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Section 1: Executive Summary

Section Overview

This section provides a concise overview of the key findings from Homes North’'s 2024 tenant
satisfaction survey and outlines the implications for service delivery based on the analyses
conducted.

Key Findings
The following are the key findings from the survey:
Comparison with NRSCH thresholds:

o 84% of tenants were satisfied with Homes North’s services overall, surpassing the NRSCH
threshold by 9% points.

e 68% of tenants were satisfied with repairs and maintenance, below the NRSCH threshold by
7% points.

e 73% of tenants were satisfied with the condition of their home, below the NRSCH threshold
by 2% points.

e Overall satisfaction for non-SHMT tenants was 89%, fourteen points above the NRSCH
threshold.

o For SHMT tenants, overall satisfaction was 80%, five points above the NRSCH threshold.

Year-on-Year Analysis:

¢ Eleven indicators demonstrated improvement compared to the previous year. The statistically
significant increases were in the indicators "life has improved since living in a Homes North
property ", with 67% satisfied this year (14% points up), and tenants’ satisfaction that their rights
are upheld, with 84% satisfied (8% points up).

e However, six indicators have decreased since the last survey in 2022. Indicators which
decreased statistically significantly since last survey included: “influencing decision-making”, with
52% satisfied (6% points down) and appeal knowledge, with 39% satisfied (2% points down).
Detailed insights are available in Section 10.

Comparisons with CHIA NSW Industry Benchmarks:

o Homes North exceeded the CHIA NSW industry benchmark for seven of seventeen
measured indicators.
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e Areas of excellence included tenants’ satisfaction with communication, with 85% satisfied
(5% points above the industry average), complaints knowledge, with 75% satisfied (5% points
above), information provision, with 87% satisfied (5% points above) and tenants’ rights
upheld, with 84% satisfied (3% points above). One indicator was in line with the CHIA NSW
industry benchmark (36% response rate), while nine indicators are below the CHIA NSW
industry benchmarks: for example, tenants’ satisfaction with repair quality, with 68% satisfied
(8% points below), property condition, with 73% satisfied (8% points below), repairs and
maintenance, with 68% satisfied (8% points below), and tenant satisfaction with
neighbourhood, with 75% satisfied (7% points below). Detailed insights are available in
Section 11.

¢ When responses from SHMT tenants are compared to other providers’ SHMT tenants,
Homes North performs very well. In particular, the following indicators exceeded SHMT
industry averages: communication (+14% compared to other SHMT tenants), tenants’
rights upheld (+12% compared to other SHMT tenants), listening and acting on tenants’
views (+12% compared to other SHMT tenants), overall satisfaction (+11% compared to
other SHMT tenants), information provision (+10% compared to other SHMT tenants),
tenant involvement (+9% compared to other SHMT tenants), and Ability to influence
provider’s decision-making (+7% compared to other SHMT tenants). Detailed insights are
available in Section 11.

Regression Analysis:

e Regression analysis (statistical analysis) was performed to find the key significant predictors of
overall satisfaction. Regression analysis is a reliable statistical method of identifying which
variables have impact on an area of interest.

e Tenants’ satisfaction that their rights are upheld was the most significant predictor of overall
satisfaction with .49 B value. 84% tenants responded that they were satisfied that their rights are
upheld.

e Other statistically significant predictors of overall satisfaction were tenants’ satisfaction with value
for money, that their views are listened and acted upon, satisfaction with information provision,
communication and condition of home. Detailed insights are available in Section 4.

Personal Wellbeing Index:

Tenants’ overall feeling of well-being provides important context for satisfaction analysis. The
Personal Wellbeing Index (PWI) is above the CHIA NSW industry benchmark and increased +3.58
on a scale from 0 to 100 since the last survey. See Section 19.
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Demographic Analysis:

e Ananalysis by demographics shows that respondents who reported that they have been a tenant
for less than a year were more satisfied with the condition of the home (85% satisfied) as
compared to tenants who reported that they have been a tenant for 3 or more years. In addition,
tenants identifying as Australian (Not Aboriginal/Torres Strait Islander) were more satisfied with
value for money for rent (81% satisfied), condition of home (81% satisfied) and tenant
involvement (78% satisfied). Detailed insights are available in Section 23.

Analysis by Program:

¢ An analysis of survey results by program shows that tenants living in in Owned and Leasehold
Accommodation were more satisfied than tenants living in other programs, across numerous
indicators. For example, 98% tenants in Leasehold program were satisfied with the “overall
services” indicator. Please see Section 21; and the data tables supplied with this report.

Performance Highlights

e Strong performance across various areas was observed. For example, 87% of tenants were
satisfied with information provision.

e 85% of tenants were satisfied with the communication.

¢ 84% tenants were satisfied that their rights are upheld.

Recommendations

In comparison to the NRSCH targets set at 75%, Home North was below target for repairs and
maintenance (68%) and condition of home (73%). However, results are significantly more positive
when non-SHMT data is isolated from SHMT data, with repairs and maintenance satisfaction scoring
above the NRSCH threshold (80%) and condition of home in line with NRSCH threshold (75%
satisfied). See section 6.

Seven indicators collected are above the CHIA NSW industry benchmarks. However, it may be
beneficial for Homes North to focus on indicators which are below the CHIA NSW industry
benchmarks and have decreased since 2022 survey.

Repairs and maintenance: Results show that tenants’ satisfaction with repairs and maintenance is
below both the NRSCH threshold (7% points below) and CHIA NSW industry benchmark (8% points
below).
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When isolating responses for SHMT and non SHMT properties, the repairs and maintenance
satisfaction scores are 64% and 75% respectively. The score of 64% for SHMT tenants represents
a statistically significant 5% decrease from Homes North’s SHMT score recorded in 2022. In addition,
results in the data tables suggest that satisfaction for repairs and maintenance varies widely for
different regions. For example, tenants living in the Tenterfield area were more satisfied with repairs
and maintenance services (83% satisfied), as compared to other regions. Therefore, a localised
approach to continuously improve satisfaction with repairs and maintenance services may help in
enhancing tenants’ satisfaction overall. Moreover, to understand maintenance results qualitatively,
consideration could be given to conducting follow up focus groups specifically on the repairs service.
A tenant scrutiny panel approach specifically on repairs can also be considered.

In addition, satisfaction with repair quality was also below the CHIA NSW industry benchmark, with
68% satisfied (8% points below). It has also slightly declined since last year (1% point down).

