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 Introduction 

This report provides the findings of the independent tenant satisfaction survey conducted by the Community 

Housing Industry Association NSW (CHIA NSW) on behalf of Homes North in 2020.  

The aims of this survey are to: 

 Establish levels of tenant satisfaction with services in line with the National Regulatory System for 
Community Housing (NRSCH). 

 Benchmark performance levels against CHIA NSW’s tenant satisfaction benchmarking group.  

 Inform future service delivery improvements. 

 

Using CHIA NSW brings significant benefits, including an impartial and independent data collection and 

analysis service, access to best practice questions and entry into CHIA NSW’s tenant satisfaction 

benchmarking group. 

CHIA NSW is the industry peak body for mainstream community housing providers in NSW. Our 

independence, combined with our knowledge of the industry and our knowledge of and commitment to tenant 

engagement means we deliver an impartial and in-depth analysis of the information provided to us by tenants. 

CHIA NSW has developed its tenant satisfaction survey to include a range of good practices. CHIA NSW also 

manages the most comprehensive tenant satisfaction benchmarking service in Australia. 

CHIA NSW thanks everyone who participated in this important survey. 
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 Methodology 

The core questions used in this survey were developed following an extensive year-long consultation with the 

NSW community housing industry, including tenants. The core questions and survey methodology also drew 

upon UK best practice contained in House Mark’s STAR tenant satisfaction survey. Additional questions were 

included to meet the bespoke needs of Homes North. The final questionnaire and survey methodology 

complied with the requirements of the new National Regulatory System for Community Housing (NRSCH). 

The questionnaire contained the following eleven sections:  

1. Demographic information 

2. Housing services 

3. Supported Housing 

4. Complaints and appeals 

5. Repairs and maintenance 

6. Neighbourhood 

7. Communication 

8. Tenant engagement 

9. Energy Hardship 

10. Quality of life and Wellbeing 

11. Tenant priorities 

 

Further sections of this report examine differences in responses by region and by program, analysis of key 

indicators by demographics, and tenant comments. 

A census approach was used, and all 2,501 households managed by Homes North were invited to participate 

in the survey.  

Fieldwork (when tenants are asked to complete the survey) commenced on 25 June 2020 and ended on 21 

August 2020. 

The survey was conducted using both a postal and online questionnaire. Postal questionnaires were posted to 

all households together with a covering letter and a prepaid response envelope.  

To encourage tenants to participate in the survey, Homes North: 

 Provided a prize draw of ten $100 gift vouchers  

 Sent three SMS reminders on 15 July, 29 July and 12 August 2020 

By the closing date of 21 August 2020 CHIA NSW received a total of 874 responses of which 824 were valid1 

representing an overall valid response rate of 33%. 

In the report where we have presented a ‘combined satisfaction’ rate this is calculated by adding the 

percentages of respondents in the ‘fairly satisfied’ and ‘very satisfied’ categories. Reference to a ‘combined 

dissatisfaction’ rate is calculated by adding the percentages of respondents in the ‘fairly dissatisfied’ and ‘very 

dissatisfied’ categories. 

Please note that percentages may not add to 100% due to rounding. 

 

                                                      

1 CHIA NSW has adopted the NRSCH definition of a valid response based on guidance in NRSCH (2014) Registration Return Guide 
(1.4.3: Numbers of surveys returned) 
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Statistical reliability  

The margin of error is the range of accuracy for a question. The confidence level tells you how sure we are of 

this result. For this survey, the margin of error for a response receiving a mark of 50% is +/- 2.8 with a 95% 

confidence level.  

To explain what a margin of error of +/- 2.8 means, if 50% of respondents pick ‘yes’ to a yes/no question, then 

we can be 95% certain that if the question had been asked to all tenants then between 47.2% (50 – 2.8) and 

52.8% (50 + 2.8) would have picked that answer (assuming a representative sample completed the survey). 

By way of example, if 90% of respondents pick ‘yes’ to a yes/no question, then the margin would be smaller 

with a margin of error of +/- 1.7. 

This means that when analysing the results using a base of all respondents, Homes North can have a very 

high degree of confidence that the views of respondents reflect the views of all its tenants. 

It is noted that the margin of error differs for each question, as it is dependent on the number of responses 

received as well as the spread of responses for each question. Please note the lower number of respondents 

when looking at data by program and region.  

 

Statistical significance 

Statistically significant is the likelihood that a relationship between two or more variables is caused by 

something other than chance. Statistical hypothesis testing is used to determine whether the result of a data 

set is statistically significant. Any statistically significant differences or changes in satisfaction levels will be 

identified within the report. 
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 Executive Summary 

Section overview 

This section provides the headline findings for Homes North’s 2020 tenant satisfaction survey. 

Overall summary 

Overall, this is a mixed set of results. In comparison to the NRSCH thresholds, Homes North outperformed the 

threshold for overall satisfaction, but satisfaction with the condition of the home and repairs and maintenance 

have fallen below the NRSCH thresholds.  

When compared to CHIA NSW’s benchmark indicator set, the Home North results are generally just below the 

averages.  Of the 16 indicators, four are above the benchmark while 12 are below the benchmark. The 

proportion agreeing that their quality of life has improved since being a Homes North tenant is 20% points 

below the benchmark. 

The introduction of SHMT tenants seems to have had a significant impact on the results. Looking at change 

over time, there have been some slight improvements in the questions relating to quality of contact, but none 

of the key indicators have recorded an increase in satisfaction.  Most indicators have fallen, and seven 

indicators have fallen significantly since the previous wave.  

The indicators with the highest levels of satisfaction were related to services associated with additional 

support. The indicators with the highest proportions of dissatisfaction were related to complaint handling. 

Recommendations 

The results of the survey will serve as a reference point for future satisfaction surveys, with the aim being to 

ensure higher levels of satisfaction for all tenants, and for SHMT tenants in particular.  

One strategy that should be considered is to first focus on the areas where the gap between SHMT and Non-

SHMT tenants is greatest, and secondly to focus on the areas that tenants identified as most important and 

then on those areas that performed the worst compared to CHIA NSW benchmarks. 

 SHMT Tenants:  SHMT tenants may take time to settle in and become accustomed to their new 

landlord.  The findings suggest that they are less satisfied in the majority of areas.  It is likely that 

services and communications should be tailored to them to help ease their integration and ensure that 

they feel supported by Homes North.   

 Repairs and maintenance: Repairs and maintenance is 6% points short of the NRSCH threshold 

and 8% points short of the benchmark. It is also the most important priority for tenants; the gap 

analysis showing that repairs and maintenance is by someway the area that is of greatest importance 

and has the highest level of dissatisfaction.  It should therefore remain the primary focus of Homes 

North to supply an excellent repairs and maintenance service.  

 

It is worth noting also, that there were some variations when comparing the satisfaction with repairs 

score for different subgroups. Those who describe themselves as having Aboriginal or Torres Strait 

Island heritage were less satisfied, as were those household with at least one member with a 

disability and tenants living in Moree. 
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 Condition of Home: Satisfaction with the condition of the home has also fallen below the threshold 

and the benchmark. Homes North may need to prioritise improvements to housing stock for certain 

demographic subgroups as satisfaction with the condition of the home continues to be lower for 

households that describe themselves as having Aboriginal or Torres Strait Island heritage. It is also 

significantly lower for SHMT tenants. 

 

 Support for New Tenants: The largest gap when comparing the results for SHMT and non-SHMT 

tenants is for satisfaction with the support provided for new tenants. It is important to make a good 

first impressions. When new tenants are welcomed into the Homes North ‘family’ it is vital that they 

have the information that they need to settle in and form expectations. 

 Complaints handling: While this is not an indicator which has seen large falls in satisfaction, non-

SHMT tenants are nevertheless significantly more likely to be satisfied with the complaints process 

than SHMT tenants (54% vs 42%) and these indicators received the highest negative scores in the 

survey.   

Not all tenants will have cause to make a complaint but if they do it is an important customer ‘touch 

point’ and an area where high levels of satisfaction are difficult to achieve and indeed maintain.  

