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Section 1: 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 2022.

The aims of this survey are to:

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

o 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 patrticipated in this important survey.

Contextual note

Results in this report should be understood in the context of the COVID-19 pandemic and its impact
on Homes North’s staff, service processes, as well as tenants individually.
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Section 2: 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 gquestions 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
guestionnaire 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 7. Communication

2. Housing services 8. Tenant Engagement

3. Supported Housing 9. Energy Hardship

4. Complaints and Appeals 10. Quality of life and Wellbeing
5. Repairs and Maintenance 11. Tenant Priorities

6. Neighbourhood

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 2,547 households managed by Homes North were invited to
participate in the survey.

Fieldwork (when tenants are asked to complete the survey) commenced on 10 August and ended
on 23 September 2022.

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:
e Provided a prize draw of 6 x $100 gift vouchers
e Sent three SMS and three email reminders

By the closing date of 23 September CHIA NSW received a total of 749 responses of which 744
were valid® representing an overall valid response rate of 29%.

L 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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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.

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
+/- 3.02 with a 95% confidence level.

To elaborate on what a margin of error of +/- 3.02 implies, 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 46.98% (50 — 3.02) and 53.02% (50 + 3.02) would have picked that answer (assuming a
representative sample completed the survey).

Of note, the margin of error differs for each question; it is dependent on the number of responses
received, as well as the spread (variability) of responses for each question. By way of example, if
90% of tenants pick ‘yes’ to a yes/no question, the margin of error would be smaller at +/- 1.81.

Further, where sub-group numbers are small (comprise of few tenants), the margin of error is larger,
and results should be interpreted with more caution. In contrast, when analysing the results using a
base of all respondents, Homes North can have a higher degree of confidence that the views of the
interviewed sample are representative of the bigger tenant population

Statistical significance

Statistical significance is the likelihood that a relationship between two or more variables did not
occur by chance alone.

Data in this survey has been tested for statistical significance using the z-test at the 95% confidence
interval. Undertaking the z-test confirms that the occurrence of a particular effect (such as changes
in satisfaction between survey vyears or differences in satisfaction between different
programs/regions) did not occur by chance alone. In other words, if a result is statistically significant,
we can be 95% sure that this has not happened by chance.

Any statistically significant differences have been identified within the report.
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Section 3: Executive Summary

Section overview
This section provides the headline findings for Homes North’s 2022 tenant satisfaction survey.
Contextual note

As noted earlier in the Introduction section: results in this report should be understood in the context
of the COVID-19 pandemic and its impact on Homes North’s staff, service processes, as well as
tenants individually.

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 remain below the NRSCH thresholds.

When compared to CHIA NSW’s benchmark indicator set, the Homes North results are generally
below the averages. Of the 16 indicators, one is above the benchmark while the 15 are below the
benchmark. The proportion agreeing that their quality of life has improved since being a Homes
North tenant is 21% points below the benchmark.

The SHMT scores continue to bring the overall results down, however the SHMT scores for Homes
North are generally higher than the SHMT scores for other CHPs, and only three SHMT indicators
are below the CHIA NSW SHMT benchmarks.

Historical comparisons are mixed, seven indicators increased since 2020 (one statistically significant
increase) and five indicators remained unchanged. All other indicators recorded a fall, three of the
falls were statistically significant: value for money; frequency of contact with support worker and
adequacy of support from support worker.

Despite falls in satisfaction, 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

One strategy that should be considered is to first focus on the areas that tenants identified as most
important and then on those areas that performed the worst compared to CHIA NSW benchmarks
or where the largest falls were recorded.

Repairs and maintenance: Repairs and maintenance is 5% points below than the NRSCH
threshold and 9% points below the CHIA NSW benchmark. It is also the most important priority for
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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. The gap analysis identified the
related indicator of satisfaction with the condition of the home as the second main priority, and this
indicator is also below the NRSCH threshold and is 13% points short of the benchmark. It should
therefore remain the primary focus of Homes North to redouble the effort to provide an excellent
repairs and maintenance service. , An analysis of maintenance results by area office shows that
maintenance satisfaction was lower in Glen Innes, Moree and Narrabri. A targeted approach
including further investigations with maintenance contractors in these locations is recommended.

Cost of living and value for money: Satisfaction with value for money is the benchmark indicator
that fell the furthest (a statistically significant 7% points) and is 14% points below the benchmark.
Satisfaction with value for money is also the indicator with the largest gap in satisfaction between
SHMT and non-SHMT tenants (a 14% point gap). To a degree this is understandable due to CRA
maximisation often being perceived as a rent rise by SHMT tenants, however this question may be
an indicator of additional cost of living pressures on Homes North tenants. The energy hardship
guestions identified statistically significant increase in the proportion who had been unable to pay
utility bills in the last year, and a statistically significant increase in the proportion who have chosen
to restrict heating and cooling to save money. A new question for the 2022 survey found that around
a third (32%) of tenants have sought financial help from friends or family in the last 12 months, while
a quarter have gone without meals to save money.

Complaints handling: Despite an impressive 11% point increase in the proportion who reported
that it was easy to make a complaint, the complaints service continues to attract high proportions of
dissatisfied responses.

At an individual level, each contact with a resident is an opportunity for dialogue, to communicate
and to leave a positive impression. This should be a key message for all front-line staff, including
those dealing with complaints. Homes North could ensure that it learns from complaints monitoring
processes and try to bring improvements in these indicators. It is possible that small changes in the
way that complaints are dealt with could help increase satisfaction with the process, even if it is not
possible the change the eventual outcomes of the complaints themselves. The complaints
monitoring process would be set up in such a way as to identify what changes are required to bring
this about. Some CHPs have benefitted from a targeted consultation process, including focus
groups, specifically on tenants’ perceptions of the issues with complaints handling and their
recommendations for policy and service changes in this area.

Quality of life: The proportion of tenants reporting that their quality of life has improved since being
a Homes North tenant is unchanged at 53%, 21% points below the CHIA NSW benchmark. The
Personal Wellbeing Index questions at the end of the report identify that the personal health and

Homes North PAGE 8



community connectedness as the areas where Homes North tenants are furthest from the
benchmark, however it is possible that tenants are equate quality of life and wellbeing to other
factors, including financial security.
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Section 4: Performance Overview (All
Tenants)

NRSCH Thresholds

Overall Satisfaction Condition of Home Repairs & Maintenance

8% 70% 70%

Above NRSCH Threshold of 75% Below NRSCH Threshold of 75% Below NRSCH Threshold of 75%

Key Indicator set; Direction of Travel

N2  Complaints knowledge 2 Overall satisfaction

N2 Neighbourhood 2 Complaints handling

N1  Repairs and maintenance /2 Ability to influence provider’s decision-making
Appeal knowledge /2 Communications
Quality of life /3 Listening and acting on tenants’ views

V1  Information provision V3 Repair quality

V1  Tenant involvement V3 Tenants’ rights upheld

V1  Property condition N7 Value for money

Key Indicator set; Comparison to Benchmark

+7 Complaints knowledge -5 Overall satisfaction
-1 Communications -6 Neighbourhood
-1 Listening and acting on tenants’ views -7 Tenants’ rights upheld
-2 Ability to influence provider’'s decision-making -9 Repairs and maintenance
-3 Information provision -10  Repair quality
-3 Tenant involvement -13  Property condition
-4 Complaints handling -14  Value for money
-4 Appeal knowledge -21  Quality of life
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SWOR Matrix (All Tenants)

The chart on the next page plots the change in satisfaction for Home North (all tenants; 2022 vs
2020) and the relative differences versus the CHIA NSW benchmark (Homes North all tenants vs
the benchmark) for key service areas. This analysis helps to identify which areas are most in need
of attention. The areas that are both below the benchmark and falling year-on-year are identified as
the areas of greatest concern; these appear in the ‘weakness’ quadrant. Areas that are both above
the benchmark and rising year-on-year are considered strengths.

