
1 
 

IN COLLABORATION WITH THE UNIVERSITY OF AUCKLAND 
 
 
 
 

Community of Refuge 

Trust 
Tenant Satisfaction Survey 2013 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



2 
 

EXECUTIVE SUMMARY 

Background: Community of Refuge Trust (CORT) is a non-profit housing organisation that aims to 

provide safe and affordable housing for vulnerable community groups. Since quality, affordable 

housing has a positive impact on health and wellbeing, this year’s survey investigated the quality of 

CORT housing and services and the impact on tenants’ wellbeing. 

Method: A tenant satisfaction survey was conducted in order to assess and provide feedback on the 

quality and effectiveness of CORT’s services in 2013. A paper postal survey which was previously 

designed and moderated by the CORT staff was adapted and appropriated for this year’s survey. CORT 

invited all 216 of their tenants to take part in survey. A paper survey and participant information sheet 

(PIS) was posted to tenants.  Telephone surveys were conducted to follow up on non-respondents. 

The survey consisted of 20 quantitative questions that used two, five-point Likert scale (strongly 

disagree to strongly agree; very dissatisfied to very satisfied). The survey also included one qualitative, 

open ended question for other remarks and comments tenants had. SPSS (ver. 21) was used to 

conduct basic descriptive statistics of the quantitative data and were then tabulated. Thematic 

analysis was used for the qualitative question. Finally, the responses were benchmarked against HNZ’s 

customer satisfaction survey (2010/2011) to determine how well CORT was doing compared to a 

national standard. 

Results: Out of 216 possible participants 70 surveys were returned by post and 18 interviews were 

conducted by telephone to reach a total of 88, giving a response rate of 40.7%. Overall, the majority 

of CORT tenants were satisfied/very satisfied with their housing, CORT, its staff, and its maintenance 

and repairs services (73%-95%). The majority of CORT tenants responded positively to questions about 

their wellbeing and housing. In benchmarking against HNZ’s tenant satisfaction survey, all items 

scored by CORT tenants were higher than that of HNZ’s customers.  

Conclusion and Recommendations: Overall, the majority of tenants were satisfied with CORT’s 

services, and had higher satisfaction than HNZ customers. Results are similar to past years’ reports 

suggesting that CORT has continued the trend of positive quality service provision. Recommendations 

to CORT include; conducting the survey biennially to increase response rate, replicating surveys to find 

specific areas for CORT to improve on, and also future surveys could focus on other aspects of housing 

such as the impact of geographic location on tenant’s wellbeing. 
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Introduction 

The aim of this project is to develop and conduct a tenant satisfaction survey and benchmark 

its tenant responses against similar questions in Housing New Zealand’s (HNZ’s) tenant 

satisfaction survey. The feedback provided on the services offered by CORT will allow CORT 

to evaluate their service delivery in order to meet the tenants’ needs. 

Methods 

This year’s paper survey, which was previously designed and moderated by the CORT staff, 

was adapted and appropriated for this year’s survey. The survey was piloted in a consultation 

group to assess its readability and applicability. Changes made in survey compared to last year 

were; order of questions, the removal of one qualitative question, and the inclusion of a 

qualitative question. The survey was then posted out to all 216 CORT tenants on behalf of 

CORT and telephone surveys were conducted to follow up on non-respondents. Basic 

descriptive statistics were used to analyse the data using SPSS (ver. 21). Also, a thematic 

analysis was conducted for the qualitative question. Finally, some responses to Part one of 

the survey were benchmarked against HNZ’s tenant satisfaction survey. 

Development of the 2013 CORT Tenant Satisfaction Survey  

The 2013 Tenant Satisfaction Survey was developed by the authors and CORT staff, adapted 

from the 2012 CORT Tenant Satisfaction Survey. The quantitative section has two parts, with 

a total of 20 questions. The third part of survey was the qualitative section, which had only 

one question. 