However, when a tenant does feel the need to complain it will often be for something that they 

consider to be important.   So, they wish to be taken seriously and for their complaint to be 

successful.  While it can be hard to make the complaints process a positive experience for tenants, it 

is important that the process is managed smoothly and proactively.  

 Quality of life: This indicator fell the furthest, with 53% now reporting that their quality of life has 

improved since living in a Homes North property (73% in 2018). Whilst SHMT tenants were less likely 

to report that their quality of life has improved, the score also fell for legacy tenants (an 11% fall). 

Homes North needs to understand what is behind these numbers and how they can be improved. 

Careful examination of the open-ended comments may help to shed some light on the experiences of 

tenants.  

 

 Energy Hardship: There was evidence that tenants struggle with utility bills – this may have an 

impact on the quality of life for some, with nearly half modifying their behaviour in order to reduce their 

energy costs and nearly a third missing payments.  
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 Performance Overview 

NRSCH thresholds 

Overall Satisfaction Property Condition Repairs & Maintenance 

80% 71% 69% 
Above NRSCH Threshold of 75% Below NRSCH Threshold of 75% Below NRSCH Threshold of 75% 

 

Key Indicator set; Direction of travel 

1 Complaints Handling 6 Complaints Knowledge 

1 Communications 7 Repairs and Maintenance 

2 Tenant Rights 9 Neighbourhood 

3 Value for money 10 Appeal Knowledge 

4 Overall satisfaction 11 Quality of life 

5 Tenant Involvement 13 Condition of Home 

Key Indicator set; Comparison to Benchmark 

+5 Complaints Knowledge -4 Complaints Handling 

+2 Communications -5 Tenant Rights 

+1 Influencing Decision Making -5 Repair quality 

+1 Listening to Views and Acting on them -6 Value for money 

-1 Information Provision -8 Repairs and Maintenance 

-2 Tenant Involvement -9 Neighbourhood 

-3 Appeal Knowledge -13 Condition of Home 

-4 Overall Satisfaction -20 Quality of life 
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SWOR Matrix  

The chart below plots the absolute difference between the most recent Homes North results against the 

relative differences against CHIA NSW’s benchmark data for key areas. This analysis helps to identify which 

areas are most in need of attention. So, for example any areas that are both falling and below the benchmark 

would be weaknesses, while anything that is above the benchmark and rising could be considered a strength. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

None of the 12 key areas mapped fall within the ‘Strength’ or ‘Opportunity’ quadrants according to this 

analysis. However, despite the falls in satisfaction, three indicators remain above the benchmark but can be 

considered ‘at risk’ if the downward trend were to continue.  
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Best and Worst Performing Areas 

The two charts below show service areas with the highest and lowest levels of satisfaction. This helps to 

identify service areas that may require improvement.   The scores for services for supported tenants were 

amongst the highest, while those related to tenant complaints were amongst the lowest. 

  

 

Frequency of contact with support worker*

Your support plan*

Overall service provided by support worker*

Given support by support worker to sustain tenancy*

Communication

Contact: Ability of staff to deal with query quickly and efficiently*

Information provision

Suitability of home to circumstances

Likely to recommend Homes North to family and friends

Overall satisfaction

86%

82%

89%

83%

86%

81%

84%

88%

80%

84%

* Filtered question

Top scoring items (% Positive)

Condition of home

Neigbourhood improved in the last 3 years

Complaints: Info and advice provided by staff*

Repairs and maintenance services*

Quality of repair carried out*

Aware of rights and responsibilities

Complaints: The outcome of complaint*

Complaints: The speed complaint was dealt with*

Complaints: Being kept informed about complaint progress*

Complaints: Complaint handling overall*

35%

23%

38%

18%

20%

22%

22%

21%

37%

34%

* Filtered question

Low scoring items (% Negative)
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 NRSCH Thresholds 

The NRSCH sets a 75% satisfaction threshold for overall satisfaction, satisfaction with the condition of the 

home and satisfaction with repairs and maintenance.  

The tables below provide a summary of overall combined satisfaction2 with these key service areas and a 

comparison to NRSCH thresholds.  The scores for SHMT tenants are notably lower and therefore have an 

impact on the overall scores recorded by Homes North. 

All Tenants 

  Indicator 
Homes 

North  

NRSCH 

thresholds 
Difference  

Overall satisfaction 80% 75% +5 

Repairs and maintenance  69% 75% -6 

Condition of home 71% 75% -4 

 

Non-SHMT Tenants 

Non-SHMT Non-SHMT 
NRSCH 

thresholds 
Difference  

Overall satisfaction with housing services 84% 75% +9 

Repairs 76% 75% +1 

Condition of home 80% 75% +5 

SHMT Tenants 

SHMT SHMT Only 
NRSCH 

thresholds 
Difference  

Overall satisfaction with housing services 77% 75% +2 

Repairs 64% 75% -11 

Condition of home 65% 75% -10 

  

                                                      

2 The combined satisfaction rate is calculated by adding the percentages of respondents in the ‘fairly satisfied’ and ‘very satisfied’ 

categories 
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 Comparison to CHIA NSW’s 

Benchmarking Group 

CHIA NSW’s tenant satisfaction benchmarking group is an expanding reference group with 39 community 

housing providers currently participating. There are currently 25 sets of data from NSW based CHPs and 14 

sets of data from national or interstate CHPs – 1 each from  ACT and Queensland; 2 from Western Australia, 

4 from Victoria, and 2 national CHPs; and 4 from South Australia. The CHPs in the benchmarking group are 

generally larger organisations with 24 tier one CHPs, 13 tier two CHPs, and 2 tier three CHPs included. CHIA 

NSW’s benchmarking tool allows comparisons by tier. 

The data shown in the benchmarking comparison is based on the most recent six monthly update of data, 

dating from July 2014 to December 2019. Just under two thirds (62%, or 24 out of 39) of the providers 

currently participating in the benchmarking group have conducted their last survey within 12 months of the 

most recent benchmarking release.  

All Tenants vs Benchmarks 

When looking at the data for all tenants, 14 of the indicators score below the CHIA NSW benchmark and 4 

score above the benchmark.    

Indicator 
Current CHIA 

NSW benchmark 
Homes North 

2020 
Difference 

Complaints Knowledge 70% 75% +5  

Communications 82% 84% +2  

Influencing Decision Making 59% 60% +1  

Listening to Views and Acting on them 71% 72% +1  

Information Provision 84% 83% -1  

Tenant Involvement 75% 73% -2  

Appeal Knowledge 44% 41% -3  

Overall Satisfaction 84% 80% -4  

Complaints Handling 51% 47% -4  

Tenant Rights 84% 79% -5  

Repair quality 77% 72% -5  

Value for money 84% 78% -6  

Repairs and Maintenance 77% 69% -8  

Neighbourhood 84% 75% -9  

Condition of Home 84% 71% -13  

Quality of life 73% 53% -20  

Wellbeing Index 67.53 63.58 -3.95  

Response Rate 36% 33% -3  
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Non-SHMT Tenants vs Benchmarks 

When looking at the data for non-SHMT tenants only, 10 of the indicators score below the CHIA NSW 

benchmark and 8 score above the benchmark – a better performance than when SHMT tenants are included 

in the calculation. 

Indicator 
Current CHIA 

NSW benchmark 
Non-SHMT Difference 

Complaints Knowledge 70% 78% +8  

Listening to Views and Acting on them 71% 77% +6  

Communications 82% 86% +4  

Complaints Handling 51% 54% +3  

Influencing Decision Making 59% 62% +3  

Information Provision 84% 86% +2  

Tenant Involvement 75% 76% +1  

Overall Satisfaction 84% 84% -  

Tenant Rights 84% 83% -1  

Repair quality 77% 76% -1  

Value for money 84% 83% -1  

Repairs and Maintenance 77% 76% -1  

Appeal Knowledge 44% 41% -3  

Condition of Home 84% 80% -4  

Neighbourhood 84% 79% -5  

Quality of life 73% 62% -11  

Wellbeing Index 67.53 64.56 -2.97 
 

 

Response Rate 36% 35% -1  
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SHMT Tenants vs Benchmarks 

When looking at the data for all SHMT tenants only, 15 of the indicators score below the CHIA NSW 

benchmark and 3 score above the benchmark.  Scores are lower than in the previous tables.    