+10

Above average and falling Above average and rising
RISK STRENGTH

-10 0 +10

Below average and falling Below average and rising

OPPORTUNITY

WEAKNESS

Comparison to CHIA NSW Benchmark

-10

Comparison to historical data
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The analysis identifies complaints knowledge as a key strength (above benchmark and rising year-
on-year). The main areas of concern are quality of life (furthest distance from benchmark), and value
for money (largest year-on-year decrease, second furthest from the benchmark).
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Section 5: Performance Overview (Non-
SHMT Tenants)

NRSCH Thresholds

Overall Satisfaction Condition of Home Repairs & Maintenance

82% /6% /1%

Above NRSCH Threshold of 75% Above NRSCH Threshold of 75% Below NRSCH Threshold of 75%

Key Indicator set; Direction of Travel

N7  Appeal knowledge \v4  Communications
N4 Neighbourhood V4 Information provision
N3  Complaints knowledge 4 Value for money

V1  Tenants’ rights upheld /4 Property condition

V2 Ability to influence provider's decision-making W5  Repairs and maintenance

V2 Overall satisfaction V6  Repair quality
V2 Tenant involvement /6 Listening and acting on tenants’ views
V3 Quality of life V9  Complaints handling

Key Indicator set; Comparison to Benchmark

+11  Complaints knowledge -1 Tenant involvement
+3 Appeal knowledge -3 Information provision
+1 Listening and acting on tenants’ views -4 Complaints handling
Neighbourhood -6 Value for money
Ability to influence provider’s decision-making -7 Property condition
-1 Tenants’ rights upheld -8 Repairs and maintenance
-1 Overall satisfaction -9 Repair quality
-1 Communications -15  Quality of life
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SWOR Matrix (Non-SHMT Tenants)

The chart on the next page plots the change in satisfaction for Homes North (hon-SHMT tenants;
2020 vs 2022) and the relative differences versus the CHIA NSW benchmark (Homes North non-
SHMT tenants vs the benchmark) for key service areas. This analysis helps to identify which areas
are most in need of attention. The areas that are both below the benchmark and falling year-on-year
are identified as the areas of greatest concern; these areas appear in the ‘weakness’ quadrant. Areas
that are both above the benchmark and rising year-on-year are considered strengths.

+10

Above average and falling Above average and rising
RISK STRENGTH

-10 0 +10

Below average and falling Below average and rising

OPPORTUNITY

WEAKNESS

Comparison to CHIA NSW Benchmark

-10

Comparison to historical data
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Like the SWOR analysis for all tenants, the SWOR analysis for non-SHMT tenants identified
complaints knowledge as a key strength (above benchmark and rising year-on-year), appeal
knowledge was also identified as a strength. The main weaknesses (below benchmark and
decreasing year-on-year) are quality of life, repairs and maintenance, quality of most recent repair
and complaints handling.

15 4 Complaints
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Influencing
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Section 6; Performance Overview: SHMT
Tenants

NRSCH Thresholds

Overall Satisfaction Condition of Home Repairs & Maintenance

4% 66% ©69%

Below NRSCH Threshold of 75% Below NRSCH Threshold of 75% Below NRSCH Threshold of 75%

Key Indicator set; Direction of Travel

N5  Repairs and maintenance V1  Repair quality

N3 Complaints handling /3 Ability to influence decision-making

N2  Information provision /3 Tenant rights upheld

N1  Complaints knowledge 3 Appeal knowledge

N1  Property condition /6  Listening and acting on tenants’ views
Communications /6 Quality of life
Neighbourhood V9  Value for money

V1  Tenant involvement V9 Overall satisfaction

Key Indicator set; Comparison to SHMT Benchmark

+11  Communications +3  Overall satisfaction

+10  Complaints knowledge +1  Tenant rights upheld

+10  Ability to influence decision-making +1  Repair quality

+9 Listening and acting on tenants’ views +1  Appeal knowledge

+8 Tenant involvement Property condition

+7 Complaints handling -2 Neighbourhood

+6 Repairs and maintenance -3 Quality of life

+6 Information provision -8 Value for money
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SWOR Matrix (SHMT)

The chart on the next page plots the change in satisfaction for Homes North SHMT tenants (2020/21
vs 2022) and the relative differences versus the CHIA NSW SHMT benchmark (SHMT tenants vs
the SHMT benchmark) for key service areas. This analysis helps to identify which areas are most in
need of attention. The areas that are both below the benchmark and falling year-on-year are
identified as the areas of greatest concern; these appear in the ‘weakness’ quadrant. Areas that are
both above the benchmark and rising year-on-year are considered strengths.

+10

Above average and falling Above average and rising
RISK STRENGTH

-10 0

+10

Below average and falling Below average and rising

OPPORTUNITY

WEAKNESS

Comparison to CHIA NSW Benchmark

-10

Comparison to historical data
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The SWOR analysis for SHMT tenants identifies several strengths in comparison to SHMT tenants
of other landlords, including complaints knowledge, complaints handling, information provision and
repairs and maintenance. Only two indicators fall squarely within the weakness quadrant; satisfaction
with value for money and the proportion agreeing that their quality of life has improved since being
a Homes North resident.
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Section 7: SHMT vs Non-SHMT
Comparisons

The table below shows the scores for non-SHMT vs SHMT tenants. Non-SHMT tenants were more
positive than SHMT tenants for all variables except for satisfaction with information provision. The
biggest difference was with satisfaction with value for money for rent (a 13% point difference).

Indicator Non-SHMT SHMT Difference
Value for money for rent 79% 66% 13*
Support for new tenants 86% 75% 11*
Appeal knowledge 48% 37% 11*
Satisfied that rights are upheld 82% 72% 10*
Life has improved since living in an HN property 59% 49% 10*
Condition of home 76% 66% 10*
Neighbourhood as a place to live 83% 73% 10*
Overall satisfaction 82% 74% 8*
Likely to recommend Home North 85% 78% *
Complaint knowledge 81% 74% 7*
Safety of home 78% 74% 4
Neighbourhood has improved 33% 29% 4
Contact: Final outcome 71% 67% 4
Tenant involvement 74% 70% 4
Listening to views and acting on them 71% 67% 4
Ability to influence decision making 60% 56% 4
Repair quality 70% 68% 2
Repairs and maintenance 71% 69% 2
Contact: Quick and efficient 80% 78% 2
Complaint handling 45% 45% 0
Suitability of home to circumstances 80% 80% 0
Communication 82% 82% 0
Information provision 82% 83% -1

* Statistically significant difference
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Section 8: Comparisons to NRSCH
Thresholds

The National Regulatory System for Community Housing (NRSCH) sets a 75% satisfaction threshold
for satisfaction with the overall satisfaction, satisfaction with repairs and maintenance, and
satisfaction with condition of home.

All Tenants

When all tenants are considered, Homes North meets the target threshold for overall satisfaction.

Indicator All Tenants NRSCH threshold Difference
Overall satisfaction 78% 75% +3
Condition of home 70% 75% -5
Repairs and maintenance 70% 75% -5

Non-SHMT Tenants

When results from SHMT properties are excluded from calculations, two indicators are above the
threshold.

Non-SHMT

Indicator Tenants NRSCH threshold Difference
Overall satisfaction 82% 75% +7
Condition of home 76% 75% +1
Repairs and maintenance 71% 75% -4

SHMT Tenants

All indicators are below threshold when SHMT responses are isolated.

Indicator SHMT Tenants NRSCH threshold Difference

Overall satisfaction 74% 75% -1

Condition of home 66% 75% -9

Repairs and maintenance 69% 75% -6
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Section 9: Historical Comparisons

Section Overview

This section presents historical comparisons for Homes North 2022 survey results against outcomes
from previous surveys: For all tenants, non-SHMT tenants, and SHMT tenants.

All Tenants

The table below compares the results of the 2022 survey (all tenants) with results observed in 2020
and 2018. The proportion of tenants who found it easy to make a complaint was increased by a
statistically significant 11% points.

Several other indicators recorded decrease in satisfaction, three of which are statistically significant

decreases.
Change
Question 2018 2020 2022 (2022-
2020)

Complaints: Easy - 70% 81% AN11*
Support for new tenants 86% 76% 80% N
Complaint knowledge 81% 75% 77% N2
Contact: Easy to get hold of right person 7% 78% 80% N2
Neighbourhood as a place to live 84% 75% 7% N2
Contact: Enquiry answered in a reasonable time 7% 80% 81% N
Repairs and maintenance 76% 69% 70% M
Likely to recommend Home North 86% 81% 81%
Neighbourhood has improved 34% 31% 31%

Complaints: Outcome - 47% 47%

Appeal knowledge 51% 41% 41%
IF_)irf;:plé?tsyimproved since living in a Homes North 64% 530 53%

Condition of home 84% 71% 70% V1
Information provision - 83% 82% V1
Complaints: Kept informed - 45% 44% Vi1
Complaints: Speed of resolution - 46% 45% Vi1
Safety of home 81% 77% 76% Vi1
Tenant involvement 78% 73% 72% Vi1
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Influencing decision-making
Complaints: Info and advice
Complaints: Complaint handling
Communication

Suitability of home to circumstances
Overall satisfaction

Listening to views and acting on them
Repairs: Repair quality

Satisfied that rights are upheld
Contact: Quick and efficient
Contact: Outcome

Support: Support plan

Support: Overall service

Value for money for rent

Support: Frequency of contact

Support: Adequate
*Statistically significant difference.