Condition of home: Results show that this variable is below both the NRSCH threshold (2% points
below) and CHIA NSW industry benchmark (8% points below). Homes North may consider
examining tenants’ written comments collected in the comments toolkit in detail to drill deeper into
what the drivers of dissatisfaction are. However, it is important to note that satisfaction with the
condition of home has increased by 3% points since the last survey. Homes North is therefore on a
positive trajectory for this question.

Ability to influence decision making: While satisfaction with tenant involvement overall is above
the CHIA NSW industry benchmark, with 74% satisfied (2% points above) and has also increased
since last survey (2% points up), tenant satisfaction with the ability to influence decision making is
both below the CHIA NSW industry benchmark, with 52% satisfied (6% points below) and has
decreased since last survey (6% points down). Communicating with tenants, acting upon their views,
being committed to involve tenants in decision-making processes often has a positive impact on
overall tenant satisfaction.

To encourage tenants’ satisfaction with the ability to influence decision making, Homes North may
consider involving tenants in decision-making processes that directly impact them at the local level
or organizationally, seeking their input and actively considering their perspectives to foster a sense
of shared ownership. This approach ensures that tenants feel valued and that their voices are heard
when making decisions that affect their services and living environment. This involvement with
tenants may cover all tenant related policies, practices and procedures and current issues which
directly impact them.

Regularly soliciting feedback from tenants and considering a tenant scrutiny process or focus groups
could offer valuable insights into tenants’ concerns or priorities. These suggestions may help to
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improve performance for this indicator, along with other measures. Furthermore, clear differences
were noticed in satisfaction scores for different area offices. For example, tenants living in Tamworth
were most satisfied that they are able to influence Homes North’s decision making, with 65%
satisfaction, while only 28% tenants living in Moree were satisfied that they are able to influence
Homes North’s decision making.

The regression analysis conducted (see section 4) suggests that tenants’ satisfaction that their rights
are upheld, satisfaction with repairs and maintenance, value for money, their views are listened and
acted upon, information provision, communication and condition of home were key drivers of
satisfaction overall. It is therefore recommended that these areas are of particular significance in
maintaining the positive results achieved.

Homes North PAGE 7



Section 2: 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 2024.

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.

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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Section 3: 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 National Regulatory
System for Community Housing (NRSCH).

The questionnaire contained the following nine sections:

Communication

Tenant Engagement

Quiality of life and Wellbeing
Energy & Financial Hardship

Demographic information
Housing services
Complaints and Appeals
Repairs and Maintenance
Neighbourhood

a M wbdh e
© x© N o

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 2,602 households managed by Homes North were invited to
participate in the survey.

Fieldwork commenced on 16 April and ended on 17 May 2024.The survey was conducted using both
a postal and online questionnaire. Postal questionnaires were posted to 197 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 2 x 65 inch smart TVs.

e CHIA NSW Sent SMS and email reminders on behalf of Homes North

By the closing date of 17 May CHIA NSW received a total of 940 responses all of which were valid?
representing an overall valid response rate of 36%, which is in line with the CHIA NSW benchmark.

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

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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Dissatisfied’ and ‘Very Dissatisfied’ categories. Satisfied or dissatisfied responses are divided by the
total respondents to each question to get the percentage satisfied or dissatisfied.

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
+/- 2.62 with a 95% confidence level.

To elaborate on what a margin of error of +/- 2.62 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 47.38% (50 — 2.62) and 52.62 % (50 + 2.62) 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 +/- 1.53.

Further, where sub-group numbers are small, 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 whole 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 years 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 4: Key Driver Analysis

Key driver (regression) analyses are statistical procedures which serve to identify which among a
set of variables competitively predict a given outcome. In the context of tenant satisfaction surveys,
regression analyses can be used to identify significant and leading predictors of overall tenant
satisfaction and offer a more objective basis from which recommendations can be made.

Regression analyses were performed to identify significant and leading predictors of overall tenant
satisfaction for Homes North. Key findings include:

e Tenants’ rights upheld was the most significant predictor of overall satisfaction. Tenants’
satisfaction that their rights are upheld is above the CHIA NSW industry benchmark (84%
satisfied, 3% points above).

¢ Value for money was the second significant predictor of overall satisfaction.

Table 1. Regression analysis predicting satisfaction with overall satisfaction

Indicator B

Tenant rights upheld 49*
Value for money .15*
Listen to and act on views 13
Information provision A1
Communication .09*
Condition of home .05*

B = index of predictive value; higher numbers = higher predictive value
* = statistically significant
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Section 5: Performance Overview (All
Tenants)

NRSCH Thresholds

Overall Satisfaction Condition of Home Repairs & Maintenance

84% /3% 68%

Key Indicator set; Direction of Travel

MN14  Quality of life N2  Tenant involvement

N8  Tenants’ rights upheld N1 Complaints handling

N6 Overall satisfaction V1  Repair quality

N5 Information provision V2 Repairs and maintenance

N5 Value for money V2 Neighbourhood

/N3 Communications V2 Appeal knowledge

N3 Property condition V2  Complaints knowledge

N2 Listening and acting on tenants’ views V6  Ability to influence decision-making

Key Indicator set; Comparison to Benchmark

+5 Communications -5 Appeal knowledge
+5 Complaints knowledge -6 Value for money
+5 Information provision -6 Quality of life
+3 Overall satisfaction -6 Ability to influence decision-making
+3 Tenants’ rights upheld -7 Neighbourhood
+2 Listening and acting on tenants’ views -8 Repairs and maintenance
+2 Tenant involvement -8 Property condition
= Complaints handling -8 Repair quality
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SWOR Matrix (All Tenants)

The chart on the next page plots the change in satisfaction for Homes North (all tenants; 2024 vs
2022) 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 decreasing 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.

Above average and falling
RISK

-10

+10

Above average and rising
STRENGTH

Below average and falling

WEAKNESS

Comparison to CHIA NSW Benchmark

Below average and rising
OPPORTUNITY

-10

Comparison to historical data
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The analysis identifies six strengths key strengths (above benchmark and rising year-on-year).
These are information provision, overall satisfaction, tenant rights, communications, tenant
involvement and listening to views and acting on them.

The main areas of concern are appeal knowledge, influencing decision-making, repairs and

maintenance, neighbourhood and repair quality.

