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EXECUTIVE SUMMARY 

Background: Community of Refuge Trust (CORT) is a not-for-profit organisation providing safe 

and affordable housing. The purpose of the project was to conduct a tenant satisfaction 

survey to measure and provide feedback to CORT on its services. As healthy housing 

conditions are an important part of CORT’s services, this year’s survey also investigated the 

effect of heating, insulation and ventilation on the health of tenants.  

Methods: The survey was developed by the interns and CORT staff. Gaining ethical approval 

involved creating a participation information sheet (PIS). The survey was piloted in a focus 

group with six of CORT’s tenants to test the questions and the layout of the survey, as well as 

the PIS. The final survey was two pages in length and included both qualitative and 

quantitative questions. The survey was mailed out to all 185 of CORT’s tenants to allow for a 

representative sample. A total of 62 surveys were returned by mail, and a total of 31 follow 

up phone interviews were carried out to reach a total of 93, a 50% response rate.  

Results: The majority of CORT’s tenants were satisfied with both their homes and CORT’s 

services. However, there were some concerning results surrounding housing and health, 

including low ratings of house warmth and a lack of income to pay for heating. The majority 

of tenants rated their overall physical heath as either excellent, very good, or good. There was 

a relationship between house warmth and the number of health issues, including cough, cold, 

flu, asthma and wheezing or trouble breathing. Tenants who had more health issues were 

more likely to rate their houses less warm. 

Recommendations: Warmth and heating seem to be issues for some tenants. Perhaps 

tenants could be provided with extra heating, or receive subsidies for heating costs. In the 

long term, the condition of tenants’ homes could be made warmer by retrofitting them with 

insulation, which would also be more energy efficient. 
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INTRODUCTION 

The purpose of this project is to conduct a tenant satisfaction survey to measure and provide 

feedback to Community of Refuge Trust (CORT) on the services it delivers. As healthy housing 

conditions are an important part of CORT’s services, the survey will also investigate the effect 

of heating, insulation and ventilation on the health of tenants. The survey will give CORT an 

indication of areas where it performed well, and possible areas for improvement.   

METHODS 

The 2011 Tenant Satisfaction Survey (a questionnaire) was developed by the authors and 

CORT staff. A participation information sheet was also created, which included a description 

of the purpose of the study, the voluntary nature of the study and contact details. Data 

collected from the completed surveys was then entered and analysed by the authors using 

Excel. 

Focus group  

Once a final draft of the questionnaire was prepared, it was piloted in a focus group with six 

of CORT’s tenants in order to test the questions and identify any drawbacks to the information 

sheet, questionnaire layout, and wording of the questions. Based on feedback from the focus 

group, the information sheet and some of the questions were modified, and a final version of 

the information sheet and survey was then developed.  

The survey and participants  

In order to obtain a representative sample of views and experiences, the final copy of the 

survey was mailed out on the 9th of September 2011 to all 185 CORT tenants living in 

Auckland. 

Part One of the survey included twelve quantitative questions about CORT services and 

general housing, which were tabulated within the five-point Likert scale from Strongly Agree 

to Strongly Disagree. 

Part Two of the survey included questions regarding housing conditions and health. A series 

of questions about the presence of condensation, warmth, mould, heating, and income for 

heating, as well as the experience of specific health conditions were asked. 
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Part Three included a series of questions about the services provided by Jim Pearson, a 

community worker. The final questions were two open-ended questions with spaces for 

general suggestions and comments, adding a qualitative component to the survey. 

Data collection  

To reach a response rate of 50%, a total of 93 completed surveys were required. 62 surveys 

were returned by to CORT’s office, and a further 31 were completed over the phone by 11th 

of October.  

Data analysis  

The principal analysis of data was tabulating the frequencies and percentages of responses 

for each question. Graphs for some questions were also created. Correlations between 

several questions were also conducted using SPSS to explore the relationship between 

housing conditions and health. Qualitative thematic analysis was conducted on the responses 

to the two open-ended questions. Results of these analyses are shown in the next section.  
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RESULTS 

Quantitative  

Part one of the survey can be divided into two parts: the quality of tenants’ housing and the 

quality of CORT’s services. The Majority of the CORT’s tenants were satisfied with their 

homes, as shown by the high percentage of strongly agrees and agrees in Table 1 below. 