 

To develop this final version of the survey, consultations were held with six CORT tenants in 

order to identify any problems with readability and appropriateness. The consultations were 

held at CORT offices. Tenants were asked to read over the survey and the Participation 

Information Sheet (PIS) to assess the ease of reading the PIS, whether they understood the 

questions, and whether they had any suggestions for improvements. The feedback received 

from the tenants included changing of wording and layout of the survey and PIS, changing the 
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order of questions, removal of questions that were confusing, and the inclusion of an open-

ended questions. This led to developing the final version of the PIS, and the survey which had 

three distinct parts.  

 

Part one of the survey included 14 quantitative questions about CORT services and general 

housing, which used a five-point Likert scale. These questions were grouped into four 

sections, satisfaction with housing; satisfaction with organisation; satisfaction with CORT 

staff; and satisfaction with maintenance and repairs services. The five-point Likert scale was 

from Very Dissatisfied to Very Satisfied; both CORT and housing questions and maintenance 

and repairs services questions used this scale. Meanwhile, for questions related to CORT staff, 

the five-point Likert scale was from Strongly Disagree to Strongly Agree. There was one yes 

or no question. 

 

Part two of the survey included six questions related to wellbeing. These questions looked at 

whether tenants’ wellbeing was related to their housing. The five-point Likert scale was from 

Strongly Disagree to Strongly Agree.  

 

Part three of the survey was one open-ended question that allowed for general suggestions 

or comments for tenants to make, this added a qualitative component to the survey.  

Recruitment 

The paper survey and PIS were mailed out to all 216 CORT tenants on the 12th September 

2013 and the tenants were given until 24th September 2013 to respond via post. Each letter 

had a corresponding three digit participant number that was randomly allocated.  

 

In addition, a monetary incentive was provided by CORT in order to potentially increase the 

response rate. By participating, tenants went into a draw to win one of two $50 Warehouse 

vouchers. This information was included on the front of the survey. 
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Follow up telephone surveys were carried out on the 25th September 2013 to those that had 

not responded, and also to act as a reminder for those who would like to participate, that 

they could still mail in the paper survey, or participate over the phone.  

Data Collection 

To reach a response rate of 50%, a total of 108 completed surveys were required. A mixed 

methods approach was used to collect data. Surveys were first mailed out to all tenants on 

the 12th September to the 24th September. Follow up telephone surveys were conducted from 

25th September to 4th October for those who had not responded. In total, 80 surveys were 

returned via mail, and a further 18 were completed over the phone. Collection period ended 

on the 4th October. The overall response rate was 40.7%. 

Data Entry, Cleaning & Management 

All quantitative survey responses were numerically coded from 0 – 5 (0 = don’t know, 1= very 

dissatisfied or strongly disagree, 5 = very satisfied or strongly agree). These were entered by 

one researcher into SPSS (ver.21). The same researcher also transcribed all qualitative 

responses. The other researcher then reliability checked the accuracy of what was entered 

and written. This reliability check was also used when it came to data analysis; checking that 

output data was correctly tabulated and that there was agreement in thematic analysis of 

qualitative data.  

 

All tenants were randomly allocated a participant number when the paper survey was mailed 

out. This was to identify winners of the monetary draw of $50 Warehouse Voucher, and to 

conduct follow up telephone surveys for those who had not responded by post. The contact 

details of tenants were kept separate from the survey responses.  

Data Analysis 

The main method of data analyses was to tabulate the frequencies and percentages of 

responses for each question, using SPSS to generate data, and Excel to create the tables and 
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figures. Qualitative thematic analysis was conducted on the responses to the open-ended 

question. Responses were first transcribed then re-read. Initial codes were created from re-

occurring patterns in the dataset. Through a cyclical process of synthesising and simplifying 

codes to the main reoccurring themes, an initial 13 themes were reduced to 7 main themes. 

These themes were positive feedback to staff and services; general compliments to CORT; 

happiness with CORT, its property and services; recommendation, negative comments and 

personal comments.    

