Resident Satisfaction Survey Results

	Works Carried Out:
	Wet Rooms

	Properties:
	Darrickwood Sheltered

	Consultant:
	N/A

	Contractor:
	B & L Construction


Total Number of questionnaires received:
32/42


Percentage of questionnaires received:

76%
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
	9.5

	
	Letters
	9.7

	
	Visits
	9.8

	
	KHA’s response to queries/problems
	9.9

	
	Rate way in which KHA kept informed
	9.8

	
	Accuracy of information provided
	9.5

	
	Average score for this section
	9.7

	Service from Contractor


	Attitude to resident
	9.9

	
	Attitude to work itself
	10.0

	
	Response to problems
	9.9

	
	Time keeping throughout
	9.9

	
	Contractor communication
	10.0

	
	Average score for this section
	9.9

	Section B

Product


	How satisfied with choices offered
	9.9

	
	Sanitary ware 
	9.1

	
	· Basin taps, shower & shower controls
	9.9

	
	· Floor covering
	9.8

	
	· Tiling
	9.9

	
	· Decoration
	9.9

	
	· Extractor fan
	9.9

	
	Satisfied that works complete
	9.9

	
	Quality of works
	9.9

	
	Average score for this section
	9.8

	Section C
General Matters


	Happy overall
	9.9

	
	Fairly treated
	10.0

	
	Average score for this section 
	9.9

	
	Average score overall
	9.8


Resident Comments

	Comments page

	1.The basin in bathroom is too small

	2.Very satisfied with wet room, Barry & Co did an excellent job

	3.This is not a complaint, but I find the basin a little too shallow, but its ok.

	4.First Class Excellent, many thanks

	5.Very polite, friendly, very clean, I am really happy with my wet room

	6.The emergency call bell is still hanging and presume its not the contractors jot to fix it.

	7.The basin is small compared to the previous one.

	8.Sealant be applied to tiling, due to shrinkage, which is normal

	9.Barry, Luke and Tony, good job, good workers, I would employ them any time

	10.Excellent Workmanship

	11.First class contractors, very helpful

	12.Excellent 

	13.The washbasin is too small but usable

	14.Still pleased but miss my bath

	15.Basin on the small side but quality never the less

	16.Sink too small

	17.Barry is aware, couple of cracked tiles/grouting.  Hole in corner top needs sealant, to do when bathroom timber completely dried out.

	18.Excellent, the cheeky trio work very hard

	19.A nicer lot of workmen I have yet to meet

	20.Cheeky, ha ha

	21.Basin could be bigger

	22.Plug on the sink didn't fit and did not hold the water.  But brought another one £4, ok now

	23.Highly recommend contractor, first rate workmanship

	24.I am very very happy with the work

	25.All good service

	26.Basin too small

	27.First class in all respects

	28.All workers, clean & tidy all round excellent and considerate


Resident Liaison Officer’s Comments

An impressive set of results for all involved, especially considering the disruption caused with this type of work. 

As the comments show, the only negative observation from residents is in relation to the size of the basin.  Admittedly, the new basins are smaller than the previous.  However, when configuring the layout in such a small area, consideration needed to be given to ensure that resident’s movement in the wet room area would not be restricted too much and it was, therefore, decided that a smaller size would be necessary.  
I would like to thank B & L Construction, once again, for achieving such a high level of resident satisfaction.

Results collated by Jane Westpfel
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