Several notable results can be highlighted from Table 1. For example, the majority of 

respondents felt comfortable inviting friends and family over (78.5%), and also felt that their 

home gave them a sense of independence (92.4%).  

Table 1: Responses to statements in first part of survey regarding housing 

(including frequencies and percentages) 

 

Tenants were also satisfied with the quality of services provided to them by both CORT staff 

and repairs staff. There were a large proportion of people who strongly agreed or agreed with 

the statements shown in Table 2 below. For instance, nearly 95% of respondents found CORT 

staff friendly and helpful, a particularly pleasing result. Further, more than 80% of tenants 

found their current housing situation contributed positively to their health.  

 Strongly 
Agree 

Agree 
Neither 

Agree nor 
Disagree 

Disagree 
Strongly 
Disagree 

I like my home 55 32 4 1 1 

 59.1% 34.4% 4.3% 1.1% 1.1% 

I feel safe in my home 43 35 9 2 4 

 46.2% 37.6% 9.7% 2.2% 4.3% 

I like the area I live in  49 34 6 0 2 

 53.8% 37.4% 6.6% 0% 2.2% 

The condition of my home makes me feel 
comfortable inviting friends and family over 

42 31 11 7 2 

 45.2% 33.3% 11.8% 7.5% 2.2% 

My current home gives me a sense of 
independence 

53 32 5 0 2 

 57.6% 34.8% 5.4% 0% 2.2% 

I have enough curtains to keep my home warm 39 37 8 5 3 

 42.4% 40.2% 8.7% 5.4% 3.3% 



8 

 

Table 2: Responses to statements in first part of survey regarding CORT's services 

(including frequencies and percentages) 

 

Part two of the survey included questions about health and housing, and results for this part 

can be seen in Table 3 below. Almost one third of respondents stated that they had no 

condensation on their windows, with only a small percentage (3.3%) stating there always was. 

Regarding house warmth, only 28.6% stated that their house was always warm in the winter, 

and one third of tenants stated their house was sometimes warm. These responses are 

related to the next question that asked tenants whether their income was sufficient to pay 

for heating. Only 35.5% said there income was always sufficient to pay for heating, while 

nearly 50% of respondents said their income was only sometimes, occasionally or never 

sufficient for heating.  

 

 
Strongly 

Agree 
Agree 

Neither 
Agree nor 
Disagree 

Disagree 
Strongly 
Disagree 

I find CORT staff friendly and helpful 49 39 3 0 2 

 52.7% 41.9% 3.2% 0% 2.2% 

I have found it easy to contact CORT 43 37 9 0 2 

 47.3% 40.7% 9.9% 0% 2.2% 

Repairs have been done in a reasonable time 39 40 5 5 3 

 42.4% 43.5% 5.4% 5.4% 3.3% 

Repairs have been done well 40 38 8 3 2 

 44.0% 41.8% 8.8% 3.3% 2.2% 

The trades people are respectful and friendly 42 44 6 0 0 

 45.7% 47.8% 6.5% 0% 0% 

My current housing situation contributes positively 
to my health 

42 35 11 3 2 

 45.2% 37.6% 11.8% 3.2% 2.2% 
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Table 3: Responses to statements in second part of survey: Housing and Health 

(including frequencies and percentages) 

 

As shown on Figure 1 below, electric heaters were one of the main types of heating method 

used by 37.9% of the tenants. Oil heaters were used by 15.5% of tenants. 36.9% of the tenant 

stated that they used ‘other’ types of heating method. Examples of these included nothing/no 

heating, electric blankets, and extra blanket. 

Figure 1: Graph showing types of heating used by tenants during cold weather  

As shown on Table 4 below, 63.4% of the tenants stated that there was no visible mould on 

the walls or ceilings of their homes, while 28% of the tenants stated that there was. 8.6% of 

the tenants were not sure if there was any visible mould.  Of the 28% who responded yes, as 

shown on Figure 2 on the next page, 35.7% of respondents stated that mould was visible in 

the bathroom, followed by living/dining room, bedroom, kitchen and other with 28.6%, 

19.0%, 11.9% and 4.8% respectively. 
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There is water/moisture on the inside of my 
windows. 

