inconsistent and residents became quite frustrated that the works appeared to be taking longer than necessary, however, weather and waiting for parts was partly to blame. 
Moving forward, Keniston to consider methods of improving how resident's expectations are managed, including how residents are kept informed of progress during such work. 

From my perspective and on a more positive note, any queries or problems raised were always very quickly responded to by Korr Construction. 

Keniston have already approached Korr Construction to discuss the negative feedback received and Korr Construction have accepted that their management of the works on this occasion fell short of their usual high standards and advised that this was mainly due to a change of site personnel from which lessons have been learned.
Results collated by Jane Westpfel

M:\KHA\REPAIRS SERVICE\Resident Liaison Officer\Resident Satisfaction Surveys\16-17 Perryfield House Cyc Decs Survey Results.doc