Indicator 
Current CHIA 

NSW benchmark 
SHMT Difference 

Complaints Knowledge 70% 73% +3  

Communications 82% 83% +1  

Influencing Decision Making 59% 59% -  

Listening to Views and Acting on them 71% 69% -2  

Information Provision 84% 81% -3  

Tenant Involvement 75% 71% -4  

Appeal Knowledge 44% 40% -4  

Overall Satisfaction 84% 77% -7  

Repair quality 77% 69% -8  

Complaints Handling 51% 42% -9  

Tenant Rights 84% 75% -9  

Value for money 84% 75% -9  

Neighbourhood 84% 72% -12  

Repairs and Maintenance 77% 64% -13  

Condition of Home 84% 65% -19  

Quality of life 73% 47% -26  

Wellbeing Index 67.53 62.87 -4.66  

Response rate 36% 32% -4  
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 Comparison to Previous Surveys 

The table below shows Homes North’s 2020 results compared to the previous 2 surveys.  The final column 

shows the year-on-year change. The overall theme is one of falling scores, with quality of life and condition of 

showing the largest falls while the best year-on-year performance was for customer contact questions. As we 

have seen, much of the change is explained by the introduction of SHMT tenants. 

Question 2017 2018 2020 Change 

Contact: Enquiry answered in a reasonable time 73% 77% 80% 3 

Contact: Quick and efficient 83% 81% 84% 3 

Contact: Easy to get hold of right person 75% 77% 78% 1 

Complaint handling 58% 48% 47% 1 

Communication 86% 85% 84% 1 

Satisfied that rights are upheld 87% 81% 79% 2 

Neighbourhood has improved 32% 34% 31% 3 

Contact: Final outcome 75% 76% 73% 3 

Value for money for rent 88% 81% 78% 3 

Suitability of home to circumstances 89% 85% 82% 3 

Aware of rights and responsibilities 84% 81% 77% 4 

Overall satisfaction  84% 84% 80% 4 

Listening to views and acting on them 79% 76% 72% 4 

Safety of home 85% 81% 77% 4 

Likely to recommend Home North 89% 86% 81% 5 

Tenant involvement  83% 78% 73% 5 

Complaint knowledge 87% 81% 75% 6* 

Repairs and maintenance 74% 76% 69% 7* 

Neighbourhood as a place to live 86% 84% 75% 9* 

Appeal knowledge 56% 51% 41% 10* 

Support for new tenants 88% 86% 76% 10* 

Life has improved since living in a Homes North property 67% 64% 53% 11* 

Condition of home 90% 84% 71% 13* 

*Statistically significant difference 
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 SHMT vs Non-SHMT 

The table below shows the scores for SHMT vs non-SHMT tenants. Non-SHMT tenants were more positive 

than SHMT tenants for all variables with the exception of the proportion reporting that the neighbourhood has 

improved in the last 3 years. The biggest difference was with satisfaction with support for new tenants, where 

67% of SHMT tenants were satisfied, compared to 89% of non-SHMT tenants. 

Question Total SHMT Non-SHMT Difference 

Support for new tenants 76%  67%  89% 22% 

Condition of home 71%  65%  80% 15% 

Life has improved since living in an HN property 53%  47% 62% 15% 

Repairs and maintenance 69%  64%  76% 12% 

Complaint handling 47%  42%  54% 12% 

Contact: Staff helpful 83% 79% 89% 10% 

Satisfied that rights are upheld 79%  75%  83% 8% 

Value for money for rent 78%  75%  83% 8% 

Listening to views and acting on them 72%  69%  77% 8% 

Overall satisfaction  80%  77%  84% 7% 

Repair quality 72%  69%  76% 7% 

Neighbourhood as a place to live 75%  72%  79% 7% 

Safety of home 77%  74%  81% 7% 

Contact: Enquiry answered in a reasonable time 80%  76% 83% 7% 

Likely to recommend Home North 81% 79%  85% 6% 

Suitability of home to circumstances 82%  79%  85% 6% 

Contact: Quick and efficient 84%  81% 87% 6% 

Contact: Final outcome 73%  70% 76% 6% 

Tenant involvement  73%  71%  76% 5% 

Information provision 83%  81%  86% 5% 

Complaint knowledge 75%  73% 78% 5% 

Contact: Easy to get hold of right person 78%  76% 80% 4% 

Aware of rights and responsibilities 77%  75% 79% 4% 

Ability to influence decision making 60%  59% 62% 3% 

Communication 84%  83% 86% 3% 

Appeal knowledge 41%  40%  41% 1% 

Neighbourhood has improved 31%  32% 30% -2% 
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 Housing Services 

Housing services are the core business of every community housing provider. This section contains the key 

indicator of overall satisfaction with housing services. It also examines various aspects of the housing 

management service, including tenants’ rights, whether tenants believe Homes North treats them fairly, rent 

and value for money. 

Eighty percent (80%) of respondents are satisfied with the services provided by Homes North (the fall of 4% 

points taking Homes North below the benchmark of 84%), and 81% reported that they would recommend 

Homes North to friends or family (a 5% point fall). 

 

Seventy-seven percent (77%) of tenants reported that they are aware of their rights and responsibilities as a 

tenant. Meanwhile, 79% reported that they are satisfied that their rights as a tenant are upheld -this is below 

CHIA NSW’s benchmark of 84% and a drop of 2% points when compared to 2018.  

 

Two thirds (67%) reported that they understand how their rent is calculated. Seventy-eight percent (78%) are 

satisfied with the value for money for the rent they pay; in-line with 2018 figure of 81% but below CHIA NSW’s 

benchmark of 84% and a statistically significant decrease on the 88% figure recorded in 2017.  

 

Around three quarters (76%) reported that they were satisfied with the support provided to them when they 

first moved in (a statistically significant fall from 2018) and 89% have had a property inspection in the last 12 

months. 

 

 

 

 

 

 

Overall satisfaction

Likely to recommend Homes North to family and friends

Aware of rights and responsibilities

Rights as a tenant are upheld by Homes North

Understand how rent is calculated

Value for money for rent

Had a property inspection in last 12 months

Support for new tenants

81%

77%

79%

67%

76%

89%

78%

80%

81%

81%

95%

69%

86%

81%

84%

86%

87%

84%

84%

91%

73%

88%

88%

89%

2017

2018

2020

Housing Services
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 Supported Housing 

In total, 169 respondents (22%) have a support worker.  These respondents were asked about the services 

they receive in relation to that support. Results were very positive and among the best in the survey. 

Of the respondents who have a support agreement: 

 88% were satisfied with their support plan. 

 89% were satisfied with the frequency of contact with their support worker. 

 86% were satisfied with the overall service provided by their support worker. 

 86% were satisfied that they are given adequate support by their support worker to sustain their 

tenancy. 

Although the figures have fallen slightly, none of the changes are statistically significant. Base sizes are low, 

so the data should be treated with some caution. 

 

 

  

Your support plan*

Frequency of contact with support
worker*

Overall service provided by support
worker*

Given support by support worker to
sustain tenancy* 86%

88%

86%

89%

89%

86%

89%

91%

92%

97%

95%

100%

2017

2018

2020

* Those who have a support worker

Supported Housing
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 Complaints and Appeals 

Community housing tenants have the right to appeal certain decisions made by community housing landlords. 

In order to ensure that tenants’ rights are upheld, and that procedural fairness and natural justice is 

maintained, it is essential that the appeal process is clear, fair, effective and well publicised.  

It is also important that a tenant can complain effectively if they feel that an aspect of the service is not 

operating properly. Complaints play an important role in highlighting problems in service delivery – if a 

community housing organisation does not know about problems in the service delivery it can never address 

the issue to ensure that the service is working well. The National Community Housing Standards recommend 

best practice standards relating to both complaints and appeals3.  