3 14 28 17 30 

 3.3% 15.2% 30.4% 18.5% 32.6% 

My house is warm enough in the winter. 26 24 28 8 5 

 28.6% 26.4% 30.8% 8.8% 5.5% 
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cold weather.  
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Table 4: Responses to statement regarding visible mould on walls or ceilings 

(frequencies and percentages) 

 

Figure 2: Graph to show rooms affected by mould 

As shown in Figure 3 below, the majority of respondents rated their overall physical heath as 

excellent (10.8%), very good (31.2%) or good (37.6%). However, just over 20% rated their 

health as fair or poor. 
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Figure 3: Graph showing self-rated overall physical health 

In order to understand if house warmth was related to health, the relationship between 

warmth and number of health issues was graphed. The health issues included cough, cold, 

flu, asthma and wheezing or trouble breathing. As shown in Graph 3, tenants who had more 

health issues were more likely to live in colder houses compared to tenants with less health 

issues who also had warmer houses.  Thus, warmer houses were correlated with less health 

issues and colder houses with more health issues.  

Figure 4: Graph showing relationship between number of symptoms (including 

cough, cold, flu, asthma, wheezing or trouble breathing) and rating of house 

warmth 
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In the third part of the survey, there was a series of questions regarding the community 

worker Jim Pearson. The results for these questions are shown below in Figure 5, which shows 

that the majority of tenants have met Jim, would like information about the events Jim runs, 

and would value contact with Jim. Simultaneously, over a quarter of respondents have not 

met Jim, would not like information about the events he runs, and would not value contact 

with him. 

Figure 5: Graph showing responses to questions about community worker Jim 

Pearson (frequencies and percentages) 
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Qualitative 

There were two qualitative questions in the survey, and the first was: ‘do you have any ideas 

about what CORT could do to improve its services?’ There were a total of 33 respondents, 

and several themes were identified using thematic analysis. 

Six respondents made suggestions for CORT. Three of these were suggestions for activities, 

for example: 

 “Cooking classes”  

“CORT residents’ inter-competition challenge e.g. sports / quiz nights.”  

There were four comments about general service improvement, including CORT providing 

more housing, ensuring the suitability of tradespeople, and 

 “Information on any WINZ changes.” 

The most common theme, with 20 comments, was positive feedback regarding CORT’s 

services. Comments included appreciation of, and thanks for CORT, for example:  

“CORT are absolutely wonderful” 

“They have provided an excellent service for me” 

  “CORT provides a really valuable service.”  

An additional theme was positive feedback about CORT’s staff, with five comments, 

including: 

“Staff are really friendly”  

“The CORT people are very helpful.” 

There were also three comments regarding rental prices, such as concerns about the high 

price of rent, and requests for CORT to either decrease rental prices, or prevent more 

increases. Three comments were regarding possible improvements to housing, including 

more heating, installation of insulation, new carpet and new showers.  

The second qualitative question was more general: “any other comments you would like to 

make”. There were 27 responses, and again, the majority of comments (18) were 

complimentary of CORT’s services. For example: 

 “Thank you all!! Top service” 
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 “CORT does a fantastic job … [they] make such a huge difference to my quality of      life 

and state of mind” 

“Appreciate and value housing situation.”  

Four respondents made comments requesting repairs, including insulation, new carpet, paint, 

curtains and clotheslines. There were also two negative comments, including concerns about 

a lack of respect shown by CORT, and another about moving to a different location. 

DISCUSSION 

The results of this survey show that on the whole, tenants were very satisfied with the state 

of their housing and the quality of CORT’s services, including CORT’s staff, maintenance and 

repair work. Further, the fact that over 80% of respondents felt their current housing situation 

contributed positively to their health clearly highlights the value of CORT’s services. The 

qualitative results reinforced this, mainly being compliments of CORT. Additionally, the 

majority of tenants rated their health as excellent, very good or good. The results were 

similarly positive in previous years, emphasizing the continuing high quality of CORT’s 

services. These results are important, as it has been shown that housing has a significant 

impact on health.  