48%
85%
85%
84%
76%

81%
81%
76%
89%
89%
81%
86%
91%

Homes North

60%
66%
47%
84%
82%
80%
2%
2%
79%
84%
73%
88%
86%
78%
89%
86%
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58%
64%
45%
82%
80%
78%
69%
69%
76%
79%
68%
82%
80%
71%
80%
7%

V2
V2
V2
V2
V2
V2
¥3
V3
V3
V5
V5
V6
V6
7
Vo
Vo



Non-SHMT Tenants

When comparing non-SHMT results between 2022 and 2020, knowledge of how to lodge an appeal

increased by 7% points. There are four statistically significant decreases in satisfaction.

Question

Appeal knowledge

Neighbourhood as a place to live
Complaints: Easy

Complaint knowledge

Neighbourhood has improved

Likely to recommend Home North
Contact: Easy to get hold of right person
Complaints: Info and advice

Contact: Enquiry answered in a reasonable time
Satisfied that rights are upheld

Tenant involvement

Influencing decision-making

Overall satisfaction

Life has improved since living in a Homes North
property
Support for new tenants

Safety of home

Value for money for rent
Communication

Information provision

Condition of home

Repairs and maintenance

Suitability of home to circumstances
Contact: Outcome

Listening to views and acting on them

2018

51%
84%
81%
34%
86%
7%

7%
81%
78%

84%
64%
86%
81%
81%
85%

84%
76%
85%
76%
76%

Homes North

2020

41%
79%
76%
78%
30%
85%
80%
68%
83%
83%
76%
62%
84%
62%
89%
81%
83%
86%
86%
80%
76%
85%
76%
7%
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2022

48%
83%
80%
81%
33%
85%
80%
67%
82%
82%
74%
60%
82%
59%
86%
78%
79%
82%
82%
76%
71%
80%
71%
71%

Change
(2022-
2020)

N7
N
N
N3
N3

V1
V1
V1
V2
V2
V2
V3
V3
v3
V4
V4
2!
2!
V5
V5
V5
V6



Repairs: Repair quality

Contact: Quick and efficient
Complaints: Outcome
Complaints: Speed of resolution
Complaints: Complaint handling
Complaints: Kept informed
Support: Overall service
Support: Support plan

Support: Frequency of contact

Support: Adequate
*Statistically significant difference

81%

48%

89%
89%
86%
91%

Homes North

76%
87%
52%
50%
54%
51%
89%
92%
91%
90%
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70%
80%
45%
42%
45%
41%
76%
7%
74%
71%

V6
7
V7
V8
V9
V10
V13
V15
17+
V19



SHMT Tenants

When isolating responses from SHMT tenants, there are two statistically significant increases and

two statistically significant decrease in satisfaction.

Question

Complaints: Easy

Support for new tenants
Complaints: Kept informed

Repairs and maintenance
Complaints: Outcome

Contact: Enquiry answered in a reasonable time
Complaints: Speed of resolution
Contact: Easy to get hold of right person
Complaints: Complaint handling
Information provision

Complaint knowledge

Suitability of home to circumstances
Condition of home

Neighbourhood as a place to live
Support: Support plan

Safety of home

Communication

Likely to recommend Homes North
Tenant involvement

Repairs: Repair quality

Support: Overall service

Support: Adequate

Contact: Outcome

Contact: Quick and efficient

Satisfied that rights are upheld

2020
65%
67%
40%
64%
43%
76%
43%
76%
42%
81%
73%
79%
65%
2%
85%
74%
83%
79%
71%
69%
84%
82%
70%
81%
75%

Homes North

2021*
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2022
82%
75%
47%
69%
48%
80%
47%
79%
45%
83%
74%
80%
66%
73%
85%
74%
82%
78%
70%
68%
82%
80%
67%
78%
2%

Change
N17*
Ne*
N7
N5
N5
N
N
N3
N3
N2
N
™
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V1
V1
V1
V2
V2
V3
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Appeal knowledge

Influencing decision-making
Neighbourhood has improved
Complaints: Info and advice
Support: Frequency of contact

Listening to views and acting on them

Life has improved since living in a Homes North
property
Overall satisfaction

Value for money for rent

40%
59%
32%
65%
88%
69%
47%
7%
75%

73%
55%

83%

37%
56%
29%
61%
83%
67%
49%
74%
66%

*A mini SHMT survey was undertaken in 2021. Where available, these results have been included.
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Section 10: CHIA NSW Benchmark
Comparisons

Section Overview

CHIA NSW’s tenant satisfaction benchmarking group is an expanding reference group with 43
uniqgue community housing providers (CHPs) currently participating. There are currently 22 sets of
data from NSW-based CHPs and 21 sets of data from national or interstate CHPs — 1 from NT, 2
from WA, 3 each from Queensland and Victoria, 6 from South Australia, and 6 nationally-operating
CHPs. The CHPs in the benchmarking group are generally medium to large organisations with 27
Tier One CHPs, 15 Tier Two CHPs, and 1 Tier Three CHP participating. CHIA NSW’s benchmarking
tool allows comparisons by both Location (NSW vs. Other) and Tier (1 vs. 2/3).

The data shown in the benchmarking comparison is based on the most recent six-monthly update of
data, dating from July 2014 to June 2022. Ten sets of data have been updated since the last six-
monthly update (December 2021) as new and existing members conducted their surveys with CHIA
NSW.

All Tenants

When all tenants are considered, one indicator is above benchmark (knowledge of how to make a
complaint). Of the indicators that are below the benchmark, the proportion agreeing that their life has
improved since being a Homes North tenant is furthest from the norm (-21 points).

CHIA NSW Homes North

Benchmark All tenants Difference
Complaints knowledge 70% 7% +7
Communications 83% 82% -1
Listening and acting on tenants’ views 70% 69% -1
Ability to influence provider’s decision-making 60% 58% -2
Information provision 85% 82% =g
Tenant involvement 75% 2% -3
Complaints handling 49% 45% -4
Appeal knowledge 45% 41% -4
Overall satisfaction 83% 78% -5
Neighbourhood 83% 7% -6
Response rate 36% 29% -7
Tenants’ rights upheld 83% 76% -7
Repairs and maintenance 79% 70% -9
Repair quality 79% 69% -10
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Property condition 83% 70% -13

Value for money 85% 1% -14
Quality of life 74% 53% 21
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Non-SHMT Tenants

When SHMT tenants are removed from the scores, the benchmarking comparison is more
favourable with three benchmarks exceeded and a further two benchmark scores matched.

Complaints knowledge

Appeal knowledge

Listening and acting on tenants’ views

Neighbourhood

Ability to influence provider’s decision-

making
Tenants’ rights upheld

Overall satisfaction
Communications
Tenant involvement
Information provision
Complaints handling
Response rate
Value for money
Property condition
Repairs and maintenance
Repair quality
Quality of life

CHIA NSW
Benchmark

70%
45%
70%
83%
60%
83%
83%
83%
75%
85%
49%
36%
85%
83%
79%
79%
74%

Homes North

Homes North
non-SHMT

81%
48%
71%
83%
60%
82%
82%
82%
74%
82%
45%
31%
79%
76%
71%
70%
59%
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SHMT Tenants

On the reasoning that SHMT tenants may represent a different population compared to tenants
traditionally in the community housing system, CHIA NSW has developed a benchmarking database
which isolates data from SHMT tenants only.

This data includes the latest set of tenant satisfaction data available from each participating SHMT
provider. There are currently nine providers in CHIA NSW’s SHMT benchmarking club. These nine
providers collectively manage eight SHMT transfers. In the last update (June 2021), two providers
had 2021-based data and seven providers had 2020-based data. In this release, all nine providers
have updated 2021 data. CHIA NSW will update the report with revised data as new surveys are
conducted, and issue updated reports yearly or twice yearly (depending on the survey schedule of
SHMT providers).