Fewer than half the respondents (41%) reported that they know how to appeal a decision made by Homes 

North one of the biggest drops recorded when compared to 2018, bringing Homes North below CHIA NSW’s 

benchmark of 44%. A higher proportion (75%) reported that they know how to make a complaint - above CHIA 

NSW’s benchmark of 70%, but a 6% point fall from 2018.  

 

A quarter of respondents (25%) had reported a complaint in the last 12 months. Forty-seven percent (47%) 

were satisfied with how the complaint was handled overall. This was one of the worst performing indicators in 

2018, so new questions were introduced in 2020 to explore different aspects of the complaints service.  

 70% were satisfied with how easy it was to make a complaint. 

 66% were satisfied with the information and advice provided by staff. 

 45% were satisfied with being kept informed about the progress of their complaint. 

 46% were satisfied with the speed with which the complaint was dealt with. 

                                                      

3 Section 3.6, National Community Housing Standards Manual third edition  

Appeals knowledge

Complaints knowledge

Made a complaint in the last 12 months

Complaints: Complaint handling overall*
47%

41%

75%

25%

51%

48%

81%

28%
35%

87%

58%

56%

2017

2018

2020

* Made a complaint in the last 12 months

Complaints and Appeals
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 47% were satisfied with the outcome of their complaint. 

The results are shown in the chart below: 

 

Complaints: Ease of making complaint*

Complaints: Info and advice provided by staff*

Complaints: Being kept informed about complaint progress*

Complaints: The speed complaint was dealt with*

Complaints: The outcome of complaint*

70%

47%

66%

45%

46%

* Made a complaint in the last 12 months

Quality of Complaint Handling (2020 only)
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Quality of repair carried
out*

Repairs and
maintenance services*

Condition of home

71%

69%

72%

76%

84%

90%

74% 2017

2018

2020

* Those who have had a repair in the last 12 months

Repairs and Maintenance

 Repairs and Maintenance 

Community housing tenants have a right to live in well-maintained properties. International research suggests 

that repairs and maintenance is the single most important driver of overall tenant satisfaction4.  

Around 4 in 5 tenants (79%) reported that they have requested a repair in the last 12 months, 37% of these 

contacted the repair team, while 33% contacted the Housing Manager. 

 

Of those who reported a repair, 69% were satisfied with the service they received (a statistically significant fall 

from 2018, below the NRSCH threshold and well below the CHIA NSW benchmark of 77%). In addition, a new 

question asking about the quality of the repairs was included in 2020 – 72% were satisfied. This is also below 

the CHIA NSW benchmark (77%). 

Seventy-one percent (71%) reported that they are satisfied with the condition of their home, this is a 

significant fall in satisfaction when compared to 2018 (84%) and well below the 90% recorded in 2017. It is 

also below the benchmark figure (84%) and the NRSCH threshold of 75%.  

 

 

 

 

  

                                                      

4 Hood and Smedley (2009) How to develop and monitor local performance measures House Mark 

 

With repair team

With Housing Manager

In person

Via email

Other

2%

37%

15%

33%

13%

How did you request your
repair?
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 Home and Neighbourhood  

This section provides information on tenants’ views about their local neighbourhood. This information can be 

used to identify if there are any emerging neighbourhood issues in any of the communities Homes North 

works within and to determine if additional partnerships are needed in particular localities. 

Eighty-two percent (82%) reported that they are satisfied with the suitability of their home to their 

circumstances, little change compared to 2018, but 7% points short of the 2017 figure.  Around three quarters 

(77%) are satisfied with the safety of their home (81% in 2018). 

When asked about the neighbourhood that they live in, 31% reported it had improved while 20% reported it 

had declined in the last 3 years. Seventy-five percent (75%) are satisfied with their neighbourhood as a place 

to live (below CHIA NSW’s benchmark of 84% and significantly below the 2018 figure). 

Just over half the respondents (53%) reported that life has improved since living in a Home North property, 

one of the biggest falls in the survey when compared to 2018 (64%) and the worst performing indicator in 

comparison to the benchmark (20% points short of the benchmark). 

 

Suitability of home to circumstances

Safety of home

Neighbourhood as a place to live

Neigbourhood improved in the last 3
years

Life has improved since living in a
Homes North property

75%

31%

82%

53%

77%

84%

34%

64%

85%

81%

86%

32%

67%

89%

85%

2017

2018

2020

Home and Neighbourhood
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 Neighbourhood Problems 

Respondents were asked which of the list of possible problems existed in their neighbourhood.  The biggest 

problems were: 

 Noisy neighbours (44% a problem). 

 Drug use and drug dealing (37% a problem) and drunk or rowdy behaviour (37% a problem). 

 Rubbish or litter (36% a problem). 

 

There were significant increases in the proportion replying that issues were problematic – with SHMT tenants 

particularly more likely to notice ASB.  This is shown in the chart below: 

 

 

Racial or other harassment

Vandalism and graffiti

Other crimes

Problems with pets and animals

Drunk or rowdy behaviour

Rubbish or litter

Drug use and dealing

Noisy neighbours

31%

33%

18%

37%

37%

36%

44%

22%
14%

11%

19%

26%

35%

24%

26%

13%

25%

16%

35%

24%

21%

16%

2017

2018

2020

Antisocial Behaviour (% 'A problem')

Racial or other harassment

Vandalism and graffiti

Other crimes

Problems with pets and animals

Rubbish or litter

Drunk or rowdy behaviour

Drug use and dealing

Noisy neighbours

23%

31%

24%

15%

31%

18%

35%

28%

26%

36%

41%

51%

37%

40%

19%

16%

SHMT

Non-SHMT

Antisocial Behaviour 2020 (% 'A problem')
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In addition, there were some variations between different regions - for example, tenants in Moree suffer more 

from rubbish and litter, vandalism and graffiti and other crimes. 

 

Finally in this section, tenants were asked whether they have been subjected to any of a number of different 

forms of ASB, abuse or other difficulties whilst being a tenant of Homes North. The main issue reported was 

verbal abuse (21%) followed by domestic violence (11%). 

 

No reply

Verbal abuse

Domestic violence

Relationship breakdown

Discrimination

Racism

Financial abuse 4%

21%

9%

11%

69%

7%

6%

Have you experienced any of the following?

% A problem Total 
A. 

Armidale 

B. Glen 

Innes 

C. 

Gunnedah 
D. Inverell E. Moree F. Narrabri 

G. 

Tamworth 

Rubbish or litter 36% (724) 
41% (115) 

F 

26% (47) 

E 

30% (84) 

E 

27% (51) 

E 

46% (67) 

BCDF 

23% (53) 

AEG 

39% (305) 

F 

Noisy neighbours 44% (731) 
55% (117) 

C 
39% (46) 

37% (84) 

A 
40% (50) 40% (70) 45% (56) 44% (306) 

Pets and animals 33% (713) 30% (110) 24% (46) 31% (81) 27% (51) 31% (68) 39% (54) 36% (301) 

Racial/ other 

harassment 
18% (705) 

27% (112) 

DEFG 

27% (44) 

DEF 
15% (80) 

10% (48) 

AB 

12% (66) 

AB 

11% (53) 

AB 

17% (300) 

A 

Drunk/ rowdy 

behaviour 
37% (722) 42% (113) 35% (46) 39% (83) 39% (51) 37% (70) 32% (56) 35% (301) 

Vandalism/ Graffiti 22% (693) 
24% (107) 

E 

14% (43) 

E 

15% (80) 

E 

17% (47) 

E 

43% (68) 

ABCDFG 

17% (53) 

E 

22% (293) 

E 

Drug use/ dealing 37% (717) 32% (110) 30% (46) 31% (81) 29% (52) 46% (68) 42% (55) 41% (303) 

Other crimes 31% (661) 28% (101) 
15% (40) 

EG 
24% (74) 30% (46) 

36% (64) 

B 
26% (50) 

36% (284) 

B 
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 Customer Contact 

The majority of respondents (88%) had been in contact with Homes North in the last 12 months.  Most made 

contact over the phone (68%) or in person (27%). The main reasons for making contact related to repairs 

(69%) or rent (12%).   