In addition, the results confirmed the relationship between housing and health among 

tenants. The key finding that colder houses were related to more health issues is not 

surprising given the wealth of literature previously discussed regarding this relationship. 

Another notable result included the considerable number of tenants who appeared to be 

struggling to afford heating, as well as the fact that just over 45% of tenants stated their home 

was either only sometimes, occasionally or never warm enough during cold weather. As noted 

in the literature review, cold housing can have serious consequences for health, including 

respiratory issues and poorer overall health status. In terms of the heating used by tenants, 

an unexpectedly positive result was that only 2 respondents used unflued gas heaters, which 

have been found to have a variety of negative health impacts.  

In regards to mould, it was encouraging to see that the majority of tenants did not have visible 

mould on the walls or ceilings of their homes. At the same time, nearly 30% of the 



15 

 

respondents stated there was mould in their homes. Perhaps this could be investigated 

further, as it could be impacting on the respiratory health of tenants.  

There were several limitations in the survey which need to be discussed. First, the response 

rate of 50% is not particularly high, which could limit its reliability and representativeness. 

This relatively low response rate arose from a variety of factors, including a short time frame 

and the wording of the participant information sheet (which asked for surveys to be returned 

within one week). Only 62 surveys were returned by post, with the authors calling an 

additional 31 for telephone follow-up. Perhaps time could be saved, and the response rate 

increased if all surveys were carried out over the phone. This would mean less time formatting 

the questions, as well as the ability to explain questions where necessary.  

The second limitation is the nature of the survey being tenants rating a service on which they 

are dependent. This could potentially make tenants feel as though they have to be positive 

about CORT’s services. Every attempt was made to limit this power imbalance, with clear 

information in the participant information sheet stating the un-identifiably of the data to 

CORT.  

A third limitation was the design of the questions. While the focus group was carried out in 

order to evaluate the questions and the layout of the survey, the third part of the survey 

regarding the community worker was often not completed. The reason for this became 

apparent in the phone interviews, as the first question to some extent dictated the response 

to the next. Also, many people said they already received information from Jim, but the 

question only asked whether people would like to receive information.  

While there are limitations, there are also strengths in using surveys as a research tool. For 

example, the information from the surveys was obtained relatively quickly, with results in the 

forms of percentages and frequencies being easily understood. Further, the responses were 

unidentifiable, distancing the participants from CORT, and hopefully reducing the power 

imbalance between CORT and its tenants.  

 

 



16 

 

RECOMMENDATIONS 

Based on the results from the survey, several recommendations can be made: 

 As the results show, warmth was an issue among tenants. Due to their low socio-

economic status, most of the tenants were unable to always keep their homes warm and 

this was related to an increased health issues such as cough, cold, flu, asthma and 

wheezing or trouble breathing. Perhaps tenants could be provided with extra heating, or 

receive subsidies for heating costs. 

 In the long term, the condition of tenants’ homes could be made warmer by retrofitting 

them with insulation, which would also be more energy efficient.  A large proportion of 

tenants that chose “other” as their heating method had no proper heating method; this 

could be due to tenants’ limited disposable income for heating. Thus installing insulation 

could improve house warmth and could potentially reduce the number of health issues.  

 The next annual survey could be conducted via phone, as it would save time formatting, 

and mailing, with the response rate potentially being higher.  

CONCLUSION 

CORT’s services are integral to their clients’ overall health, both mental and physical. The 

results from the 2011 Annual Tenant Satisfaction Survey have highlighted the value of CORT’s 

services, and their positive impacts on health, as well as several potential areas for 

improvement. The majority of tenants were satisfied with CORT’s services, as well as the 

condition of their homes. The qualitative questions reinforced this, which were mostly 

appreciative of CORT.  

The results showed that there was a relationship between the warmth of tenants’ houses and 

the number of health issues, including, cough, cold, flu, asthma, wheezing or trouble 

breathing. In general, people who rated their houses as less warm experienced more health 

issues. In terms of mould and condensation, the majority of tenants’ homes did not have 

visible mould on the walls or ceiling, or condensation on the inside of their windows.  

 