-10

s -
Complaints 6 CommunicationsI "
knowledge ® ° @ 'nfo Provision
4 4  Tenant Overallsatisfaction
InyglveiiEnt ° ®Tenant rights
2 4 @
Listening to views
I T G T T 1
=5 0 5 10 15
-2 1 Complaints
® handling
Influencing Appeal knowiédge
decisions o Value for money Quality of life
® Neighbourhood6 | 9 ®
Repairs & .
epairs | N
Maintenance ® M8 ®Condition of home
Repair quality
-10 =]
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Section 6: Performance Overview (Non-
SHMT Tenants)

NRS

Key
N4
N8
N
N
N6
N6
N6
NS

CH Thresholds

Overall Satisfaction

89%

Indicator set; Direction of Travel
Quality of life
Information provision
Overall satisfaction
Tenants’ rights upheld
Complaints handling
Communications
Tenant involvement

Value for money

Condition of Home

80%

M
M
M
N2
V2
V3
2
V6

Key Indicator set; Comparison to Benchmark

+9
+8
+8
+8
+8
+8
+6
+2

Complaints knowledge

Overall satisfaction

Tenants’ rights upheld

Information provision
Communications

Tenant involvement

Listening and acting on tenants’ views

Complaints handling

+2

Homes North

Repairs & Maintenance

5%

At NRSCH Threshold of 75%

Listening and acting on tenants’ views
Repairs and maintenance

Property condition

Repair quality

Complaints knowledge
Neighbourhood

Appeal knowledge

Ability to influence decision-making

Value for money

Appeal knowledge
Quality of life

Repairs and maintenance
Property condition
Neighbourhood

Repair quality

Ability to influence decision-making
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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;
2022 vs 2024) 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 decreasing year-
on-year are identified as the areas of greatest concern; these areas appear in the ‘weakness’
guadrant. Areas that are both above the benchmark and rising year-on-year are considered

strengths.

Comparison to CHIA NSW Benchmark

-10

Above average and falling
RISK

+10

Above average and rising
STRENGTH

+10

Below average and falling

WEAKNESS

-10

Below average and rising

OPPORTUNITY

Comparison to historical data
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The SWOR analysis for non-SHMT tenants identified a cluster of strengths (above benchmark and
rising year-on-year) including tenant rights, overall satisfaction, tenant involvement, communications
and listening to views and acting on them.

The only two weaknesses (below benchmark and decreasing year-on-year) are satisfaction with the
neighbourhood as a place to live and influencing decision-making.

10 -
P Tenant rights
s Info Provision
Complaints g | Communications ..o o o
knowledge B ol overall
i satisfaction
6= .lnvolvement
Listening to views
4 -
Complaints
2 | Value for money® ® handling
Appeal knowledge Quality of life
T T ‘ 9 ' l
@ -2 - i Repairs &
Condition of home e
Neighbourhood
_4 2 .
Influencing - i
decisions epair quality
_6 2
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Section 7: Performance Overview: SHMT
Tenants

NRSCH Thresholds

Overall Satisfaction Condition of Home Repairs & Maintenance

80% 68% 64%

Key Indicator set; Direction of Travel

MN14  Quality of life improvement VY1  Neighbourhood

N6 Overall satisfaction V2  Complaints handling

N4 Value for money V2  Appeal knowledge

N2  Property condition V2  Complaints knowledge

N1  Communications V3  Repair quality

N1  Listening and acting on tenants’ views V5  Repairs and maintenance

N1  Information provision V6  Ability to influence provider’s decision-making
V1 Tenant involvement V8  Tenants’ rights upheld

Key Indicator set; Comparison to SHMT Benchmark

+14  Communications +6  Quality of life improvement
+12  Tenants’ rights upheld +4  Complaints handling
+12  Listening and acting on tenants’ views +2  Value for money
+11  Overall satisfaction +1  Property condition
+10  Information provision Repairs and maintenance
+9 Tenant involvement -1 Repair quality
+7 Ability to influence provider’s decision-making -1 Neighbourhood
+6 Complaints knowledge -5 Appeal knowledge
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SWOR Matrix (SHMT)

The chart on the next page plots the change in satisfaction for Homes North SHMT tenants (2022
vs 2024) 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 decreasing 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 including quality of life, overall
satisfaction, communications, listening to views and information provision. Three indicators fall
squarely within the weakness quadrant; satisfaction with the neighbourhood, satisfaction with repairs
quality and knowledge of how to lodge an appeal.

15 -~
] @Communications
Tenant rights
Listening to views
o Tenant ® 8 : :
involvemen ~ @0verall satisfaction
Invo Y0 - @Info Provision
Influencing ®
decisions Complaints
® ° knowledge °
5 | Complaints Quality of life
® handling
Repairs & .Value for money
Maintenance ®cCondition of home
T . 6 T T T 1
10 5 @ B 5 10 15 20
Repair quality
Neighbourhood
Appeal knowledge. S
-10 -
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Section 8: 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 listed. The biggest difference was with satisfaction with
value for money for rent (a 14% point difference).

Indicator Non-SHMT SHMT Difference
Value for money for rent 84% 70% 14*
Condition of home 80% 68% 12*
Repairs and maintenance 75% 64% 11*
Tenant involvement 80% 69% 11*
Life has improved since living in an HN property 73% 63% 10*
Overall satisfaction 89% 80% o*
Support for new tenants 86% 7% 9*
Appeal knowledge 44% 35% o*
Satisfied that rights are upheld 89% 80% 9*
Neighbourhood as a place to live 80% 72% 8*
Complaint handling 51% 43% 8*
Repair quality 72% 65% 7*
Listening to views and acting on them 75% 68% *
Complaint knowledge 79% 72% 7*
Information provision 90% 84% 6*
Communication 88% 83% 5
Ability to influence decision making 54% 50% 4

* Statistically significant difference
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Section 9: 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 84% 75% +9
Condition of home 73% 75% -2
Repairs and maintenance 68% 75% -7

Non-SHMT Tenants

When results from SHMT properties are excluded from calculations, all threshold indicators are met.

Indicator N?Qr;irt'tl\é” NRSCH threshold Difference
Overall satisfaction 89% 75% +14
Condition of home 80% 75% +5
Repairs and maintenance 75% 75%

SHMT Tenants

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

Indicator SHMT Tenants NRSCH threshold Difference

Overall satisfaction 80% 75% +5

Condition of home 68% 75% -7

Repairs and maintenance 64% 75% -11
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Section 10: Historical Comparisons

Section Overview

This section presents historical comparisons for Homes North 2024 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 2024 survey (all tenants) with results observed in 2022
and 2020. Five indicators recorded a statistically significant increase, including a 14%-points
increase tenants satisfaction that their quality of life has improved. One indicator (satisfaction with
the ability to influence decision-making) recorded a statistically significant decline.