 

When asked about the service received when making contact, 78% reported it was easy to get hold of the 

right person and 80% reported that their enquiry was dealt with in a reasonable time. Eighty-four percent 

(84%) reported that the query was dealt with quickly and efficiently and 73% reported they were satisfied with 

the outcome of their enquiry.  Eighty-three percent (83%) reported that staff were helpful (a new question in 

2020). These were some odd the best results when comparing the data year-on-year. 

  

By phone

In person

Home visit

By email

By letter

Other

2%

27%

68%

3%

How did you last contact Homes
North?

Repairs and maintenance

Neighbourhood issues

Rent

Tenancy transfer

Communal garden area

Other

4%

69%

7%

1%

12%

7%

What was the reason that you
contacted Homes North?

How easy  to get hold of the right person

Enquiry answered within a reasonable
time

Ability of staff to deal with query quickly
and efficiently

Final outcome of query

Staff were helpful
83%

73%

84%

80%

78%

81%

77%

77%

76%

83%

75%

75%

73%

2017

2018

2020

Quality of Contact
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Internet  

When asked about aces to the internet and email, 51% reported that they have email access, 48% are aware 

of the Homes North website. 

 

 

Do you have access to email?

Did you know that Homes North has a
website with useful tenant information?

51%

48%

49%

53%

42%

53%

2017

2018

2020

Internet Access
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 Engagement and Communication   

These questions ask for tenants’ satisfaction with different levels of engagement, starting with information 

provision through to the ability to influence decision making.  These escalating levels of tenant participation 

are known as the ladder of participation.  Please note, that when using this model, the higher ‘rungs’ of the 

ladder are not necessarily superior and each rung has its own role in terms of tenant engagement. 

Many scores have dropped significantly since that last time the measurement was taken, however 

comparisons with the CHIA NSW benchmarks are quite favourable.   

It is common to observe falling levels of satisfaction further up the ladder, a pattern echoed by these results:  

Satisfaction with information provision (83%) and communication (84%) are the highest scoring and are in line 

with the benchmark scores. As the steps of the ladder represent more ‘two-way’ consultative processes, 

satisfaction falls with the way that tenants are involved scoring 73% (also in line with the 75% benchmark) and 

listening to views and acting on them scoring 72% (above the benchmark of 71%). 

Finally, 60% reported that they are satisfied with their ability to influence decision making, 1% point above the 

benchmark. 

 

 

  

Information provision

Communication

Tenant involvement

Listening to views and acting on them

Ability to influence decision-making

84%

72%

60%

83%

73%
78%

76%

85%
86%

83%

79%

2017

2018

2020

Engagement and Communication
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 Energy Hardship 

Several new questions were introduced to understand about levels of energy hardship. Only a minority do not 

have a sufficient understanding of how to best use energy in their home, but nearly half (49%) reported that 

they choose restrict heating and cooling in the last 12 months because of the cost, while nearly a third (31%) 

had been unable to pay utility bills on time, 18% have been at risk of being cut-off and 17% have had to 

borrow in order to pay their bills. 

 

I do not have sufficient knowledge on how to best use
energy in my home

I entered into a loan agreement or used a credit card
to pay electricity or gas bills

My electricity or gas services was at risk of being
disconnected

I could not pay electricity or gas bills on time

I choose to restrict heating and cooling because I
could not afford extra costs

17%

4%

18%

31%

49%

Energy Hardship
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 Personal Wellbeing Index 

Tenants were asked to respond to several different 11 point rating scale questions which when taken together 

make up the ‘Personal Wellbeing Index’ but when looked at independently give a perspective on various 

issues including sense of personal safety, life satisfaction and health. These questions are scored on a scale 

of 0 to 100, where 100 is the highest rating. The chart below plots the results to the individual questions as 

well as the overall Personal Wellbeing Index score. 

 

When comparing these scores to CHIA NSW benchmarks, most indicators are below the benchmark figure 

with the largest gap being for personal health (-9.72). 

Indicator 
CHIA NSW 
Benchmark 

Homes North 2020 Difference 

Personal Wellbeing Index 67.65 63.58 -4.07 

(PWI) Standard of Living 74.23 68.61 -5.62 

(PWI) Personal Safety 73.48 67.10 -6.38 

(PWI) Future Security  67.05 62.37 -4.68 

(PWI) Community Connectedness 67.80 62.25 -5.55 

(PWI) Personal Relationships 66.25 66.58 0.33 

(PWI) Achieving in Life 63.94 63.18 -0.76 

(PWI) Personal Health 63.54 53.82 -9.72 

 

 

Well Being Index

...your life as a whole?

...your standard of living?

...how safe you feel?

...your personal relationships?

...what you are currently achieving in life?

...your future security?

...feeling part of your community?

...your health?

63.18

68.61

66.58

63.58

67.10

62.25

53.82

62.37

66.96

Personal Wellbeing Index
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 Tenant Priorities and Gap Analysis 

Tenants indicated the three most important priorities from a list of seven options.  Repairs and maintenance 

was the main priority (80%), followed by overall condition of the home (49%) and then the neighbourhood as a 

place to live (44%). 

 

 

These priorities when mapped against levels of dissatisfaction allow us to identify areas that are both 

important and where performance is less satisfactory to identify service gaps.  The analysis shows that repairs 

and maintenance is by someway the area that is of greatest importance and has the highest level of 

dissatisfaction so should be the priority.   

 

Repairs and maintenance

Overall condition of your home

Your neighbourhood as a place to live

Value for money for the rent you pay

Communications with Homes North

Your rights as a tenant upheld by Homes North

Homes North listening to tenants' views and acting on them

80%

37%

33%

44%

32%

49%

19%

Priorities

0

15

30

%
 N

e
g

a
ti
v
e

10 20 30 40 50 60 70 80 90

% Important

Repairs and maintenance

Condition of home

Neighbourhood

Value for money

Listening to views 

Communications 

Tenant rights

Importance / Performance
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 Analysis by Program 

Data has been significance-tested using the z-test at the 95% confidence interval. Significant differences are 

identified using the uppercase characters in the table cells.  For example, looking at the ‘Overall satisfaction’ 

question, those in Capital accommodation (Column A) have a significantly higher level of satisfaction (87% 

satisfied) than those in SHMT accommodation (Column E, 77% satisfied). 

Whilst results are mixed, there is some indication that those in Owned and Capital accommodation tend to be 

more satisfied overall. SHMT tenants are less satisfied and, while they account for just 5 responses, so are 

FFS tenants. 

Question Total A. Capital B. FFS 
C. 

Leasehold 
D. Owned E. SHMT 

Overall satisfaction  
80% 

(824) 

87% 

(184) 

E 

60% (5) 79% (67) 84% (95) 

77% 

(470) 

A 

Aware of rights and responsibilities 
77% 
(812) 

75% 
(182) 

60% (5) 82% (67) 
86% (92) 

E 

75% 
(463) 

D 

Satisfied that rights are upheld 
79% 

(804) 

85% 

(181) 

BE 

20% (5) 

ACDE 

83% (66) 

B 

84% (93) 

B 

75% 

(456) 

AB 

Likely to recommend Home North 
81% 
(814) 

85% 
(181) 

60% (5) 
90% (67) 

E 
84% (95) 

79% 
(463) 

C 

Value for money for rent 
78% 

(817) 

81% 

(183) 

60% (5) 

D 

78% (67) 

D 

90% (93) 

BCE 

75% 

(466) 

D 

Support for new tenants 
76% 
(793) 

87% 
(181) 

E 

60% (5) 

D 

90% (67) 
E 

93% (95) 
BE 

67% 
(442) 
ACD 

Appeal knowledge 
41% 
(792) 

39% 
(179) 

0% (4) 39% (64) 50% (92) 
40% 
(450) 

Complaint knowledge 
75% 
(799) 

78% 
(179) 

25% (4) 80% (65) 80% (94) 
73% 
(454) 

Complaint handling 
47% 
(189) 

56% (34) 0% (1) 
53% 
(197) 