When comparing to other SHMT tenants, Homes North SHMT tenants scores particularly well with
only four indicators lower than benchmark

CHIA NSW SHMT Homes North

Indicator Benchmark SHMT Tenants Difference
Communications 71% 82% +11
Complaints knowledge 64% 74% +10
Ability to influence decision-making 46% 56% +10
Listening and acting on tenants’ views 58% 67% +9
Tenant involvement 62% 70% +8
Complaints handling 38% 45% +7
Repairs and maintenance 63% 69% +6
Information provision 77% 83% +6
Overall satisfaction 71% 74% e
Tenant rights upheld 71% 72% +1
Repair quality 67% 68% +1
Appeal knowledge 36% 37% +1
Property condition 66% 66%

Response rate 29% 28% -1
Neighbourhood 75% 73% -2
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Quality of life 52% 49% -3

Value for money 74% 66% -8
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Section 11: 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 information provision,
communication and support plan are the highest, followed by several good scores for services to
support tenants. Scores related to tenant complaints were amongst the lowest.

Top scoring items (% Positive)

Information provision_ 82%
Complaints: Ease of making complaint_ 81%
Likely to recommend Homes North to family and friends_ 81%
Suitability of home to circumstances_ 80%
Overall service provided by support Worker*_ 80%
Frequency of contact with support worker*_ 80%
Support for new tenants_ 80%
Ability of staff to deal with query quickly and efficiently || | NG o
*Those with a support worker
Low scoring items (% Negative)
Neigbourhood improved in the last 3 years 19%
Condition of home 19%
Aware of rights and responsibilities 23%
Quality of repair carried out 23%
Complaints: Info and advice provided by staff 23%
Repairs and maintenance services 24%
Complaints: The outcome of complaint 34%
Complaints: Being kept informed about complaint progress 38%
Complaints: The speed complaint was dealt with 38%
39%

Complaints: Complaint handling overall
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Section 12: 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.

Seventy-eight percent (78%) of respondents are satisfied with the services provided by Homes North
(below the benchmark of 83%), and 81% reported that they would recommend Homes North to
friends or family (no change from 2020).

Seventy-seven percent (77%) of tenants reported that they are aware of their rights and
responsibilities as a tenant. Meanwhile, 76% reported that they are satisfied that their rights as a
tenants are upheld - this is below CHIA NSW’s benchmark of 83% and a drop of 3% points when
compared to 2020.

Sixty-three percent (63%) reported that they understand how their rent is calculated. Seventy-one
percent (71%) are satisfied with the value for money for the rent they pay; the statistically significant
7% point decrease was the largest decrease for a key indicator and takes Homes North 14% points
below the benchmark.

Eight in ten (80%) reported that they were satisfied with the support provided to them when they first
moved in and 89% have had a property inspection in the last 12 months.

Housing Services

. . 84%
Overall satisfaction I 80%
I — 78%
. . i 86%
Likely to recommend Homes North to family and friends _g%z)
. 81.%
) I 81%
Aware of rights and responsibilities _;;g?
. 77 %o
81%

Rights as a tenant are upheld by Homes North I 79% 2018
I 76% W 2020
. 69%
Understand how rent is calculated _63%/7% B 2022
I 63%%

81%
Value for money for rent . 78%
I 7 1%
. S 95%
Had a property inspection in last 12 months _gggﬁ)
. 9%

86%
Support for new tenants I 76%
I 80%
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Section 13: Supported Housing

In total, 141 respondents (20%) 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 despite some decrease in satisfaction.

Of the respondents who have a support worker:
e 82% were satisfied with their support plan.

e 80% were satisfied with the frequency of contact with their support worker (a statistically
significant 9% points fall from 2020).

o 80% were satisfied with the overall service provided by their support worker.

o 77% were satisfied that they are given adequate support by their support worker to sustain
their tenancy (also a statistically significant 9% point decrease from 2020).

Supported Housing

89%

Your support pan [ -
=

86%

Frequency of contact with support worker* [ 5%

B 2020

0,
89% B 2022

Overall service provided by support worker* [ c6%
——
91%

Given support by support worker to sustain _86%
tenancy*

— =

* Those who have a support worker
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Section 14: 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 appeals?.

Fewer than half the respondents (41%) reported that they know how to appeal a decision made by
Homes North, below CHIA NSW’s benchmark of 45%. A larger proportion (77%) reported that they
know how to make a complaint — the best performing indicator in comparison to the CHIA NSW
benchmark (+7% points above the benchmark).

Complaints and Appeals

51%

1%
81% 2018

28%

Made a complaint in the last 12 months -25%

2 Section 3.6, National Community Housing Standards Manual third edition
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A quarter of respondents (25%) had reported a complaint in the last 12 months. These tenants were
asked about their experiences and, other than a large increase in the proportion who found it easy
to make a complaint, the results were some of the least positive collected:

o 81% were satisfied with how easy it was to make a complaint (a significant increase from
2020, up 11% points).

o 64% were satisfied with the information and advice provided by staff.

e 44% were satisfied with being kept informed about the progress of their complaint.
o 45% were satisfied with the speed with which the complaint was dealt with.

e 47% were satisfied with the outcome of their complaint.

o 45% were satisfied with how the complaint was handled overall (4% points below the CHIA
NSW benchmark).

The results are shown in the chart below:

Quality of Complaint Handling

Ease of making complaint
81%

Info and advice provided by staff

Being kept informed about complaint progress
B 2020

B 2022

The speed complaint was dealt with

The outcome of complaint

Complaint handling overall

* Made a complaint in the last 12 months
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Section 15: Repairs and Maintenance

Community housing tenants have a right to live in well-maintained properties. International research
suggests that repairs and maintenance is an important driver of overall tenant satisfaction®.

Around 4 in 5 tenants (78%) reported that they have requested a repair in the last 12 months, 48%
of these contacted the repair team (37% in 2020), while 26% contacted the Housing Manager (33%
in 2020).

How did you request your repair?

37%

With repair team

33%

With Housing Manager
26%

15% B 2020

In person
P 11% B 2022

I2%

Via email
I2%

13%
Other

13%

3 Hood and Smedley (2009) How to develop and monitor local performance measures House Mark
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Of those who reported a repair, 69% were satisfied with the quality of their last repair (10% points
below the benchmark).

In addition, 70% are satisfied with repairs and maintenance service overall (below the NRSCH
threshold and below the CHIA NSW benchmark of 79%). Seventy percent (70%) reported that they
are satisfied with the condition of their home, also below the benchmark figure (83%) and the NRSCH
threshold of 75%.

Repairs and Maintenance

Quality of repair carried out* 72%

69%

76%

2018
Repairs and maintenance services 69% B 2020

84%

Condition of home 71%

70%

* Those who have had a repair in the last 12 months
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Section 16: 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.

Eighty percent (80%) reported that they are satisfied with the suitability of their home to their
circumstances. Around three quarters (76%) are satisfied with the safety of their home.

When asked about the neighbourhood that they live in, 31% reported it has improved while 19%
reported it has declined in the last 3 years. Seventy-seven percent (77%) are satisfied with their
neighbourhood as a place to live (below CHIA NSW’s benchmark of 83%).

Just over half the respondents (53%) reported that life has improved since living in a Homes North
property, this is the worst performing indicator in comparison to the norm (21% points short of the
benchmark).

Home and Neighbourhood

85%
Suitability of home to circumstances [[INENEGEGEEEEEEEEEE 52
N, 0%
81%
Safety of home | 77%
I 76%
84% 2018
Neighbourhood as a place to live [[NNEREREGEGEGGNNNNNN 5% B 2020
77 W 2022
34%
Neigbourhood improved in the last 3 years [N 31%

I 217
64%

Life improved since living in a Homes North T B2
property
I, 537
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Section 17: Neighbourhood Problems

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

e Noisy neighbours (43% a problem).
e Drunk or rowdy behaviour (36% a problem).

e Drug use and drug dealing (35% a problem), rubbish or litter (35% a problem) and pets and
animals (35% a problem).

There were no statistically significant differences when comparing these figures to those recorded
in 2020.

Antisocial Behaviour (% 'A problem’)

18%
20%

Racial or other harassment

22%
21%

Vandalism and graffiti

31%
30%

Other crimes

33%
35% B 2020

37% B 2022
36%

Problems with pets and animals

Drunk or rowdy behaviour

36%
35%

Rubbish or litter

37%

Drug use and dealing 3506
0

44%

Noisy neighbours 439%
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There was some variation when comparing SHMT and non-SHMT tenants — with SHMT tenants
more likely to notice Antisocial behaviour. This is shown in the chart below:

Antisocial Behaviour (% 'A problem’)

i 16%
Racial or other harassment
[ B
) . 16%
Vandalism and graffiti >
I o5
) 26%
Other crimes
P
i . 34%
Problems with pets and animals )
I o

35%

Rubbish or litter
. B=

36%

Noisy neigh r
e |

Homes North PAGE 41

Non-SHMT
B sHMT



Finally, there were some variations between different regions - for example, tenants in Moree suffer
more from a number of different forms of Antisocial Behaviour.