Question 2020 2022 2024 Change
Life has improved since living in a Homes North 530 530 67% N4*
property

Satisfied that rights are upheld 79% 76% 84% N8*
Overall satisfaction 80% 78% 84% N6*
Information provision 83% 82% 87% N5*
Value for money for rent 78% 71% 76% NG*
Condition of home 71% 70% 73% N3
Communication 84% 82% 85% N3
Listening to views and acting on them 72% 69% 71% N2
Tenant involvement 73% 72% 74% N2
Complaints: Complaint handling 47% 45% 46% N
Support for new tenants 76% 80% 81% N
Repairs: Repair quality 72% 69% 68% V1
Complaint knowledge 75% 77% 75% ¥2
Neighbourhood as a place to live 75% 7% 75% J2
Repairs and maintenance 69% 70% 68% ¥2
Appeal knowledge 41% 41% 39% V2
Influencing decision-making 60% 58% 52% 6+

*Statistically significant difference.
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Non-SHMT Tenants

When comparing non-SHMT results between 2024 and 2022, five indicators recorded a statistically
significant increase in satisfaction and no indicators recorded a statistically significant decline in

satisfaction.
Question 2020 2022 2024 Change
Life has improved since living in a Homes North 62% 59% 73% N4*
property
Information provision 86% 82% 90% Ng*
Overall satisfaction 84% 82% 89% NT*
Satisfied that rights are upheld 83% 82% 89% NT*
Tenant involvement 76% 74% 80% N6*
Communication 86% 82% 88% N6
Complaints: Complaint handling 54% 45% 51% N6
Value for money for rent 83% 79% 84% N5
Condition of home 80% 76% 80% N
Repairs and maintenance 76% 71% 75% N
Listening to views and acting on them 7% 71% 75% N
Repairs: Repair quality 76% 70% 72% N2
Support for new tenants 89% 86% 86%
Complaint knowledge 78% 81% 79% V2
Neighbourhood as a place to live 79% 83% 80% V3
Appeal knowledge 41% 48% 44% V4
Influencing decision-making 62% 60% 54% V6
*Statistically significant difference
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SHMT Tenants

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

one statistically significant decrease in satisfaction.

Question 2021* 2022 2024 Change
Ir;irfoept;?tsyimproved since living in a Homes North 550 49% 63% N
Overall satisfaction 83% 74% 80% N6*
Value for money for rent - 66% 70% N
Support for new tenants - 75% 7% N2
Condition of home - 66% 68% N2
Listening to views and acting on them 73% 67% 68% N
Information provision - 83% 84% N
Communication 82% 82% 83% M
Tenant involvement - 70% 69% Vi
Neighbourhood as a place to live 73% 73% 72% N 21
Appeal knowledge - 37% 35% ¥2
Complaint knowledge - 74% 72% ¥2
Complaints: Complaint handling - 45% 43% J2
Repairs: Repair quality - 68% 65% V3
Repairs and maintenance - 69% 64% V5
Influencing decision-making - 56% 50% V6
Satisfied that rights are upheld - 72% 80% J8*

*A mini SHMT survey was undertaken in 2021. Where available, these results have been included.

Homes North
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Section 11: CHIA NSW Benchmark
Comparisons

CHIA NSW’s tenant satisfaction benchmarking group is an expanding reference group with 49
individual community housing providers (CHPs) currently participating, and with 51 data sets. There
are currently 25 sets of data from NSW-based CHPs and 26 sets of data from other states. The
CHPs in the benchmarking group are generally medium to large organisations with 31 Tier One
CHPs, 18 Tier Two CHPs, and 2 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 collectively from July 2014 to December 2023. 23 sets of data have been updated since
the last six-monthly update (December 2023) as new and existing customers conducted their
surveys with CHIA NSW.

All Tenants

The table below compares Homes North (All Tenants) results to the current benchmark. Overall, the
comparisons are mixed, with seven indicators exceeding the industry average and nine indicators
below the industry average.

é:eljr:cAthSa\:\i All Tenants Difference

Communications 80% 85% +5
Complaints knowledge 70% 75% +5
Information provision 82% 87% +5
Overall satisfaction 81% 84% +3
Tenants’ rights upheld 81% 84% S
Listening and acting on tenants’ views 69% 71% +2
Tenant involvement 72% 74% +2
Response rate 36% 36%

Complaints handling 49% 46% -3
Appeal knowledge 44% 39% -5
Value for money 82% 76% -6
Quality of life 73% 67% -6
Ability to influence decision-making 58% 52% -6
Neighbourhood 82% 75% -7
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Repairs and maintenance
Property condition

Repair quality

76%
81%
76%

68%

73%
68%

Non-SHMT Tenants

When SHMT tenants are removed from the scores, the benchmarking comparison is more

favourable with ten benchmarks exceeded and a further two benchmark scores matched.

é:;l?hlr\lnsé\?l/( Non-SHMT Difference

Complaints knowledge 70% 79% +9
Overall satisfaction 81% 89% +8
Tenants’ rights upheld 81% 89% +8
Information provision 82% 90% +8
Communications 80% 88% +8
Tenant involvement 72% 80% +8
Listening and acting on tenants’ views 69% 75% +6
Response rate 36% 38% +2
Complaints handling 49% 51% +2
Value for money 82% 84% +2
Appeal knowledge 44% 44%

Quality of life 73% 73%

Repairs and maintenance 76% 75% -1
Property condition 81% 80% -1
Neighbourhood 82% 80% -2
Repair quality 76% 72% -4
Ability to influence decision-making 58% 54% -4
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SHMT Tenants

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 9 providers in CHIA NSW’s SHMT benchmarking club. These nine
providers collectively manage 8 SHMT transfers. In the last update (December 2022), 9 providers
had 2022-based data. In this release, 6 providers have updated 2023 data.

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

CHIA NSW
SHMT SHMT Difference
Benchmark

Communications 69% 83% +14
Tenants’ rights upheld 68% 80% +12
Listening and acting on tenants’ views 56% 68% +12
Overall satisfaction 69% 80% +11
Information provision 74% 84% +10
Tenant involvement 60% 69% +9
AbiIi_ty to influence provider’s decision- 43% 50% +7
making

Complaints knowledge 66% 72% +6
Quality of life improvement 57% 63% +6
Response rate 30% 35% +5
Complaints handling 39% 43% +4
Value for money 68% 70% +2
Property condition 67% 68% +1
Repairs and maintenance 64% 64%

Repair quality 66% 65% -1
Neighbourhood 73% 72% -1
Appeal knowledge 40% 35% -5
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Section 12: 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
and communication are the highest, followed by good scores for overall satisfaction and tenants’
rights.