52% (27) 
42% 
(109) 

Repair quality 
72% 

(623) 

77% 

(140) 

B 

0% (3) 

ACDE 

67% (51) 

BD 

83% (70) 

BCE 

69% 

(356) 

BD 

Repairs and maintenance 
69% 

(615) 

77% 

(142) 

BE 

0% (3) 

ACDE 

65% (49) 

BD 

82% (67) 

BCE 

64% 

(351) 

ABD 

Condition of home 
71% 

(756) 

79% 

(170) 

BDE 

40% (5) 

AD 

70% (61) 

D 

90% (87) 

ABCE 

65% 

(431) 

AD 

Neighbourhood as a place to live 
75% 
(797) 

78% 
(181) 

100% (4) 83% (64) 77% (94) 
72% 
(452) 

Suitability of home to circumstances 
82% 
(780) 

85% 
(173) 

75% (4) 80% (61) 
90% (94) 

E 
79% 
(445) 



 

 

  

Homes North 2020 Tenant Satisfaction Survey Page 33 of 47 

D 

Safety of home 
77% 
(690) 

83% 
(151) 

E 
75% (4) 72% (57) 81% (85) 

74% 
(391) 

A 

Neighbourhood has improved 
31% 
(769) 

31% 
(173) 

25% (4) 
18% (61) 

DE 
37% (89) 

C 

32% 
(439) 

C 

Contact: Easy to get hold of right person 
78% 
(685) 

87% 
(146) 
BCE 

25% (4) 
A 

68% (62) 
A 

80% (80) 
76% (39) 

A 

Contact: Enquiry answered in a 
reasonable time 

80% 
(683) 

90% 
(145) 
CE 

50% (4) 
65% (62) 

AD 
88% (82) 

CE 

76% 
(387) 
AD 

Contact: Quick and efficient 
84% 
(681) 

90% 
(144) 
BE 

50% (4) 
AD 

82% (61) 
88% (81) 

B 

81% 
(388) 

A 

Contact: Final outcome 
73% 
(639) 

80% 
(137) 
BCE 

33% (3) 
A 

67% (57) 
A 

78% (77) 
70% 
(363) 

A 

Contact: Staff helpful 
83% 

(686) 

92% 

(145) 

E 

50% (4) 85% (62) 88% (81) 

79% 

(391) 

A 

Information provision 
83% 

(795) 

89% 

(175) 

BE 

20% (5) 

ACDE 

87% (67) 

B 

85% (94) 

B 

81% 

(451) 

AB 

Communication 
84% 

(797) 

86% 

(177) 

B 

40% (5) 

ACDE 

81% (67) 

BD 

91% (93) 

BCE 

83% 

(452) 

BD 

Tenant involvement  
73% 

(789) 

75% 

(174) 
40% (5) 78% (65) 78% (91) 

71% 

(451) 

Listening to views and acting on them 
72% 
(773) 

78% 
(171) 
BE 

20% (5) 
ACDE 

75% (64) 
B 

78% (91) 
B 

69% 
(439) 
AB 

Ability to influence decision making 
60% 
(763) 

61% 
(171) 

40% (5) 66% (61) 63% (90) 
59% 
(433) 

Life has improved since living in an HN 
property 

53% 
(771) 

64% 
(169) 

E 
33% (3) 53% (64) 

66% (90) 
E 

47% 
(443) 
AD 
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 Analysis by Area Office 

Data has been significance-tested using the z-test at the 95% confidence interval. Significant differences are 

identified using the uppercase characters in the table cells.   

When looking at results by area office, results were mixed as can be seen in the table below. For example, 

looking at the ‘Overall satisfaction’ question, those in Glen Innes and Gunnedah have a significantly higher 

level of satisfaction than those in Armidale.  There is variation between offices for example there is some 

indication that tenants in Moree have lower levels of satisfaction; but overall it is a mixed picture.   

% Satisfied Total 
A. 

Armidale 

B. Glen 

Innes 

C. 

Gunnedah 

D. 

Inverell 
E. Moree 

F. 

Narrabri 

G. 

Tamworth 

Overall satisfaction  
80% 

(824) 

74% 

(137) 

BC 

89% 

(53) 

A 

87% (95) 

A 

87% 

(60) 
78% (74) 

76% 

(59) 

80% 

(343) 

Aware of rights and 
responsibilities 

77% 
(812) 

77% 
(133) 

75% 
(53) 

76% (93) 
69 

(58) 
78% (73) 

76% 
(59) 

78% 
(340) 

Satisfied that rights 
are upheld 

79% 

(804) 

77% 

(132) 

87% 

(52) 
84% (92) 

76% 

(59) 
76% (74) 

79% 

(58) 

78% 

(334) 

Likely to recommend 
Home North 

81% 
(814) 

74% 
(135) 
CG 

74% 
(53) 
C 

88% (93) 
AB 

83% 
(60) 

81% (73) 
80% 
(59) 

84% 
(338) 

A 

Value for money for 
rent 

78% 

(817) 

79% 

(132) 

85% 

(53) 
77% (94) 

75% 

(60) 

70% (74) 

G 

71% 

(59) 

81% 

(342) 

E 

Support for new 
tenants 

76% 
(793) 

83% 
(126) 
FG 

81% 
(52) 

 

83% (93) 
FG 

74% 
(53) 
E 

88% (73) 
DFG 

68% 
(59) 
ACE 

71% 
(334) 
ACE 

Appeal knowledge 
41% 
(792) 

48% 
(128) 

39% 
(51) 

41% (92) 
32% 
(60) 

33% (73) 
39% 
(57) 

42% 
(328) 

Complaint knowledge 
75% 
(795) 

75% 
(128) 

79% 
(52) 

76% (91) 
68% 
(60) 

78% (73) 
69% 
(58) 

76% 
(334) 

Complaint handling 
47% 

(189) 

51% 

(37) 

54% 

(13) 
63% (16) 

50% 

(12) 
47% (19) 

42% 

(12) 
41% (79) 

Repair quality 
72% 

(623) 

80% 

(98) 

EF 

81% 

(37) 

EF 

75% (73) 

E 

75% 

(44) 

E 

49% (59) 

ABCDG 

59% 

(41) 

ABG 

74% 

(268) 

EF 

Repairs and 
maintenance 

69% 
(615) 

77% 
(97) 
E 

78% 
(37) 
E 

79% (73) 
E 

71% 
(41) 
E 

41% (59) 
ABCDFG 

63% 
(41) 
E 

68% 
(265) 

E 

Condition of home 
71% 
(756) 

76% 
(122) 
EF 

77% 
(47) 
E 

79% (89) 
EF 

69% 
(55) 

56% (68) 
ACG 

59% 
(56) 
ACG 

72% 
(317) 
EF 

Neighbourhood as a 
place to live 

75% 
(797) 

74% 
(131) 

71% 
(51) 

F 
80% (92) 

81% 
(58) 

77% (73) 
86% 
(58) 
BG 

71% 
(331) 

F 

Suitability of home to 
circumstances 

82% 

(780) 

83% 

(127) 

86% 

(49) 
87% (89) 

85% 

(57) 
81% (72) 

80% 

(59) 

80% 

(324) 

Safety of home 
77% 
(690) 

84% 
(104) 

G 

81% 
(47) 

84% (73) 
G 

77% 
(48) 

77% (65) 
82% 
(55) 

72% 
(295) 
AC 
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Neighbourhood has 
improved 

31% 
(769) 

31% 
(124) 

20% 
(49) 
CEF 

37% (90) 
B 

30% 
(54) 

39% (72) 
B 

41% 
(56) 
BG 

28% 
(321) 

F 

Contact: Easy to get 
hold of right person 

78% 
(685) 

67% 
(119) 
BCG 

95% 
(43) 

ADEFG 

87% (76) 
A 

72% 
(51) 
B 

75% (65) 
B 

76% 
(41) 
B 

79% 
(288) 
AB 

Contact: Enquiry 
answered in a 
reasonable time 

80% 
(683) 

74% 
(17) 
C 

86% 
(42) 

