Resident Satisfaction Survey Results

	Works Carried Out:
	Boiler Upgrade

	Properties:
	Various Darrickwood

	Consultant:
	Gas Contract Services

	Contractor:
	Clairglow Heating Ltd


Total Number of questionnaires received:


12/31
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
	9.8

	
	Letters
	9.6

	
	Visits
	8.3

	
	KHA’s response to queries/problems
	8.7

	
	Rate way in which KHA kept informed
	9.3

	
	Accuracy of information provided
	8.9

	
	Average score for this section
	9.0

	Service from Contractor


	Attitude to resident
	9.8

	
	Attitude to work itself
	9.1

	
	Response to problems
	9.3

	
	Time keeping throughout
	9.8

	
	Contractor communication
	9.0

	
	Average score for this section
	9.4

	Section B

The Product
	New boiler
	9.7

	
	New radiators
	9.6

	
	Heating controls
	9.8

	
	Contractor’s demonstration/instructions
	8.6

	
	Instruction leaflet
	6.0

	
	Satisfied work complete
	9.1

	
	Overall quality of work
	9.4

	
	Average score overall
	8.9

	Section C
General Matters

	Happy overall
	8.1

	
	Fairly treated
	9.7

	
	Average score for this section
	8.9

	
	Average score overall
	9.4


Resident Comments

	1) Yes require further instructions on how to use our heating. (Keniston followed up)

	2) The contractors worked really hard to get the work completed.  I think they could have used more dust protection in the kitchen area.

	3) Can't rate the instruction leaflet because we haven't got one.  (Keniston followed up)

	4) The contractors were all polite and left the property clean and tidy.

	5) The contractor did not come back to give a demonstration.

	6)  They left me with no heating and no hot water over night.  It was so cold I did not sleep. 

(Keniston discussed with resident concerned)

	7) Shower still not resolved the problem.  First appointment to start works cancelled due to fitter thinking they weren’t working.

(Under review with Keniston)

	8) Floorboards in hallway have been cut and now they are wobbly and noisy

	(reported to Clairglow and now resolved)

	9) Last inspection said that something needed to go into the radiators as levels were wrong.
(Clairglow aware item still outstanding and due to attend to asap)

	10) The contractors did a fantastic job.  Can't say the same about the painter/builder.  He left a mess and bad paint job. (KHA inspection deemed follow up not required)

	11)  Yes - require further instructions on how to use heating.  


Resident Liaison Officer’s Summary
The work involved replacing conventional boilers with combination boilers, thereby removing the cold water tank and hot water cylinder and adapting the cupboard to provide an airing cupboard facility.  The work also included replacing the c/h programmer, room thermostats, where necessary radiators and thermostatic radiator valves.  Due to the increase in water pressure, we also fitted a new shower hook, shower curtain rail and shower curtain at high level (as gifted items) to enable residents to use the existing bath tap shower attachment as a shower.
One resident commented that the shower issue has still not been resolved.  To explain; any existing pumped showers which would not be compatible with a combination boiler, were replaced with a new electric shower.  Unfortunately, 2 families have noticed that their new shower does not perform as well as their old one used to when more than one outlet is in use due to the fluctuating and at times high demand on the water pressure.  It’s worth noting that this does not seem to be an issue where there are only 1-2 residents living in a property. Keniston to review how we will be addressing this for future contracts and to ensure that residents are better informed prior to the work starting in their home.
Although Clairglow’s engineers should provide residents with a demonstration on how to use the new controls and boiler; 3 residents responded that they would like further advice on this.  Visits have been offered and basic user instruction leaflets have now been provided to these residents.  For future contracts, Keniston and the contractor to review how, what and when information is provided to residents and, if necessary, to consider ways of improving and streamlining the service provided between parties involved.  

Although this is not highlighted in the results, I’m sure Clairglow would agree that the beginning of the contract didn’t run quite as smoothly as we would have hoped.  I’m pleased to say, however, that this greatly improved as soon as Clairglow introduced a different team of fitters.  I’m confident that lessons have been learned from this and that future contracts will be less problematic.  
Results collated by Jane Westpfel
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