Top scoring items (% Positive)

Information provision [ NG 3 7%
Communication |G 550
overall satisfaction || NG 54%
Tenant rights upheld [INEGERNGTNNNEEEE 4%
Support for new tenants || IENEGTNKNGEGENENENGEGEGEGEEEEEEEEEEE 51 %
value for money for rent [ NEGGNGNGNGNEEE 6%
Neighbourhood as a place to live [ NG /5%
Tenant involvement [[ENNEGGEEGEGEGEGEGEGEEEEEEE 4%
Listening to views and acting on them | NG 71 %
Repairs and maintenance || NGINGGEGEEEEEEEEEEE 5%
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The highest dissatisfaction score was for repair quality (22% dissatisfied) followed by repairs and
maintenance overall (21% satisfied).

Low scoring items (% Negative)

Tenant involvement 9%
Quality of life 9%

Overall satisfaction 10%

Complaint handling 11%

Listening to views and acting on them 13%
Value for money for rent 14%
Influencing decision-making 15%
Neighbourhood as a place to live 16%
Repairs and maintenance 21%

Repair quality 22%
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Section 13: 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 overall satisfaction, tenants’ rights, value for money and
support for new tenants.

84% of respondents are satisfied with the services provided by Homes North, this is 6%-point
statistically significant increase, and Homes North is now above the industry benchmark of 81%.

84% reported that they are satisfied that their rights as a tenant are upheld - this is a statistically
significant increase (8% points up) and Homes North is now above the CHIA NSW industry
benchmark of 81%.

76% are satisfied with the value for money for the rent they pay; the statistically significant 5%-point
increase was not enough to take Homes North above the CHIA NSW industry benchmark of 82%.

Around eight in ten (81%) reported that they were satisfied with the support provided to them when
they first moved in.

Housing Services

80%

overal satstacion [ -

79%

B 2022

78% B 2024

76%
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Section 14: Complaints and Appeals

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

Less than half the respondents (39%) reported that they know how to appeal a decision made by
Homes North, below CHIA NSW’s industry benchmark of 44%. A larger proportion (75%) reported
that they know how to make a complaint — 5% points above the CHIA NSW industry benchmark.

Of those who made a complaint, 46% were satisfied with how it was handled. This is 3% points
below the CHIA NSW industry benchmark and consistent with the findings from recent surveys.

Complaints and Appeals

41%

Appeal knowledge 41%

39%

75%
2020

77% B 2022

M 2024

Complaint knowledge

75%

47%

Complaint handling

2 Section 3.6, National Community Housing Standards Manual third edition
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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®.

e 68% of tenants reported that they are satisfied with the quality of repairs. This is 8% points
below the industry benchmark and a 1%-point decline from 2022.

e 68% of tenants reported that they are satisfied with the repairs and maintenance service.
This is a 2%-point decline from 2022 and means that Homes North is 8% points below the
industry benchmark and 7% points below the NRSCH threshold.

e 73% reported that they are satisfied with the condition of their home, this is a 3%-point
increase from 2022 but the figure remains below the industry benchmark figure (81%) and
the NRSCH threshold of 75%.

Repairs and Maintenance

72%
Repair quaiiy I >+
— ¢
69% 2020

Repairs and maintenance [ 70% B 2022
————— m oo

71%

Condition of home N
—

3 Hood and Smedley (2009) How to develop and monitor local performance measures House Mark
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Section 16: Neighbourhood and Quality of
Life

75% of tenants reported that they are satisfied with their neighbourhood as a place to live (below
CHIA NSW’s industry benchmark of 82%).

Two thirds of respondents (67%) reported that life has improved since living in a Homes North
property. This indicator was the worst performing indicator in comparison to the industry average in
2022 (21% points below the industry benchmark), but due to a statistically significant 14% point
increase it is now within 6% points of the industry benchmark of 73%.

Neighbourhood and Quality of Life

75%

Neighbourhood as a place to live 77%

75%
2020

B 2022
B 2024

53%

Quality of life
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Section 17: Neighbourhood Problems

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.

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 (38% a problem).

o Drug use and drug dealing (37% a problem), and problems with and pets and animals (also
37% a problem).

There were no statistically significant differences when comparing these figures to those recorded
in 2022.

Antisocial Behaviour (% 'A problem’)

Abandoned or burnt vehicles 17%
Racial or other harassment 17%
Car parking 18%
Vandalism and graffiti 22%
Dog fouling/dog mess 23%
People damaging your property 24%
Other crimes 25%
Disruptive children/teenagers 30%
Rubbish or litter 33%
Problems with pets and animals 37%
Drug use and dealing 37%
Drunk or rowdy behaviour 38%

Noisy neighbours 43%
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There was some variation when comparing SHMT and non-SHMT tenants — with SHMT tenants
more likely to observe antisocial behaviour. This is shown in the chart below:

Antisocial Behaviour (% 'A problem’)

Abandoned or burnt vehicles _1(1308/2/"

Racial or other harassment _13%21%
Car parking g 1602/(?%

Vandalism and graffiti _19%25%

Dog fouling/dog MeSs pmmm———" 27%

People damaging your property _210/2"6%

; 19%
Other Crimes e —— 0%
6%

Disruptive children/teenagers pu——33%

: - 299
Rubbish O litter p——— 350

. . 34%
Problems with pets and animals D 40%

Drug use and dealing p— 300,
DU O 1Oy DAY U ot 4506

Noisy Neighbours p— 457
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Finally, there were some variations between different regions - for example, tenants in Moree
reported experiencing different forms of antisocial behaviour at a higher level than other towns.

A

Ay B. C. G. H.
Armidale, D. E. F. .
Total Walcha, Glenn Gunneda inverell Moree Narrabri Tamwort  Tenterfiel
Innes h h d
Uralla
. 18% (184) 7% (42) 10% (69)  13% (67) 8% (62) 7% (54)  26% (322)
Car parking G G G G G G ABCDEF  12%(17)

33% (186)
D

18% (65)  40% (67)  23% (53) 36% (321)  44% (18)

Rubbish or litter AEGH DF E D D

28% (43)  27% (70)

41% (191)  35% (43)
E E

5606 (68)  31% (54)  43% (324)

Noisy neighbours ABEG £ E

42% (71)  48% (69) 44% (18)

I 0 0 0 0
3%?:,:%“”9 /Dog 27% C(186) 19% (42) 14/<0E(F70) 21% (66) 29/oC (68) 31A)C(52) 2296 (322)  12% (17)
. 53% (72)  48% (67)  47% (66)  57% (53) 26% (327)
Pets and animals 40% (43) AG G G AG ACDEF 39% (18)
. . 60% (67)
Disruptive 28% (188)  24% (42)  34% (71)  24% (66) oS 20% (51)  28%(328)  29% (17)
children/teenagers E E E E H E E E
Racial/ other 19% (190)  12% (42)  14% (70) (66) 12% (52)  15% (325)  39% (18)
harassment H H H 0 EH EH ABCFG