 

Responses to questions from the CORT survey were benchmarked against similar HNZ 

Customer Satisfaction Survey (2010/2011) questions. The HNZ survey (2010/2011) was the 

most recent document attainable from HNZ. From this HNZ survey, 12 questions were similar 

to questions asked in CORT survey. These questions ranged from satisfaction with the 

organisation, its housing, its staff and its maintenance and repair services. The HNZ survey 

only provides data of those who responded satisfied/very satisfied, therefore for the 

comparison; only the satisfied/very satisfied responses will be used from the CORT survey. 

 

A comparison was also made with one question that was shared between 2011-2013 CORT 

surveys; this question is “your current housing situation contributes positively to overall 

wellbeing.” Responses was tabulated and then graphed to see any patterns or trends that 

were occurring over last three years.   

Results 

The presentation of survey results will be presented in two sections. Qualitative section has 

two parts. First part shows results from respondents’ satisfaction with housing, CORT, staff 

and maintenance and repair services Second part shows respondents’ responses about their 

wellbeing in relation to their housing.  These will be shown as tables with the number and 

percentage of response for each question.  

 

In the quantitative section, the results will be discussed in terms of the main themes that 

were found from thematic analysis, with some respondents’ comments as examples. 
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Quantitative Results 

The quantitative section has two parts. Part one looks at CORT housing and services with four 

sections. These are satisfaction with housing, satisfaction with CORT, satisfaction with staff, 

and satisfaction with maintenance and repairs services. Part two is a set of questions looking 

at CORT tenants’ wellbeing with regards to their housing.  

Part 1: Satisfaction with CORT housing and services (Questions 1-14) 

Table 1: Responses to Questions regarding to satisfaction with housing (including frequencies and 

percentages) 

 

 

Summary: The majority of CORT’s tenants were satisfied/very satisfied with their house and 

property (84.1%), feeling safe (73.9%) and with the area they live in (74.7%). However, a high 

percentage of participants were reasonably satisfied with feeling safe (18.2%) and with the 

area they live in (14.9%). Approximately 9% of participants responded being dissatisfied/very 

dissatisfied was with regards to area they lived in. Overall 78% of respondents were 

satisfied/very satisfied with CORT housing and services. 

 

 

 

  
Very 

Dissatisfied 
Dissatisfied 

Reasonably 
Satisfied 

Satisfied 
Very 

Satisfied 
Don't 
Know 

Question 1: How 
satisfied or dissatisfied 
are you with the house 
and property you live 
in? 

4 3 7 29 45 0 

4.5% 3.4% 8.0% 33.0% 51.1% 0.0% 

Question 2: How 
satisfied or dissatisfied 
are you with feeling 
safe in your home? 

3 4 16 30 35 0 

3.4% 4.5% 18.2% 34.1% 39.8% 0.0% 

Question 3: How 
satisfied or dissatisfied 
are you with the area 
you live in? 

3 5 13 20 45 1 

3.4% 5.7% 14.9% 23.0% 51.7% 1.1% 
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Table 2: Responses to Questions regarding to satisfaction with CORT 

 

Summary: In table 2, a majority of participants were satisfied/very satisfied with CORT 

(89.7%). However, between reasonably satisfied to very dissatisfied, more participants 

responded very dissatisfied (4.5%). A similar number of participants, who were generally 

satisfied, expressed trust in CORT (87.5%) while 11.4% did not know.  

Table 3: Responses to statements regarding CORT staff 

 

Summary: Findings show majority of participants agree/strongly agree with the statements 

regarding  ease of contacting CORT (88.3%), CORT staff taking time to listen (91.9%), CORT 

staff being polite and friendly (96.5%), Staff carried out tasks as agreed to (94.1%) and Staff 

being considerate of individual circumstances (91.8%). Only a small minority disagree/ 

strongly disagree with ease in contacting CORT (3.5%).  Overall, 93% of participants 

agree/strongly agree with the statements regarding CORT staff.  

  Very 

Dissatisfied 
Dissatisfied 

Reasonably 

Satisfied 
Satisfied 

Very 

Satisfied 

Don't 

Know 

Question 4: In 

General, how 

satisfied or 

dissatisfied are you 

with CORT? 