92% (77) 
ADEFG 

72% 
(50) 
C 

70% (64) 
C 

80% 
(41) 

80% 
(289) 

C 

Contact: Quick and 
efficient 

84% 

(681) 

81% 

(121) 

C 

90% 

(41) 

92% (76) 

AEF 

81% 

(48) 

77% (64) 

D 

76% 
(41) 
C 

84% 

(288) 

Contact: Final 
outcome 

73% 

(639) 

71% 

(111) 

85% 

(39) 

E 

79% (72) 

E 

73% 

(45) 

59% (63) 

BCFG 

79% 

(38) 

E 

75% 

(269) 

E 

Contact: Staff helpful 
83% 
(686) 

82% 
(119) 

90% 
(42) 

91% (75) 
E 

90% 
(5) 

77% (65) 
C 

80% 
(41) 

82% 
(291) 

Information provision 
83% 
(795) 

80% 
(133) 

C 

88% 
(49) 

91% (91) 
AEG 

84% 
(55) 

79% (71) 
C 

85% 
(59) 

86% 
(334) 

C 

Communication 
84% 
(797) 

84% 
(13) 

84% 
(49) 

87% (93) 
82% 
(55) 

83% (72) 
83% 
(59) 

84% 
(336) 

Tenant involvement  
73% 
(789) 

74% 
(130) 

77% 
(48) 

77% (91) 
79% 
(56) 

63% (70) 
69% 
(59) 

74% 
(332) 

Listening to views and 
acting on them 

72% 
(773) 

70% 
(126) 

79% 
(47) 

79% (89) 
F 

72% 
(53) 

69% (70) 
63% 
(59) 
C 

73% 
(326) 

Ability to influence 
decision making 

60% 
(763) 

56% 
(124) 

66% 
(47) 

62% (89) 
52% 
(54) 

57% (70) 
60% 
(57) 

63% 
(319) 

Life has improved 
since living in an HN 
property 

53% 
(771) 

50% 
(127) 

C 

55% 
(49) 

67% (86) 
ADG 

46% 
(54) 
C 

53% (70) 
54% 
(59) 

52% 
(324) 

C 
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 Key Indicators by Demographics 

In the following pages we compare results from different subgroups using ‘radar charts’ and also in data 

tables. When looking at results in the tables the data has been significance-tested using the z-test at the 95% 

confidence interval. Significant differences are identified using the uppercase characters in the table cells.  

Length of Tenancy  

Those who have been a tenant for 1-2 years were significantly less likely to be satisfied with repairs and 

maintenance and the condition of their home than those who have been a tenant for 6 years or more. 

 

 

0%

25%

50%

75%

100%

Overall satisfaction

Value for money for rent

Repairs and maintenance services

Condition of home

Communication

Tenant involvement

Less than a year 1 to 2 years 3 to 5 years 6 to 10 years More than 10 years

Differences by Length of Tenancy

% Satisfied Total A. < 1 year B. 1-2 years C. 3-5 years 
D. 6-10 

years 

E. 10+ 

Years 

Overall satisfaction 80% (824) 81% (64) 79% (313) 84% (134) 82% (119) 77% (165) 

Value for money 78% (817) 84% (63) 75% (311) 80% (134) 78% (119) 80% (162) 

Repairs and maintenance 69% (615) 73% (40) 
61% (242) 

DE 
71% (101) 

74% (84) 

B 

75% (129) 

B 

Condition of home 71% (756) 69% (59) 
66% (291) 

DE 
72% 121 

76% (110) 

B 

76% (149) 

B 

Communication 84% (797) 85% (61) 83% (308) 82% (13) 85% (112) 85% (158) 

Tenant involvement 73% (789) 76% (58) 70% (305) 79% (131) 76% (110) 72% (158) 
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Heritage 

Those with an Aboriginal or Torres Strait Island background were significantly less likely to be satisfied with 

value for money, the condition of their home and repairs and maintenance than those with a non-Aboriginal or 

Torres Strait Island background. 

 

 

  

0%

25%

50%

75%

100%

Overall satisfaction

Value for money for rent

Repairs and maintenance services

Condition of home

Communication

Tenant involvement

Aboriginal or Torres Strait Islander Born in Australia (not ATSI) Other (e.g. Migrant, refugee)

Differences by Heritage

% Satisfied 
Total 

A. Aboriginal or 

Torres Strait 

Islander 

B. Born in 

Australia (not 

ATSI) 

C. Other (e.g. 

migrant, refugee) 

Overall satisfaction 80% (824) 76% (289) 82% (490) 93% (14) 

Value for money 78% (817) 
72% (287) 

B 

81% (486) 

A 
93% (14) 

Repairs and maintenance 69% (615) 
58% (225) 

B 

75% (358) 

A 
82% (11) 

Condition of home 71% (756) 
63% (272) 

B 

76% (446) 

A 
85% (13) 

Communication 84% (797) 81% (281) 86% (474) 93% (14) 

Tenant involvement 73% (789) 69% (277) 75% (468) 86% (14) 
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Long Term Illness or Disability 

Households where there is at least one tenant with a long-term illness or disability were significantly less 

satisfied than other households with value for money, communication and tenant involvement. 

 

 

  

0%

25%

50%

75%

100%

Overall satisfaction

Value for money for rent

Repairs and maintenance services

Condition of home

Communication

Tenant involvement

No household members with a disability One or more household members with a disability

Differences by Tenants with a Disability

% Satisfied 

Total 

A. No household 

members with long 

term illness or 

disability 

B. One or more 

household members 

with long term illness 

or disability 

Overall satisfaction 80% (824) 82% (305) 79% (471) 

Value for money 78% (817) 
83% (300) 

B 

75% (470) 

A 

Repairs and maintenance 69% (615) 72% (217) 67% (368) 

Condition of home 71% (756) 72% (280) 71% (435) 

Communication 84% (797) 
88% (296) 

B 

82% (456) 

A 

Tenant involvement 73% (789) 
78% (292) 

B 

70% (453) 

A 
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Age Group 
There was some variation when comparing age groups – older tenants tended to be more satisfied, with those 

in the 70+ age group the most satisfied of all. Those aged under 40 were the least satisfied. 

 

 

  

0%

25%

50%

75%

100%

Overall satisfaction

Value for money for rent

Repairs and maintenance services

Condition of home

Communication

Tenant involvement

Under 40 40-49 50-59 60-69 70+

Differences by Age Group

% Satisfied Total 
A. < 40 

years 
B. 40-49 C. 50-59 D. 60-69 

E. 70+ 

Years 

Overall satisfaction 80% (824) 79% (159) 80% (97) 81% (177) 78% (174) 83% (190) 

Value for money 78% (817) 
73% (158) 

E 

74% (96) 

E 

76% (177) 

E 

78% (174) 

E 

87% (186) 

ABCD 

Repairs and maintenance 69% (615) 
59% (128) 

E 

65% (82) 

E 
70% (132) 69% (123) 

78% (131) 

AB 

Condition of home 71% (756) 
56% (154) 

BCDE 

72% (92) 

AE 

72% (158) 

AE 

71% (157) 

AE 

86% (171) 

ABCD 

Communication 84% (797) 
74% (158) 

BCDE 

86% (96) 

A 

83% (170) 

AE 

84% (164) 

AE 

93% (183) 

ACD 

Tenant involvement 73% (789) 70% (156) 71% (95) 75% (165) 74% (170) 78% (180) 
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Benefits 

Those who live in households that receive Commonwealth Rent Assistance were significantly more likely to 

be satisfied with Homes North overall and communication than other households. 

 

0%

25%

50%

75%

100%

Overall satisfaction

Value for money for rent

Repairs and maintenance services

Condition of home

Communication

Tenant involvement

Receive CRA Do not Receive

Differences by Subsidised Rent

% Satisfied Total A. Receive CRA 
B. Do not receive 

CRA 

Overall satisfaction 80% (824) 
82% (666) 

B 

74% (113) 

A 

Value for money 78% (817) 78% (663) 79% (112) 

Repairs and maintenance 69% (615) 69% (497) 65% (88) 

Condition of home 71% (756) 72% (611) 72% (119) 

Communication 84% (797) 
85% (646) 

B 

77% (111) 

A 

Tenant involvement 73% (789) 75% (639) 68% (111) 



 

 

  

Homes North 2020 Tenant Satisfaction Survey Page 41 of 47 

 Comments 

Section overview 

This section looks at the comments made by respondents.  