Drunk/ rowdy
behaviour

5206 (66)  30% (54)  36% (324)

39% (192)  34% (41)  39% (70)  39% (70) 0e . e

44% (18)

vandalism/ 20% (185) 1505 (41)  18% (71)  18% (66)  45%(66)  13% (53)  24% (320)
Graffiti E E E E ABCDFG E E

People damaging 2270 (18) o605 (42)  23% (70)  29% (68)  48% (66)  15% (53)  19% (320)  41% (17)
property E E E E ABCDFG EH EH FG

22% (18)

28% (189) 38% (42)  52% (73) 38% (68) 57% (68)  31% (54)  36% (324)

Drug use/ dealing CE £ AFG E ABDEG CE CE 35% (17)
Abandoned 12% (42)  36% (70) 5% (66) 40% (68) 8% (53)  11% (320) 6% (16)
vehicles CE ABDFGH ACE ABDFGH CE ACE CE
. 28% (182) 7% (41) 15% (68)  28% (64)  17% (54)  30% (320)
Other crimes BD AEG 19% (73) AG B G BDF 18% (17)
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Section 18: 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 declining levels of satisfaction further up the ladder, a pattern echoed by
these results:

e Satisfaction with information provision scored 87%, up by a statistically significant 5% points
(CHIA NSW benchmark; 82%)

o 85% were satisfied with communication, up by 3% points (benchmark; 80%)
o 74% were satisfied with tenant involvement (benchmark; 72%)
e 71% were satisfied with listening to views and acting on them (benchmark; 69%)

o Finally, 52% reported that they are satisfied with their ability to influence decision making,
the only statistically significant decline recorded in the survey (down 6% points and 6% points
below the benchmark).

Communication and Engagement

83%

information provision | -
— &

84%

Communication [ 522

N 5%
73% 2020
Tenant involvement | 722 W 2022
N, 7496 W 2024

72%

Listening to views and acting on them [N 69%

I, 716
60%
Influencing decision-making | 550
I -
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Section 19: 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 standard of living (72.84) while the lowest score was for personal
health (63.52). The overall Wellbeing Index score is calculated at 68.80.

Personal Wellbeing Index
Wellbeing Index [ 68.30

your life as a whole? 72.38
your standard of living? [N 72.84
with how safe you feel? |GGG 72 55
your personal relationships? [N 72.37

your future security? [N 69.74

what you are currently achieving in life? [N 66.04
feeling part of your community? [ 64.27
your health? [N 63.52
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When comparing the scores for all tenants to CHIA NSW industry averages, just two indicators are
below the benchmark figure. The majority of indicators are above the benchmark with personal
relationships scoring particularly well (+6.26)

(PWI) Personal Relationships
(PWI) Future Security

(PWI) Life as a whole

Personal Wellbeing Index

PWI) Personal Health

(PW1) Standard of Living

(PWI) Achieving in Life

(PWI) Community Connectedness

(PWI) Personal Safety

When making comparisons to the 2022 data, all indicators have recorded an increase in satisfaction,

Benchmark

66.11
65.90
70.22
66.81
61.65
71.32
64.52
64.96
73.54

with the overall PWI increasing by 3.58 points.

(PWI) Personal Relationships
(PWI) Personal Health

Personal Wellbeing Index

(PWI) Life as a whole

(PWI) Achieving in Life

(PWI) Future Security

(PWI) Community Connectedness
(PWI) Personal Safety

All Tenants 2022 All Tenants 2024

66.00
57.30
65.22
68.91
62.84
67.51
62.52
72.12

Homes North

All tenants

72.37
69.74
72.38
68.80
63.52
72.84
66.04
64.27
72.55

72.37
63.52
68.80
72.38
66.04
69.74
64.27
72.55
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Difference

6.26
3.84
2.16
1.99
1.87
1.52
1.52
-0.69
-0.99

Difference

6.37
6.22
3.58
3.47
3.20
2.23
1.75
0.43



SHMT vs non-SHMT:

Non-SHMT tenants tended to report higher levels of personal wellbeing than SHMT tenants.

Personal Wellbeing Index: SHMT vs non-SHMT

. I 7 1
g I N 7.

. 75.6
-
O e &S & e N 0.0

— 6.7
———70.0

I — 75.3
———70.5

o I 7.1 Non-SHMT
your personal relationships? N
[N B sHMT

i+ I 72 3
e S i 7.8
what you are currently achieving in life? I 65 1
feeling part of your community? I 62 4

. |
O e i 63.1

your standard of living?

with how safe you feel?

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. The overall PWI Index is 4.29 points above the industry

average.

(PWI) Personal Relationships
(PWI) Future Security

(PWI) Life as a whole

(PWI) Standard of Living
Personal Wellbeing Index

(PWI1) Achieving in Life

(PWI) Personal Health

(PWI) Community Connectedness

(PWI) Personal Safety

Benchmark

66.11
65.90
70.22
71.32
66.81
64.52
61.65
64.96
73.54

Non-SHMT

74.12
72.31
75.64
76.65
71.10
67.27
64.12
66.80
75.34

Difference

8.01
6.41
5.42
5.33
4.29
2.75
2.47
1.84
1.80

The overall PWI score has increased by 5.58 points since 2022, largely because of increases in
satisfaction with personal relationships, health and life as a whole.

(PWI1) Personal Relationships
(PWI) Personal Health

(PWI) Life as a whole

(PWI) Standard of Living
Personal Wellbeing Index

(PWI) Community Connectedness
(PWI) Achieving in Life

(PWI) Future Security

(PWI) Personal Safety

Non-SHMT 2022
63.40
56.00
68.04
70.88
65.52
62.48
63.60
69.16
75.20

Homes North

Non-SHMT 2024
74.12
64.12
75.64
76.65
71.10
66.80
67.27
72.31
73.54
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SHMT Tenants:

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 2024 Difference
(PWI) Personal Relationships 63.87 71.07 7.20
(PWI) Future Security 61.40 67.83 6.43
(PWI) Personal Health 56.78 63.07 6.29
Personal Wellbeing Index 61.86 67.11 5.25
(PWI) Achieving in Life 60.78 65.13 4.35
(PWI) Personal Safety 66.23 70.48 4.25
(PWI) Community Connectedness 58.96 62.41 3.45
(PWI) Standard of Living 66.58 70.02 3.44
(PWI) Life as a whole 67.83 69.98 2.15

When comparing the 2024 SHMT scores to the 2022 SHMT scores achieved by Homes North,
scores have increased. The overall PWI has increased by 2.13 points.