4 1 3 34 45 1 

4.5% 1.1% 3.4% 38.6% 51.1% 1.1% 

  Yes No Don't Know       

Question 5: Would 

you say that you have 

trust in CORT? 

77 1 10       

87.5% 1.1% 11.4%       

  Strongly 

disagree 
Disagree 

Somewhat 

disagree 
Agree 

Strongly 

Agree 

Don't 

Know 

Question 6: It is easy to 

contact CORT 

1 2 6 39 38 1 

1.1% 2.3% 6.9% 44.8% 43.7% 1.1% 

Question 7: CORT staff 

members take the time to 

listen to me 

1 1 4 49 31 1 

1.1% 1.1% 4.6% 56.3% 35.6% 1.1% 

Question 8: CORT staff 

members are polite and 

friendly 

1 1 1 41 43 0 

1.1% 1.1% 1.1% 47.1% 49.4% 0.0% 

Question 9: Staff carried out 

the tasks they agreed to 

1 1 1 41 41 2 

1.1% 1.1% 1.1% 47.1% 47.1% 2.3% 

Question 10: Staff members 

were considerate of my 

individual circumstance 

1 1 2 38 41 3 

1.2% 1.2% 2.3% 44.2% 47.7% 3.5% 
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Table 4: Responses to questions regarding CORT maintenance and repairs services 

 

 

Summary: Findings shows that overall 90% of respondents were either very satisfied or 

satisfied with regards to CORT maintenance and repair services. 93.0% of respondents were 

satisfied/very satisfied with the standard CORT maintains one’s home. One key finding was 

that though over 50% were very satisfied with repairs being done in a reasonable amount of 

time, this was also the only question where respondents were also very dissatisfied (2.3%).  

Part 2: Wellbeing Results (Questions 15-20) 

 

Table 5: Responses to statements regarding CORT tenants’ wellbeing 

  Strongly 

disagree 
Disagree 

Somewhat 

disagree 
Agree 

Strongly 

Agree 

Don't 

Know 

Question 15: Your current 

Housing situation 

contribute positively to 

overall wellbeing 

0 2 2 42 41 0 

0.0% 2.3% 2.3% 48.3% 47.1% 0.0% 

Question 16: Your housing 

situation contributes to your 

happiness 

0 2 3 40 41 1 

0.0% 2.3% 3.4% 46.0% 47.1% 1.1% 

Question 17: Your housing 

situation contributes to your 

increased motivation 

0 1 13 34 36 3 

0.0% 1.1% 14.9% 39.1% 41.4% 3.4% 

  Very 

Dissatisfied 
Dissatisfied 

Reasonably 

Satisfied 
Satisfied 

Very 

Satisfied 

Don't 

Know 

Question 11: How satisfied 

or dissatisfied are you 

overall with the last repair 

work or maintenance done 

on your home? 

0 3 5 36 41 1 

0.0% 3.5% 5.8% 41.9% 47.7% 1.2% 

Question 12: How satisfied 

or dissatisfied are you 

overall with the tradesmen 

who did the maintenance? 

0 3 5 43 33 2 

0.0% 3.5% 5.8% 50.0% 38.4% 2.3% 

Question 13: How satisfied 

or dissatisfied are you 

overall with the standard 

CORT maintains your 

home to? 

0 1 5 39 41 0 

0.0% 1.2% 5.8% 45.3% 47.7% 0.0% 

Question 14: How satisfied 

or dissatisfied are you 

overall with the repairs 

being done in a reasonable 

amount of time? 