Indicator

Rubbish or litter

Noisy
neighbours

Pets and
animals

Racial/ other
harassment

Drunk/ rowdy
behaviour

Vandalism/
Graffiti

Drug use/
dealing

Other crimes

A.
Armidal
e

41% (85)
CDF

48% (84)
C

38% (82)

21% (82)

49% (85)
BCDF

239% (79)
E

38% (85)

23% (77)
G

B. Glen
Innes

43% (23)
DF

42% (24)
39% (23)

9% (23)

9% (22)
AEFG

9% (23)
E

17% (23)
E

18% (22)

C.
Gunned
ah
25%
(102)
AEG
29%
(102)
AEG

33%
(102)

14%
(102)

28%
(102)
AG
15%
(101)
E

34%
(103)

19% (83)
EG

D.
Inverell

15% (33)
ABEG

34% (35)
31% (32)

21% (33)

21% (33)
AG

9% (32)
E

26% (34)

21% (33)
G

E. Moree

51% (90)
CDFG

45% (88)
C

39% (89)

24% (86)

37% (89)
B

37% (90)
ABCDFG

41% (86)
B

34% (70)
C

Homes North

F
Narrabri

21% (63)
ABEG

36% (64)
31% (65)

15% (65)

12% (65)
EG

32% (66)

27%
(55)

G.
Tamwort
h

49%
(231)
c

35%
(227)

23%
(226)

42%
(229)
BCD
24%
(225)
EF

37%
(231)

39% (20)
ACD
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Tenterfi
eld
33% (9)
33% (9)
22% (9)
22% (9)
25% (8)
12% (8)

250 (8)

43% (7)

G.
Werris
Creek
33% (3)
33% (3)
0% (3)
0% (3)
0% (3)
0% (3)

33% (3)

33% (3)



As a last question in this section, tenants were asked whether they have been subjected to any of
the different forms of Antisocial behaviour, abuse or other difficulties whilst being a tenant of Homes

North. The main issue reported was verbal abuse (25%) followed by domestic violence (12%) and
relationship breakdown (also 12%).

Have you experienced any of the following?

Domestic violence -
Relationship breakdown -
Discrimination -8%

Financial abuse

12%

12%

5%

Racism . 5%

~ Homes North PAGE 43




Section 18: Customer Contact

The majority of respondents (86%) had been in contact with Homes North in the last 12 months.
Most made contact over the phone (73%) or in person (24%).

How did you last contact Homes North?

Home visit I2%
By email Il%

By letter 0%

Other .4%

The main reasons for making contact related to repairs (73%) or rent (15%).

What was the reason that you contacted Homes
North?

Repairs and maintenance 73%

Rent

15%

Neighbourhood issues 6%

Tenancy transfer 5%

Communal garden area §1%

Other

10%
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When asked about the service received when making contact:

o 80% reported it was easy to get hold of the right person

o 81% reported that their enquiry was dealt with in a reasonable time.
o 79% reported that the query was dealt with quickly and efficiently

e 68% reported they were satisfied with the outcome of their enquiry.

o 82% reported that staff were helpful (a new question in 2020).

Quality of Contact

7%

How easy to get hold of the right person |GG 75%

., 5090
7%
Enquiry answered within a reasonable time |GGG s0%
e 51
. . . 81%
Ability of staff to deal with query quickly and I
efficiently
I, 797
76%
Final outcome of query | 73%
[0
Staff were helpful | 530
e 52
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There was some evidence that those who contacted about neighbourhood issues or tenancy transfer
had slightly less positive experiences than those who contacted about repairs or rent. This is shown
below.

Quality of Contact and Reason for Contact

Repairs and maintenance
79%

Ability of staff to deal with query quickly I 75% I Neighbourhood issues

and efficiently INREG_—— 75%0 B Rent
74%

67% Tenancy transfer
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Internet

When asked about access to the internet and email, 58% reported that they have email access, 50%
are aware of the Homes North website.

Internet Access

49%

Do you have access to email?

2018
I 2020

B 2022

53%

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

50%
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Section 19: 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.

It is common to observe falling levels of satisfaction further up the ladder, a pattern echoed by these
results: Satisfaction with information provision scored 82%, 3% points short of the benchmark, while
satisfaction with communication also scored 82%, which is 1% point short of the benchmark. As the
steps of the ladder represent more ‘two-way’ consultative processes, satisfaction falls with the way
that tenants are involved scoring 72% (compared to a 75% benchmark) and listening to views and
acting on them scoring 69% (just below the benchmark of 70%).

Finally, 58% reported that they are satisfied with their ability to influence decision making, 2% points
below the benchmark.

Engagement and Communication

Information provision | 530
. 5290
85%
Communication |, 54%
e 5290
78% 2018
Tenant involvemnent |, 73% M 2020
N, 72% M 2022
76%
Listening to views and acting on them | 727
I, 9%

Ability to influence decision-making [INEGEGEEEEEE 60%
I 557
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Section 20: Energy and Financial
Hardship

There is some evidence to suggest that tenants are experiencing increased levels of energy hardship
when compared to 2020.

e 5% do not have a sufficient understanding of how to best use energy in their home.

24% have been at risk of being cut-off, up a statistically significant 6% points.

o 30% have had to borrow to pay their bills, up a statistically significant 13% points.
o 45% had been unable to pay utility bills on time, up a statistically significant 14% points.

o 59% reported that they choose restrict heating and cooling in the last 12 months because of
the cost, up a statistically significant 10% points.

Energy Hardship

| do not have sufficient knowledge on how to best I4%
use energy in my home l5%

My electricity or gas services was at risk of being - 18%

disconnected - 24%

| entered into a loan agreement or used a credit -17% B 2020

card to pay electricity or gas bills _30% B 2022

31%

| could not pay electricity or gas bills on time
45%

49%

I choose to restrict heating and cooling because |

could not afford extra costs 59%
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In addition to the questions above regarding energy hardship, a new question about financial
challenges was included in the 2022 survey. Almost a third (32%) of tenants have sought financial
help from friends or family in the last 12 months, while a quarter (25%) have gone without meals to

save money. In addition.
e 24% have been unable to heat their home.
o 24% have sought assistance from community organisations.
e 20% have been unable to pay their phone bill.

In the last 12 months, have any of these happened to you or a member of
your household, because any of you had a shortage of money?

32%

Sought financial assistance from friends or family

Went without meals 25%

Were unable to heat your home 24%

Sought assistance from welfare or community organisations 24%

20%

Could not pay my internet or telephone/mobile bill

18%

Could not make rent payments on time

16%

Could not pay for car registration or insurance on time

Pawned or sold something because you needed cash - 12%

No/none of these _41%

Don't know . 4%
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Section 21: Personal Wellbeing Index

Tenants were asked to respond to several 11-point rating scale questions. When grouped together,
these questions make up the ‘Personal Wellbeing Index’ (PWI). However, these questions can also
be considered independently to give a perspective on various aspects of well-being 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 shows Homes North tenants’ mean scores for the individual questions, as well as
the overall Personal Wellbeing Index score (averaged across items). The question ‘How satisfied
are you with your life as a whole?’ is not included in the Personal Wellbeing Index calculation, and
is used as a data validity check (please see the PWI manual for more information).

All Tenants:

The highest score was received for personal safety (72.12) while the lowest score was for personal
health (57.30). The overall Wellbeing Index score is calculated at 65.22.

Personal Wellbeing Index

65.22

Wellbeing Index
...your life as a whole? 68.91

...with how safe you feel? 72.12

69.86

...your standard of living?

67.51

...your future security?

...your personal relationships? 66.00

...what you are currently achieving in life? 62.84

...feeling part of your community? 62.52

57.30

...your health?
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When comparing these scores to CHIA NSW norms, all indicators are below the benchmark figure
with the largest gap being for personal health (-4.81).

(PWI) Future Security

(PWI) Life as a whole

(PWI) Achieving in Life

(PWI) Personal Safety

(PWI) Personal Relationships
Personal Wellbeing Index

(PWI) Standard of Living

(PWI) Community Connectedness

(PWI) Personal Health

CHIA NSW
Benchmark

67.59
70.84
65.36
74.89
68.84
68.42
73.36
67.07
62.11

All Tenants

67.51
68.91
62.84
72.12
66.00
65.22
69.86
62.52
57.30

Difference

-0.08
-1.93
-2.52
-2.77
-2.84
-3.20
-3.50
-4.55
-4.81

When making comparisons to the 2020 data, most indicators have recorded an increase in
satisfaction, with the overall PWI increasing by 1.64 points.