2022 2024 Change
(PWI) Personal Health 58.33 63.07 4.74
(PWI) Personal Relationships 68.04 71.07 3.03
(PWI) Achieving in Life 62.24 65.13 2.89
Personal Wellbeing Index 64.98 67.11 2.13
(PWI) Future Security 66.21 67.83 1.62
(PWI) Standard of Living 69.05 70.02 0.97
(PWI) Personal Safety 69.68 70.48 0.80
(PWI) Life as a whole 69.59 69.98 0.39
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(PWI) Community Connectedness 62.56 62.41 -0.15
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Section 20: Energy and Financial
Hardship

There is some evidence to suggest that tenants are experiencing less extreme levels of energy
hardship when compared to 2022.

¢ 5% said that they do not have a sufficient understanding of how to best use energy in their
home.

e 19% have had to borrow to pay their bills, down a statistically significant 11% points.
e 24% have been at risk of being cut-off.
e 40% had been unable to pay utility bills on time, down a statistically significant 5% points.

o 53% reported that they choose restrict heating and cooling in the last 12 months because of
the cost, down a statistically significant 6% points.

Energy and Financial Hardship

4%

| do not have sufficient knowledge on how to best .5%
use energy in my home .50/

0

17%
| entered into a loan agreement or used a credit I 0%

card to pay electricity or gas bills
P YOr9S O S 10%

18% 2020
My electricity or gas services was at risk of being
. 24% 2022
disconnected _ ’ -
I > W 2024
31%
| could not pay electricity or gas bills on time [ NG 45%
I
, , ) 49%
| choose to restrict heating and cooling because |
I -
could not afford extra costs
=
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Section 21: 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 Leasehold accommodation (Column C, 98%) have a
significantly higher level of satisfaction than those in SHMT accommodation (Column E, 80%
satisfied) and Capital Tenants (85% satisfied, Column A).

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.

B. FFS & C D. Owned

Indicator Total A. Capital Transitional Lease.hold & NBESP E. SHMT
% of responses 100% 20% 2% 9% 12% 57%
. . 84% 85% (191) . 98% (82) 80% (538)
Overall satisfaction (940) c 94% (18) ADE cD
Satisfied that rights are 84% 85% (191) 94% (18) 95% (82) 91% (110) 80% (534)
upheld (935) C 0 AE E cD
0, 0, 0, 0,
Value for money for rent (79%)) 83% (18) 90 /AOE(SZ) 87 /OE(llO) 70£’C(5DS8)
0, 0, 0, 0, 0,
Support for new tenants (%g% 85 /oE(190) 89% (18) R ‘I’E(BZ) S oE(109) " X’ég%)
0, 0, 0,
Appeal knowledge (%%é’) 42% (188)  39% (18)  ° /"E(SZ) 43% (111) o0 A’é‘r’%)
0, 0, 0,
Complaint knowledge (gzé’) 76% (190)  82% (17)  80% (82) °° /"E(lll) e 4’6536)
0, 0, 0, 0, 0,
Complaint handling é%’) >3 A’E(188) 7sgél6) 52% (80) ° A’Eglll) 43 /OA(B528)
0, 0, 0, 0,
Repair quality (%%é’) 70% (189)  °Y /(’E(ls) 70% (82) ° /"E(llo) 9 /‘ég%)
0, 0, 0, 0, 0,
Repairs and maintenance (%%é’) 4 A’E(lsg) 89 A’E(ls) 72% (82) " A’E(lll) 64 255%36)
0, 0, 0, 0,
Condition of home (79%’) 2 /OD(189) 78% (18) 2 X)C(lEll) ot /E’:EDSSG)
. 75% 76% (188 94% (18 91% (82)  76% (106 72% (530
Neighbourhood (924) C( ) E( ) AD(E ) C( ) B(C )
0, 0, 0,
Information provision (8973% 89% (190) 94% (18) 28 A’E(SZ) 91% (107) e /"C(534)
0,
Communication (%%f) 88% (190) 94% (18) 89% (81) 84% (108)  83% (534)
0, 0, 0, 0,
Tenant involvement (77%’) Sl OE(lso) 81% (16) 81% (53)  °V /(’E(gl) Gk Z(D409)
Listening to views and 71% 0 0 81% (54) 0 68% (409)
acting on them (727) 76% (160) 69% (16) c 69% (88) c
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Ability to influence
decision making

Life has improved since
living in an HN property

52%
(722)

67%
(927)

49% (159)

65% (187)
cD

50% (16)

72% (18)

Homes North

64% (53)

83% (81)
AE
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50% (405)
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Section 22: 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. 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.

. Arm/?‘dale B. C. D E F. G. H. .
Indicator Total Walcha,’ IGlenn Gunne Inve.rell Mor.ee Nar_rab Tamwor Tenterfiel
Uralla nnes dah ri th d
% of responses 100% 23% 5% 9% 8% 8% 6% 39% 2%
79% 0 78% 0 95% 0 )
Overall satisfaction  84% (940)  (216)  87% (45) 886cf’ (77) 8;'5/" (57) %‘r’?f 9 ”’F(lg)
= (80) F (75) ADH (971)
- : 80% 77% 91% 86%
Satisfied that rights 91% (45 85% 80%
S g 84% (935)  (215) 163 W oe 6D (@68 74%9)
FG BFG AD AD
0, 0, 0, 0, 0,
Value for money for o 6% o 9% 66% 64% 75% 9% 0
ront 76% (939) (215) 80% (45)  (80) (77) (75) 7) (371)  63% (19)
E E G ACG DE
79%
Support for new 2 80% 91% (45) 88% 79% 85% 85% .
tenants 81%(937) (515 G 80)  (77) 7 6 G 79%A9)
44% 24% 43%
Appeal 39% (935) B9 319045 (79) 32% (72) 30% (370)  32% (19)
knowledge E E (77 ACG (67 E
; 86% 65% 79% 78%
(k:o m pl ! Z'm 75% (936) 73%0(215) 582/‘;:2‘5) (79) ?;/)0 (74) (57) (370)  74% (19)
nowledge ABE CG B BE
64% 65%
Complaint 46% (923) 43% (203)  45% (45) (80) ‘(173;/)" ‘(‘;5‘;/)" (57) é%?) 26% (19)
handling CF C AgaE oF or ADHEG oF CF
51%
68% 79% 69%
. . 73% (45) (75) 67% 83% (18)
Repair quality 68% (937) E (7E9) (ZQ ABCDG 57) (3;1) E
H
Repairs and 68% (03) 69% (216) 76 (45) 00 68 o 67% o 83% (19)
maintenance 6 (936) E E (79) (77) (7%) (57) (369) E
E ABCGH E
i 61% 61% 67% 80%
Condition of 73% (936) 75%D(E216) 69% (45) Z;.;/)o 7 (75) 57) (369) 56%6(18)
home AG AG © DEFH
. 72% 74% 78% 84% 74%
Neighbourhood 75% (924)  75% (212)  77% (43) (80) 76) 3) (56) (365) 74% (19)
Information 829% (214) e 87% 91% 89% 87%
provision 87% (931) c B% (5 6 ) 7 G @z  o4%E9)
93%
N 80% (215) 89% 88% 86% 85%
Communication 85% (931) F 89% (45) (80) 77 (74) (5A7) (364) 95% (19)
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Tenant
involvement
Listening to
views and acting
on them
Ability to
influence
decision making
Life has improved
since living in an
HN property