2 2 5 33 44 1 

2.3% 2.3% 5.7% 37.9% 50.6% 1.1% 
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Question 18: Your housing 

condition contributes to an 

increased sense of security 

0 1 4 46 36 0 

0.0% 1.1% 4.6% 52.9% 41.4% 0.0% 

Question 19: Your current 

housing situation contribute 

to increased energy levels 

0 2 15 36 27 6 

0.0% 2.3% 17.4% 41.9% 31.4% 7.0% 

Question 20: Your current 

housing enable you to feel 

more in control of your own 

life 

0 1 2 40 42 1 

0.0% 1.2% 2.3%  46.5% 48.8% 1.2% 

 

 

Summary: Majority of participants strongly agree/agree with CORT housing contributing to 

their overall wellbeing (95.4%), happiness (93.1%), increased motivation (80.5%), increased 

sense of security (94.3%), increased energy levels (73.3%) and feeling more control in their 

life (95.3%). None of the participants indicated that they strongly disagreed with these 

statements. However there were a higher number of ‘somewhat disagree’ with statements 

regarding increased motivation and increased energy levels compared to other statements 

(14.9% and 17.6% respectively). Another finding was that 7% answered ‘don’t know’ with 

regards to increased energy levels.  

Qualitative Analysis 

There was one open-ended question in the survey which was, “Are there any concerns or 

comments about CORT housing and services you would like to make?” There were a total of 

32 respondents, and several themes were identified using thematic analysis.  

The most common theme, with 15 comments, was positive feedback to the Staff and services. For 

example: 

“… Friendly Staff. Kind and Helpful. Help me to receive more than I had ever had. Intelligent. Very 

Kind and understanding.” 

“CORT staff and services are to be commended for their fast acting approach to all my enquires”  

 “… great maintenance services…” 

 
14 comments were complimentary of CORT in general. For example: 

“I think CORT is a good organisation” 

“Appreciative of CORT as we are all involved with mental health…” 

“Thanks CORT to support me with all sorts that have been done in the flat… I also like my flat and like 

to stay here for good…” 
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Five responded, with comments on how happy they were with regards to CORT, their property, 

and CORT services. For example: 

“I am happy with CORT” 

“very happy with CORT house and services” 

“been with CORT for a while and very happy” 

 

Two respondent made recommendations.  

“Yes, maybe an alarm system” 

“… something that can be changed is maybe, instead of  CORT painting the places, clients may be 

able to do that without CORT’s help, which can help keep costs down overall” 

 

Three respondents made personal comments regarding their property and services in 

relation to their wellbeing. There were also four negative comments including financial 

costs, staff and relocating. 

 

Benchmarking CORT against Housing New Zealand 

 

There were 12 questions from the CORT survey that were benchmarked against HNZ 

Customer Satisfaction Results for Auckland Cluster 2010/2011.  Questions that were shared 

across both surveys were compared to provide some indication of whether CORT services 

were meeting the needs of its tenants using HNZ results as the national standard. 

Table 6: Benchmarking CORT tenant satisfaction against HNZ tenant satisfaction with housing 

CORT Tenant Satisfaction Survey 2013 

  

HNZ Customer Satisfaction Results Auckland 

Cluster 2010/2011  

 
Very satisfied/ 

satisfied 
 

Very satisfied/ 

satisfied 

Question 1: How satisfied or 

dissatisfied are you with the house 

and property you live in? 

84.1% 

Q2. a) How satisfied or 

dissatisfied are you overall 

with the house and property 

you live in? 

73% 

Question 2: How satisfied or 

dissatisfied are you with feeling 

safe in your home? 

73.9% 

Q2. c) How satisfied or 

dissatisfied are you overall 

that your neighbourhood is a 

safe place for you and your 

family to live in? 

70% 

74.7% 70% 
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Question 3: How satisfied or 

dissatisfied are you with the area 

you live in? 

Q2. c) How satisfied or 

dissatisfied are you overall 

that your neighbourhood is a 

safe place for you and your 

family to live in? 

 

Summary: The majority of both CORT tenants and HNZ customers were very satisfied/ 

satisfied their neighbourhood (CORT tenants 73.9% satisfied with feeling safe; CORT tenants 

74.7% satisfied with area; HNZ customers 70%). However, CORT tenants had higher 

satisfaction with their house and property compared to HNZ customers (84.1%; 73% 

respectively) 

 

Table 7: Benchmarking CORT tenant satisfaction against HNZ tenant satisfaction with the 

organisation 

 

CORT Tenant Satisfaction Survey 2013 

  

HNZ Customer Satisfaction Results Auckland 

Cluster 2010/2011  

 
Very satisfied/ 

satisfied 
 

Very satisfied/ 

satisfied 

Question 4: In General, how 

satisfied or dissatisfied are you with 

CORT? 