Comments 

All comments are supplied separately in the Excel Comments Toolkit. This toolkit allows Homes North to filter 

and analyse in more depth all the comments received. All comments were coded to one primary service area 

and by type of comment (be it negative, neutral or positive). 

In total, 207 comments were made by respondents. There were more negative comments made (103 or 50%) 

than positive (86 or 42%). The remainder have been classified as neutral comments (18 or 9%).  

The table below lists data on comments by service area and whether comments were negative, neutral or 

positive.  

  Negative Neutral Positive Grand 
Total   (count & %) (count & %) (count & %) 

Homes North generally    0 0% 1 0% 23 11% 24 

Homes North services    1 0% 1 0% 25 12% 27 

Homes North communications / newsletters 
/ website    1 0% 0 0% 1 0% 2 

Common areas - parking / bins / lifts    4 2% 0 0% 0 0% 4 

Housing services - customer service / staff    14 7% 1 0% 35 17% 50 

Housing services – rent / water charges    9 4% 0 0% 0 0% 9 

Housing services - transfers    2 1% 3 1% 0 0% 5 

Neighbour issues / disputes     10 5% 0 0% 0 0% 10 

Neighbourhood - area / amenities    5 2% 0 0% 0 0% 5 

Repairs - condition of property    19 9% 1 0% 0 0% 20 

Repairs - contact/communication    5 2% 1 0% 0 0% 6 

Repairs - contractors    1 0% 0 0% 0 0% 1 

Repairs - cost/tenant responsibilities    1 0% 1 0% 0 0% 2 

Repairs - disabled adaptations    3 1% 1 0% 1 0% 5 

Repairs - exterior of property / garden / 
fence / driveways / gutters    8 4% 1 0% 0 0% 9 

Repairs - heating/cooling    1 0% 1 0% 0 0% 2 

Repairs - quality of repairs    4 2% 0 0% 0 0% 4 

Repairs – time     13 6% 1 0% 0 0% 14 

Tenant / community engagement 1 0% 1 0% 0 0% 2 

Other    1 0% 4 2% 1 0% 6 

Grand Total 103 50% 18 9% 86 42% 207 
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Most positive comments were for Housing services - customer service / staff, and included comments such 

as: 

“Homes north gets things done quickly and has helped me many of times and always comes though with good 

things! They are a strong ethical team in Glen Innes I strongly recommend Homes North”. 

“Homes north communicate extremely promptly and a very pleasant area manager which means a lot”. 

 

Negative comments were concentrated around the repairs service- condition of property. This included 

comments such as: 

“They need to keep on top of things such as maintenance and repairs. And how clean the property is when 

you move in. E.g. clean cupboards, under stones and carpets” 

 “Prior to moving into my lease agreement I was told the rotten carpet was going to be ripped out but has not 

been done. Would love solar panels and aircon.” 

 

Word Cloud 

The word cloud below illustrates the frequency of certain words that appeared in all the comments received. 

The more prominent a word the more frequently it was mentioned. A stop word list has been used to filter out 

words and numbers that are irrelevant to the analysis5.  

Reflecting the positive results achieved in the survey are words like “good”, “great”, and “happy”. 

Words such as “home”, “people” and “years” also appear as large, reflecting their importance to tenants.

                                                      

5 Stop words for word cloud: 1 10 11 12 14 15 2 20 2009 25 26 3 4 5 6 7 8 9 a able about above abridged after again ago all also 

although am an and answer any are arm around as at back be because been before bit but by can ch close comment could dissatisfied 

do does doing don't due e.g eg either etc even every example fairly few fix for four from get getting go going had has have he her here his 

homes homesnorth housing how i i'd i'm i've i.e if im in including into is isn't it it's its keep list lot make me much my n/a name no north 

north's not of on one only or our part quite re removed satisfied say see she so some something state stop sure take tenant tenants than 

thanks that the their them then there these they things this to told took under unit up us use very walls was way we were what when 

where which who why will with withheld without word would yet you youryard 
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Appendix 1: Respondent Profile 

The table below shows the proportion of tenants that belonged to each of the key subgroups. 

Description Sub group Proportion 

Program 

Capital 22% 

FFS 1% 

Leasehold 8% 

Owned 12% 

SHMT 57% 

Region 

Armidale 17% 

Glen Innes 6% 

Gunnedah 12% 

Inverell 7% 

Moree 9% 

Narrabri 7% 

Tamworth 42% 

Length of tenancy 

Less than a year 8% 

1-2 years 39% 

3-5 years 17% 

6-10 years 15% 

More than 10 years 21% 

Cultural group 
Australian (not ATSI) 62% 

Aboriginal/Torres Strait Islander 38% 

Age group 

Under 40 20% 

40-49 12% 

50-59 22% 

60-69 22% 

70+ 24% 

Disability 
No disabled household members 39% 

One or more disabled household member(s) 61% 

Commonwealth Rent 
Assistance 

Received 85% 

Not received 15% 
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Other Profiling Questions: 

 

The main type of disability or ongoing medical condition was mental illness or disorder 

(18%). 

 

 
 

The chart showing the highest levels of education or training completed is below. 

 

 
 

 

 

 

 

 

 

No reply

Mental illness and/or disorder

Intellectual/learning disability

Post Traumatic Stress Disorder

Visually Impaired

Acquired brain injury

Wheelchair user

Alcohol or other drug misuse

Kidney failure

64%

18%

4%

3%

2%

5%

9%

7%

3%

Do you have a disability or ongoing medical
condition?

Did not go to school
Year 6 or below
Year 7 or below
Year 8 or below

Year 9 or equivalent
Year 10 or equivalent
Year 11 or equivalent
Year 12 or equivalent

Certificate I/II
Certificate III/IV (including trade certificate)

Advanced diploma/diploma
Bachelor degree (with or without honours)

Graduate diploma/Graduate certificate
Postgraduate degree

Other non-school

2%

9%

9%

1%

7%

2%

7%

2%

1%

2%

5%

27%

2%

16%

9%

What is the highest level of education or
training you have completed?
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Twenty-nine percent (29%) reported that they are unable to work, while a further 29% are 

retired. 

 

 

Unable to work (e.g. long-term illness, serious injury)

Retired

Unemployed (not currently employed but actively looking for work)

A full-time parent/carer

Not in the labour force (e.g. home duties and not looking for work)

Employed part-time (less than 35 hours per week)

Volunteering

Employed full-time (35 hours per week or more)

In full-time study

In part-time study

29%

9%

1%

9%

3%

4%

1

29%

14%

10%

What is your current employment status?
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Appendix 2: Response Rate  

The NRSCH sets standards which define whether a returned tenant survey should be counted as valid. The 

NRSCH states that if a returned survey does not include a response to the overall satisfaction question it 

should not be counted as a valid response. Using this definition CHIA NSW received a total of 361 

responses of which 824 were valid6 representing an overall valid response rate of 33%. This is above the 

NRSCH threshold (25%) and just below CHIA NSW’s industry average of 36%.  

The chart below shows the proportion of responses by different regions. The percentage of the total survey 

response rate coming from each region is in green. The individual response rate for each region is in blue. 

This illustrates that the Gunnedah region had the highest response rate (55%) followed by Narrabi (41%).  

Response rate by region 

 

 

Response rate by survey type 

Tenants were given the option of completing a paper survey or completing the survey online. The vast 

majority of surveys (85%) were completed using the paper questionnaire. 

Survey Type Valid Response % 

Web 122 15% 

Paper 702 85% 

Grand Total 824 100% 
 

                                                      

6 CHIA NSW has adopted the NRSCH definition of a valid response based on guidance in NRSCH (2014) Registration Return Guide 
(1.4.3: Numbers of surveys returned) 