(PWI) Personal Safety

(PWI) Future Security

(PWI) Personal Health

(PWI) Life as a whole

Personal Wellbeing Index

(PWI) Standard of Living

(PWI) Community Connectedness
(PWI) Achieving in Life

(PWI) Personal Relationships

All Tenants 2020

67.10
62.37
53.82
66.96
63.58
68.61
62.25
63.18
66.58

Homes North

All Tenants 2022

72.12
67.51
57.30
68.91
65.22
69.86
62.52
62.84
66.00
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5.02
5.14
3.48
1.95
1.64
1.25
0.27
-0.34
-0.58



SHMT vs non-SHMT:

Non-SHMT tenants rated their personal safety higher than SHMT tenants, while SHMT tenants rated

their personal relationships higher than non-SHMT tenants.

Personal Wellbeing Index: SHMT vs. Non-SHMT

. I 55
g I N 65.0

- . I 5.0
- YOUI lfe 8 a Whol e ? N 60,6

. "
O e O e N 0.7

ving» I 0.9
YO A O I N 69,0

> I 9.2
Y T S N 6.2

...your personal relationships? _'68 0

In the next pages we look at the scores for non-SHMT and SHMT tenants in isolation.
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Non SHMT Tenants:

The table below shows a comparison between the CHIA NSW benchmarks and the Homes North
data when SHMT tenants are excluded. Overall, results are slightly more positive for most (but not
all) indicators than when SHMT tenants are included in the calculations. The majority of indicators
remain below the benchmark.

CHIA NSW

Benchmark Non-SHMT Difference
(PWI) Future Security 67.59 69.16 1.57
(PWI) Personal Safety 74.89 75.20 0.31
(PWI) Achieving in Life 65.36 63.60 -1.76
(PW1) Standard of Living 73.36 70.88 -2.48
(PWI) Life as a whole 70.84 68.04 -2.80
Personal Wellbeing Index 68.42 65.52 -2.90
(PWI) Community Connectedness 67.07 62.48 -4.59
(PWI) Personal Relationships 68.84 63.40 -5.44
(PWI) Personal Health 62.11 56.00 -6.11

The overall PWI score increased by 1.15 points since 2020, largely because of increases in
satisfaction with personal safety and satisfaction with future security.

Non-SHMT 2020 Non-SHMT 2022 Difference
(PWI) Personal Safety 70.85 75.20 4.35
(PWI) Future Security 64.84 69.16 4.32
(PWI) Personal Health 53.29 56.00 2.71
(PWI) Achieving in Life 62.23 63.60 1.37
(PWI) Life as a whole 66.89 68.04 1.15
Personal Wellbeing Index 64.56 65.52 0.96
(PWI) Community Connectedness 63.11 62.48 -0.63
(PWI1) Standard of Living 71.98 70.88 -1.10
(PWI) Personal Relationships 65.72 63.40 -2.32
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SHMT Tenants:

When comparing the 2022 SHMT scores to the 2021 SHMT scores achieved by Homes North,
results are below those recorded 12 months ago, however many are above the 2020 scores.

SHMT 2020  SHMT 2021  SHMT 2022 (ggggggi)
(PWI) Personal Safety 64.37 70.31 69.68 -0.63
(PWI) Personal Relationships 67.21 69.11 68.04 -1.07
(PWI) Community Connectedness 61.63 65.81 62.56 -3.25
Personal Wellbeing Index 62.87 68.28 64.98 -3.30
(PWI) Achieving in Life 63.88 65.57 62.24 -3.33
(PWI) Life as a whole 67.00 73.89 69.59 -4.30
(PWI) Standard of Living 66.15 73.49 69.05 -4.44
(PWI) Future Security 60.57 70.89 66.21 -4.68
(PWI) Personal Health 54.21 63.03 58.33 -4.70

The table below compares Homes North SHMT tenants’ PWI scores to CHIA NSW SHMT
benchmarks for the PWI indicators. Overall, comparisons are very favourable.

CHIA NSW SHMT

Benchmark SHMT 2022 Difference
(PWI) Personal Relationships 62.29 68.04 5.75
(PWI) Personal Safety 64.76 69.68 4.92
(PWI) Future Security 61.82 66.21 4.39
Personal Wellbeing Index 62.33 64.98 2.65
(PWI) Community Connectedness 59.93 62.56 2.63
(PWI) Achieving in Life 60.87 62.24 1.37
(PWI) Personal Health 57.21 58.33 1.12
(PWI) Life as a whole 68.76 69.59 0.83
(PWI1) Standard of Living 68.30 69.05 0.75
Homes North PAGE 55




Section 22: Tenant Priorities and Gap

AEWATS

Tenants indicated the three most important priorities from a list of seven options. Repairs and
maintenance was the main priority (81%), followed by overall condition of the home (55%) and then

value for money (47%).

Priorities

81%

Repairs and maintenance

Overall condition of your home 55%

Value for money for the rent you pay 47%

39%

Your neighbourhood as a place to live

Homes North listening to tenant's views and acting on them 34%

Communications with Homes North 24%

16%

Your rights as a tenant upheld by Homes North
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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.

Importance / Performance

% Negative
[
[6;]

10 20 30 40 50 60 70 80 90
% Important
® Repairs and maintenance @ Neighbourhood @ Listening to views ® Tenant rights
® Condition of home # Value for money Communications
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Section 23: 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, 83%) and Leasehold
accommodation (Column C, 88%) have a significantly higher level of satisfaction than those in SHMT
accommodation (Column E, 74% satisfied).

Whilst results are mixed, there is some indication that those in Owned and Leasehold
accommodation tend to be more satisfied overall. SHMT tenants are less satisfied.

Indicator Total A. Capital B. FFS Leasc(:a.hold D. Owned E. SHMT
% of responses 100% 25% 1% 8% 8% 58%

Overall satisfaction (77%’) SS%E(185) 75% (8) SS%E(SS) 76% (62) 740/;(0431)
Sgﬂzll‘ged that rights are (776202)) 83%E(18) 75% (8) 85%E (55 750 (60) 72°/Zg122)
ngilg tNoo:'fﬁomme”d (%13‘2") 84% (185)  88% () O 2% (s0)  78% (424)
Vil o0 mEnEY T e (77120go) 76% E(182) 10075/0 () 810/(;E (58) 800/(;E (59) 662/085;1;2)

0, 0, 0,
Support for new tenants g%g’) 89 /"E(176) 88% (8)  84% (56) 79% (58) ' °7° ;410)
o) 0, 0,
Appeal knowledge (‘;122") 49 /"E(183) 500 (8)  44% (55)  48% (62) o' A(417)
[0)
Complaint knowledge (7575g0) 81% (182) 88% (8) 77% (56) 85% (61) 74% (419)
. . 45%
Complaint handling e 49% (51) 0% (2)  30% (10)  45%(20)  45% (92)
. . 69%
Repair quality G55 3% (141 B6%(7)  7T0%(44)  7A%(43)  68% (323)
0,
Repairs and maintenance (77%") 69% (176)  75% (8)  77% (57) 71%(62)  69% (420)
0, 0, 0,
Condition of home (77%‘/{’) 3% (179)  75%(8)  78%(ss) oo o0 00% (42D
Neighbourhood as a place 77% 83% (179) 87% (5) 73% (409)
to live (710) E 75% (8) £ 78% (60) e
L )
fi‘:'ctﬁfn'ls'gnogego me to (%%g") 82% (177)  57%(7)  80% (54)  79% (57)  80% (399)
0,
Safety of home é%") 80% (165)  71% (7)  T74% (46)  77%(53)  74% (355)
i 0
i'\r'f;ﬁgegg rhood has ?éS/; 31% (173)  29%(7)  38% (56)  33% (55)  29% (392)
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Contact: Quick and
efficient

Contact: Final outcome
Information provision
Communication

Tenant involvement

Listening to views and
acting on them

Ability to influence
decision making

Life has improved since
living in an HN property

79%
(594)

68%
(499)

82%
(708)

82%
(708)

72%
(690)

69%
(675)

58%
(674)

53%
(686)

819% (140)
66% (126)
54% (177)
84% (179)
73% (176)
71% (172)
62% (170)

55% (176)

88% (8)
100% (6)
88% (8)
88% (8)
86% (7)
71% (7)
71% (7)

83% (6)

Homes North

78% (49)
76% (41)
77% (56)
77% (56)
75% (55)
66% (53)

60% (55)

69% (54)
E
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80% (51)
76% (42)
81% (57)
83% (58)
74% (57)
77% (57)
54% (57)

61% (56)

78% (346)
67% (284)
83% (410)
829 (407)
70% (39)
67% (386)

569 (385)

49% (394)
C



Section 24: 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 Armidale have a significantly higher
level of satisfaction than those in Glenn Innes and Narrabri.