74% (729)

71% (727)

529 (722)

67% (927)

72% (162)
€

63% (161)
BCG

67% (215)
H

74% (38)

82% (38)
A

46% (37)
@

62% (45)

85%
(66)
ADE

79%
(66)
A

59%
(79)
G
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66%
(61)
CF

68%
(63)

34%
(61)

62%
(76)
G

60%
(65)
CFG

64%
(64)

28%
(64)
ACFG

59%
(73)
G
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(46)
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65%
(273)
ABCDE

75%
(363)
CDEFH

67% (15)
67% (15)

40% (15)
G
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Section 23: Key Indicators by
Demographics

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

There was some variation when comparing responses by length of tenancy. The very general pattern
is that those who have been a tenant for less than three years were more positive, while those who
have been a tenant for between 3 and 10 years tended to be less positive.

Differences by Length of Tenancy

Tenant involvement 100%

Overall satisfaction

Communication

Value for money for rent

Condition of home

Repairs and maintenance

Lessthanayear = — 1to2 years — 3to 5 years — 6to 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, 0, 0,
Overall satisfaction (%i(/;’) 88% (98) o /°E(120) 83% (313)  83% (168) et °EE234)
76% 90% (98) 69% (313) 73% (233)
Value for money for rent (939) BCDE ABD A
0,
Repairs and maintenance (%%g’) 70% (98) 72% (119) 69% (312) 65% (168) 68% (232)
. 73% 85% (98)  79% (119)  71% (311)  68% (167)  72% (234)
Condition of home (936) CDE D A AB A
0,
Communication (%%f) 87% (98)  84% (119) 87% (310)  82% (167)  84% (230)
0, 0, 0,
Tenant involvement (77%") 74% (69)  76% (84)  72% (261)  OF /"E(lls) 79 A)élQO)
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Background

Overall satisfaction amongst Aboriginal or Torres Strait Island tenants was almost identical to
Australian (Not Aboriginal/Torres Strait Islander) respondents (84% vs. 85%). Those with an
Aboriginal or Torres Strait Island background were however significantly less likely to be satisfied
with value for money, the condition of their home, tenant involvement and repairs and maintenance

than Australians with a non-Aboriginal or Torres Strait Island background.

Differences by Heritage

Tenant involvement 100%

Communication

\75%

OO

Condition of home

Aboriginal or Torres Strait Islander

Indicator

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

Tenant involvement

Total Aboriginal/Torres

84%
(940)
76%
(939)
68%
(936)
73%
(936)
85%
(931)
74%
(729)

A

Strait Islander

84% (449)
71% (449)
C

64% (448)
C

66% (448)
BC

85% (444)

70% (341)
C

/ 50%

25%

Overall satisfaction

Value for money for rent

Repairs and maintenance services

B. Migrant (not

bornin
Australia)

88% (25)
76% (25)

75% (24)

88% (25)
A

84% (25)

76% (21)
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— Not Aboriginal or Torres Strait Islander

C. Australian
(Not

Aboriginal/Torres
Strait Islander)

85% (393)

81% (392)
A

73% (391)
A

81% (391)
A

86% (390)

78% (308)
A
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D. Other

79% (61)

82% (61)

69% (61)

73% (60)

78% (60)

75% (48)
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Section 24: Comments

This section looks at the tenant involvement comment 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 and Program,) and analyse in more depth the
range of comments received.

Comments Examples:

An open-ended question regarding tenant involvement was asked. Below are some examples of
comments from tenants:

” Very lovely people and they involve tenants”.

“‘Homes North staff are always helpful when | have a problem & they listen to my concerns &
oftentimes solve problems quickly. | feel confident when contacting them.”

“Tenants engagement groups to be made compulsory, for all tenants to attend.”

‘I am very happy with Homes North Housing because the workers at north housing are willing to
give you a chance of living in the community and | enjoy living in my north housing home and | like
the area.”

“I'm blessed that homes north have taken over my home from dep of housing because since then |
have had major issues sorted immediately thanks homes north.”
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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 11%
1-2 years 13%

Length of tenancy 3-5 years 34%
6-10 years 18%
More than 10 years 25%
Aboriginal/Torres Strait Islander 48%
Migrant (not born in Australia) 3%

Cultural group Born in Australia (not Aboriginal or Torres
Strait Islander) 42%
Not Aboriginal/Torres Strait Islander 7%
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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 940 responses, all of which were valid* representing an overall
valid response rate of 36%. This is above the NRSCH threshold (25%) and on par with 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 (42%). The individual response rate for each region is in dark blue. This illustrates that
the Gunnedah region had the highest response rate (46%).

Response rate by region

Response Rate

50%
46%

0,
45% il 42%  42%
40% 38% 36% 38%
35% 34% 34%
30%
25 249%
(]
20%
15%
0,

10% . 79 8% 8% -

5% X 2%

0%

Armidale,  Glen Innes  Gunnedah Inverell Moree Narrabri Tamworth  Tenterfield
Walcha,
Uralla

mResponse rate  m % of Total

4 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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Response rate by survey type

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

vast majority (97%) were completed online.

Survey Type Valid Response %
Web 909 97%
Paper 31 3%
Grand Total 940 100%

Satisfaction by Medium

Respondents who filled the survey online were 84% satisfied with overall services, while tenants

who filled the survey via paper were 80% satisfied with overall services. Respondents who filled

the survey online were 73% satisfied with the condition of their homes, while tenants who filled the

survey via paper were 76% satisfied with the condition of their homes.

Medium Overall Satisfaction Repairs and Condition of Home
maintenance

Paper 80% 64% 76%
Online 84% 69% 73%
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