Resident Satisfaction Survey Results

	Works Carried Out:
	Cyclical Decorations & Work to Balconies

	Properties:
	Silver Court

	Consultant:
	N/A

	Contractor:
	Korr Construction


Total Number of questionnaires received:
15/40
Percentage of questionnaires received:

38%
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
	8.1

	
	Letters
	8.4

	
	Visits
	6.8

	
	KHA’s response to queries/problems
	8.2

	
	Rate way in which KHA kept informed
	8.3

	
	Accuracy of information provided
	8.4

	
	Average score for this section
	8.1

	Service from Contractor


	Attitude to resident
	8.1

	
	Attitude to work itself
	7.7

	
	Response to problems
	7.3

	
	Time keeping throughout
	8.5

	
	Contractor communication
	7.6

	
	Average score for this section
	8.0

	Section B

Product


	Quality of painting
	7.5

	
	Choices offered
	8.1

	
	Satisfied that works complete
	7.4

	
	Quality of works
	7.6

	
	Average score for this section
	7.6

	Section C
General Matters


	Happy overall
	8.0

	
	Fairly treated
	8.7

	
	Average score for this section 
	8.3

	
	Average score overall
	8.0


Resident Comments

1) Windows on Bickerton Road were not cleaned.
2) I do not like the white paint on my balcony, it gets weathered and looks dirty

3) The white frame on the windows were poorly cleaned.

4) Poor standard.

5) On the issue of the balconies we were told we would have slabs/tiles not asphalt.  It melts as soon as the sun is on it.
Resident Liaison Officer’s Comments

Overall this contract went very well and I am very pleased to note that we have managed to reach our target of 8/10 in most areas.  There’s a mixed view from resident responses; whilst the majority indicate a very high level of satisfaction, there’s a minority of very low scores which has unfortunately impacted when calculating the averages.
It is disappointing to note that we only received 6/10 for Keniston staff visits.  Admittedly, towards the latter part of the contract, RLO visits were limited due to staff sickness.  It’s possible that this has affected the overall results as intervention and liaison with residents on site could have possibly assisted in managing residents expectations better and if necessary address some of the areas of resident dissatisfaction at the time.
In response to resident’s comments, I can confirm that the contractor cleaned the windows as noted and that prior to the works starting a resident meeting was held confirming that the slabs/tiles on the balconies would be removed and a resin coating applied to improve the weather proofing.

I would like to thank Korr Construction for managing this contract so well and helping us to achieve an overall good level of resident satisfaction on this occasion.  
Results collated by Jane Westpfel
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