There is much 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.

A B. C. 5 c - o H. G.
Indicator Total Armi{:lale Glen Gunned Inve'rell Morlee Narrébri TamV\;orth Tenter Werris
Innes ah field Creek
% of responses  100%  15% 3% 15% 6% 13% 10% 35% 1% 0.5%
overall 78%  80% (112) 5(820)4’ 371(;") 76% 8;/)" ??;/)" BO% (26)  90%  ge0
satisfaction (744) BF ACG BEE (45) c ACG BF (20)
0, 0,
Satisfied that 76%  82% (107) 6(72)/" 8712") Zf;/)(’ ?;7/)" ?%/; 90%  100%
rights are upheld  (726) EF (20) (4)
C  BDEFG c AC ACG
Likely to . 67%  89% 74% ) 76% .
recommend (5;132") 80% (110)  (24)  (115) (42) ?87/)" (71)  81% (262) %fo/; 67% (3)
Home North C BDF C C
Value for money 71%  79% (109)  75% 5% 9% °8% 56% 74% (260) 70%
for rent (729) EF 4 (19 (42) El) & EF o) 0% @
EF EF  ACDG ACDG
Supportfornew  B0%  guo o 83% (8171%’) 74% 81% Zég/)" 76% (255)  89%  100%
tenants (708) (23) FG (39) (96) C C 9) 4)
Appeal 41%  49% (108) oo 53% 459 sa%h 23% 30%
knowledge (725) EF ey (09 (“42) €l (71 @ao) 7™ @
= EFG F AC  ABCDG
. 84% 61%
Complaint 77%  80% (109) 83% 76% 71% o 80% o
knowledge (558) D 23 Y ) (95) qo) 8% @S) 4 TS%)
Complaint 45%  52% (27)  22% ?3?:/; S %fg/)" 47% (57)  50% ]
handling (175) F o) - 23) e F @)
66% 58% 59%
N 69%  79% (92)  65% 74% 75%  100%
Repair quality (85) (72) (58) 71% (186)
(558)  CEF (20) o (34) i o ®) @)
Repairs and 70%  77% (110) ?22;/; 70% Zf;/)" ‘(33;/)" ‘(372;/)" 729% (256)  70%  100%
maintenance (723) BEF ADG (116) B A A B (20) 4)
Condition of 70% 81% (110) 92% 2% [2%  S9% A8 g5y 057)  80%
condi Go Ber 24) (111 (43) (94) (71) 4 Goy 5% @)
A EF F ACG  ACDG
. 84% 68% 82%
Neighbourhood 77% 2 79% 70% o 89% 100%
asaplacetolive (710) S0%(09 5 (13 (40) & ©8) 1% ) @)
Suitability of 80%  87% (101) ©O1%  86% 83% 2% 7%  80% (244)  89%  100%
home to (689) BE (23 (112) (35) (96) (66) B ©) @3)
circumstances ACG BE AC
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Safety of home

Contact: Quick
and efficient

Contact: Final
outcome

Information
provision

Communication

Tenant
involvement

Listening to
views and acting
on them

Ability to
influence
decision making
Life has
improved since
living in an HN
property

76%
(626)

79%
(594)

68%
(499)

82%
(708)

82%
(708)

72%
(690)

69%
(675)

58%
(674)

53%
(686)

849% (88)
DE

75% (93)

70% (74)

829% (102)

76% (102)
C

71% (97)
F

64% (95)
G

47% (95)
CG

56% (103)

68%
(22)
62%
(1)
CG
60%
(20)

74%
(23)
67%
(24)
cG
64%
(22)

57%
(23)

48%
(23)

50%
(24)

83%
(105)

84%
(86)
BF

66%
(77

86%
(111)

89%
(112)
ABDE
76%
(113)

73%
(111)

65%
(110)
AF

54%
(112)

59% 64%
(32) (91)
ACFG ACFG
72% 75%
32) (81)
720 O

(22) .
7% 82%
(39) (96)
76% 79%
(38) (94)
© ©
75% 72%
(38) (93)
F F
71% 68%
(35) (93)
F F
61% ?g;/)“
(36) -
53% 49%
(34) (94)
Homes North

0,
?gl/)" 76% (217)
e DE
0,
‘(5599/; 85% (213)
BE
CG
61%  74% (171)
(54) E
75%
(71)  84% (253)
c
81%  85% (253)
72) B
‘(‘%/)" 77% (247)
ACDEG :
‘(‘é’;/)" 76% (239)
CDEG iElP
‘(‘63;/)" 62% (240)
CEG AF
0,
‘(‘27/)" 56% (240)
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86%
O]

100%
O]
100%
®)
89%
©)
89%
©)
75%
®)
75%
®)

75%
®)

50%
®)

67% (3)

100%
@

100%
@

100%
4)

100%
4)

75% (4)

75% (4)

50% (4)

50% (4)



Section 25: Key Indicators by
Demographics

In the following pages we compare results from different subgroups using ‘radar charts’ and 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 3-5 years were less satisfied for a number of variables, while
those who have been a tenant for more than 10 years were more satisfied for the same variables.

Differences by Length of Tenancy

Tenant involvement 1404

Overall satisfaction

Communication

Value for money for rent

Condition of home

Repairs and maintenance services

Less thanayear — 1to 2 years — 3to5 years — 610 10 years — More than 10 years
. A. Less B.1-2 D. 6-10 E. More than

Indicator Total than a year years C. 3-5years years 10 years
0,

Overall satisfaction (77%:’) 850 (67)  80% (148)  74% (207)  74% (99)  79% (214)
0, 0, 0, 0,

Value for money for rent (7712g°) 8 A’C(65) 68% (147) 65% °A(EZOO) 72% (98) 1% éZlO)
0,

Repairs and maintenance (7702?) 67% (63) 68% (146)  69% (203) 72% (98) 71% (207)
0, 0, 0,

Condition of home (77022’) 74% (65) 67% (146) 66 /OE(ZO?’) 69% (96) 76 /"C(207)
0, 0, 0,

Communication (%%g") 81% (62)  81% (145) 'O /°E(195) 80% (96)  °° A’C(ZOS)
0, [0) 0,

Tenant involvement 2% 75% (55)  69% (144) 0/ (196) 7400 0ay 7770 (196)

(690) E c
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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.

Differences by Heritage

Tenant involvement 100%

75% Overall satisfaction

/ 50%

Communication
25%
05

Value for money for rent

Condition of home

Repairs and maintenance services

Aboriginal or Torres Strait Islander — Not Aboriginal or Torres Strait Islander

B. Not

A. Aboriginal/Torres Strait Aboriginal/Torres

Indicator Total

Islander Strait Islander
Overall satisfaction 78% (744) 76% (336) 80% (393)
Value for money for rent 71% (729) 66%5334) 76%'6(\380)
Repairs and maintenance 70% (723) 65%8(326) e A(384)
Condition of home 70% (724) 64% B(327) 76% A(384)
Communication 82% (708) 81% (317) 84% (378)
Tenant involvement 72% (690) 73% (311) 71% (368)
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Long Term lliness or Disability

Households where there is at least one tenant with a long-term illness or disability were significantly
less likely to be satisfied than other households with value for money, communication, and tenant

involvement.

Differences by Tenants with a Disability

Communication

Tenant involvement 100%

75%

Condition of home

No household members with a disability

Indicator

Overall satisfaction
Value for money for rent
Repairs and maintenance
Condition of home
Communication

Tenant involvement

Total

78% (744)
71% (729)
70% (723)
70% (724)
829% (708)

72% (690)

Overall satisfaction

Value for money for rent

Repairs and maintenance services

— One or more household members with a disability

A. No household B. One or more
members with long household members
term illness or with long term illness
disability or disability
80% (270) 76% (455)
78% (265) 68% (447)
B A
73% (262) 68% (443)
72% 8265) 69% (442)
87% (251) 80% (439)
B A
78% (243) 68% (431)
B A
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Age Group

There was some variation when comparing age groups — older tenants (aged 70 plus) tended to be more
satisfied. Those aged under 50 were less satisfied.

Differences by Age Group

Tenant involvement 100%

% Overall satisfaction

Communication

‘Value for money for rent

Condition of home

Repairs and maintenance services

Under 40 — 40-49 — 50-59 — 60-69 — 70+
Indicator Total A.Under 40  B. 40-49 C. 50-59 D. 60-69 E. 70+
. . 78%
Overall satisfaction (744) 76% (178) 80% (113) 80% (132)  76% (139) 79% (163)

Value for money for rent (771203’) 69%E(178) 610/2:(El09) 74%E§128) 71% (137) 810/2(8159)

Repairs and maintenance (77%") 62%é1759 72% (110) 68%E(129) 70% (136) 790/2(0155)

Condition of home (77%"‘/{’) 630 (174) - 65% (110) 7500 130) 7236 a3g) (% (%%

Communication (%%ZO) 8% é1709 77%E(111) 85% (127)  85% (130) 89%A(E;L53)
72%

Tenant involvement 72% (167) 76% (107)  70% (123)  74% (129) 69% (147)

(690)
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Subsidised Rent

There were no statistically significant differences when comparing those who live in households that

receive Commonwealth Rent Assistance to other households for these variables.

Differences by Subsidised Rent

Tenant involvement 1 qqo4

Communication

Condition of home

Indicator

Overall satisfaction
Value for money for rent
Repairs and maintenance
Condition of home
Communication

Tenant involvement

% Overall satisfaction

Value for money for rent

Repairs and maintenance services

Receive CRA — Do not Receive

Total
78% (744)
71% (729)
70% (723)
70% (724)
82% (708)

72% (690)

Homes North

A. Receive CRA

77% (631)
71% (61%)
70% (612)
70% (613)
83% (602)

71% (587)
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B. Do not receive

CRA
81% (96)

72% (95)
68% (95)
65% (95)
77% (92)

76% (92)



Section 26: Comments

Section overview

This section looks at the general comments left by Homes North’s tenants in brief. All written
comments are supplied separately in the Excel Comments Toolkit accompanying this report. This
toolkit allows Homes North to filter (by Region, Program, and Content) and analyse in more depth
the range of comments received.

A column which allows for filtering comments by tenants’ responses to the overall satisfaction
guestion has also been added this year, for the General comments tab. This provides insights into
different anecdotes from satisfied tenants vs. dissatisfied tenants, which in turn may provide a clearer
picture of how to maintain high levels of satisfaction as well as how to improve dissatisfaction (rather
than in isolation).

All general comments were coded to one primary service area and by type of comment (be it
negative, neutral or positive). In total, 171 comments were received. 50 comments (29%) were
positive, 19 (11%) neutral, and 102 (60%) were negative (see summary table on the next page and
Comments Toolkit for details).

Please note, many of the comments categorised as ‘negative’ also comprised of positive statements
but were so grouped in case they highlight a potential issue to address.

Comments from satisfied tenants

Below are examples of comments from tenants who indicated they were ‘very satisfied’ overall with
the services provided by Homes North. Highlights include:

‘| am very happy with homes north they are very polite and | like being with homes north”

“Yes I'd like to point out that the staff at Gunnedah office are professional, courteous and attentive. Thank
you Homes North for the privilege to be able to have a rental unit.”

“l have found that whoever | talk to in Homes North or the repair teams | find that they are always respectful
and take time to listen to what | have to say and they always try to help.”

Satisfied tenants also gave some suggestions for improvement. Examples include:

“At present tenants pay their water usage accounts by internet banking or telephone. It would be more
convenient if we could pay at local post office. Not everyone has access to internet banking. Please look into
this matter - problem for some.”

“Maintenance repairs do tend to take a fair amount of time before something gets fixed would be good if

those times were shortened”
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Comments from dissatisfied tenants

Below are examples of comments from tenants who indicated they were dissatisfied overall with the
services provided by Homes North:

“My one peeve is that Homes North continually avoid doing maintenance on my home, of which | have
complained multiple times but some things are not repaired three years later.”

“Slow with maintenance - not good quality”

Counts of negative, neutral, and positive comments by service area/topic

Service arealtopic Negative  Neutral Positive  Grand
Total
Common areas - parking / bins / lifts 2 1 3
Homes North communications / newsletters / website 1 2
Homes North generally 2 21 28
Homes North services 1 2 3
Housing services - customer service / staff 8 3 23 34
Housing services — rent / water charges 12 12
Housing services - transfers 5 2 7
Neighbour issues / disputes 9 9
Neighbourhood - area / amenities 1 1
Other 4 4
Property inspections 2 2
Repairs - condition of property 11 1 1 13
Repairs - contact/communication 5 5
Repairs - cost/tenant responsibilities 2 2
Repairs - disabled adaptations 1 1 2
Repairs - exterior of property / garden / fence /
driveways / gutters 10 1 11
Repairs - heating/cooling 3 3
Repairs - quality of repairs 5 5
Repairs —time 22 3 25
Grand Total 102 19 50 171
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Appendix A: Respondent Profile

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

Description Subgroup Proportion
Less than a year 9%
1-2 years 20%
Length of tenancy 3-5 years 28%
6-10 years 13%
More than 10 years 29%
Aboriginal/Torres Strait Islander 46%
Cultural group o ]
Not Aboriginal/Torres Strait Islander 54%
Under 40 25%
40-49 16%
Age group 50-59 18%
60-69 19%
70+ 22%
No disabled household members 37%
Disability One or more disabled household
member(s) 63%
Commonwealth Rent Received 87%
Assistance Not received 13%
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Other Profiling Questions:

The main type of disability or ongoing medical condition was mental illness or disorder (26%).

Do you have a disability or ongoing medical
condition?

Mental illness and/or disorder _ 26%

Post Traumatic Stress Disorder - 9%
Intellectual/learning disability -8%
Visually Impaired -5%
Alcohol or other drug misuse .5%
Acquired brain injury .3%
Kidney failure I2%

Wheelchair user I2%

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

What is the highest level of education or training
you have completed?

Did not go to school 2%
Year 6 or below [l 5%
Year 7 or below Il 4%
Year 8 or below I 10%
Year 9 or equivalent [N 18%
Year 10 or equivalent [INEGEN 30%
Year 11 or equivalent [l 6%
Year 12 or equivalent [N 9%
Certificate I/Il 2%
Certificate I1I/IV (including trade certificate) [l 7%
Advanced diploma/diploma [l 2%
Bachelor degree (with or without honours) [l 2%
Graduate diploma/Graduate certificate 1%
Postgraduate degree 0%
Other non-school 1%
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Twenty-eight percent (28%) reported that they are unable to work, while a further 26% are retired.

What is your current employment status?

Unable to work (e.g. long-term illness, serious injury) _28%

Retired || 25%

Unemployed (not currently employed but actively looking for work) - 17%
A full-time parent/carer - 13%
Not in the labour force (e.g. home duties and not looking for work) -9%
Employed part-time (less than 35 hours per week) -9%
Volunteering IS%
Employed full-time (35 hours per week or more) |2%
In full-time study Il%

In part-time study Il%
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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 received a total of 749 responses of which 744 were valid* representing an overall
valid response rate of 29%. This is above the NRSCH threshold (25%) and below CHIA NSW’s
industry average of 36%.

The chart below shows the proportion of responses by different regions. The proportion of response
coming from each region light blue, showing that Tamworth accounts for the largest proportion of
responses (35%). The individual response rate for each region is in dark blue. This illustrates that
the Gunnedah region had the highest response rate (69%) while Armidale had the lowest response
rate (18%).

Response rate by region

Response Rate
80%
70% 6a%

60%

9 50%
50% q9%
45%
40% 35%
30% ’
9 25%
24% 22% 22%
18%
20% o 15%
15% o 13%
10%
10% 6%
o
e 1% 1%
0%
ARMIDALE GLEN INNES GUNNEDAH  INVERELL MOREE NARRABRI TAMWORTH TENTERFIELD WERRIS
CREEK

m Response Rate % of Total

4 CHIA NSW has adopted the NRSCH definition of a valid response based on guidance in NRSCH (2014) Registration Return Guide
(2.4.3: Numbers of surveys returned)
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Response rate by survey type

Tenants were given the option of completing a paper survey or completing the survey online
over half of surveys (55%) were completed using the paper questionnaire.

. Just

Survey Type Valid Response %

Web 335 45%

Paper 409 55%

Grand Total 744 100%
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