89.7% 

Q29: Overall, how satisfied or 

dissatisfied are you with 

Housing New Zealand? 

70% 

Question 5: Would you say you 

have trust in CORT? (Yes) 
87.5% 

Q30: Would you say you have 

full trust and confidence in 

Housing New Zealand? (Yes) 

70% 

 

Summary: The majority of both CORT tenants and HNZ customers were very satisfied/ 

satisfied with their organisation, but CORT tenants have much higher satisfaction compared 

to HNZ (89.7%; 70% respectively). Additionally, results of trust tenants and customers have 

with their organisations were similar to their organisation satisfaction (87.5% for CORT trust 

compared to 89.7% for CORT satisfaction; 70% for both HNZ trust and satisfaction).  
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Table 8: Benchmarking CORT tenant satisfaction against HNZ tenant satisfaction with the staff 

CORT Tenant Satisfaction Survey 2013 
Housing NZ Customer Satisfaction Results 

Auckland Cluster 2010/2011 

 
Strongly Agree/ 

Agree 
 

Very Satisfied/ 

Satisfied 

Question 7: CORT staff members 

take the time to listen to me 
91.9% 

Q115. Satisfaction with taking 

time to listen 
85% 

Question 8: CORT staff members 

are polite and friendly 
96.5% 

Q116. Satisfaction with 

politeness and friendliness 
89% 

Question 9: Staff carried out the 

tasks they agreed to 
94.2% 

Q605. Staff did what they said 

they would do 
74% 

Question 10: Staff members were 

considerate of my individual 

circumstance 

91.9% 

Q61. d) How strongly do you 

disagree or agree with: I feel 

my individual circumstances 

were taken into account 

64% 

 

Summary: Overall, CORT tenants showed higher satisfaction than HNZ customers in terms of 

satisfaction with staff, with the largest difference in response to whether staff took time to 

listen, where more CORT tenants agree/strongly agree than HNZ customers who were 

satisfied/very satisfied  (91.9%; 64% respectively). Another large difference in response with 

staff carrying out tasks they agreed to, with more CORT tenants agree/strongly agree to the 

statement than HNZ customers’ who were satisfied/very satisfied (94.2%; 74% respectively).  
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Table 9: Benchmarking CORT tenant satisfaction against HNZ tenant satisfaction with the 

maintenances and repair services.  

 

CORT Tenant Satisfaction Survey 2013 

 

Housing NZ Customer Satisfaction Results 

Auckland Cluster 2010/2011 

 

 
Very satisfied/ 

satisfied 
 

Very satisfied/ 

satisfied 

Question 11: How satisfied or 

dissatisfied are you overall with the 

last repair work or maintenance 

done on your home? 

89.6% 

Q2. g) How satisfied or 

dissatisfied are you overall 

with the last repair work or 

maintenance done on your 

home? 

68% 

Question 12: How satisfied or 

dissatisfied are you overall with the 

tradesmen who did the 

maintenance? 

88.4% 

Q2. h) How satisfied or 

dissatisfied are you overall 

with the contractors who did 

the work? 

71% 

Question 13: How satisfied or 

dissatisfied are you overall with the 

standard CORT maintains your 

home to a reasonable standard? 

93.0% 

Q2. f) How satisfied or 

dissatisfied are you overall 

with the standard HNZ 

maintains the home to? 

59% 

 

Summary: Overall, CORT tenants showed higher satisfaction with maintenance and repair 

services, the tradesmen and organisations’ maintenance of the home. The largest difference 

in response is that CORT tenants were more satisfied with how their organisation maintains 

their homes than HNZ customers (93%; 59% respectively). 
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Comparisons made with Previous CORT surveys (2011/2012) 

Due to only being able to obtain HNZ survey of 2010/2011, comparisons between this year’s 

CORT findings with the previous two years were conducted. One question that was shared 

between 2011, 2012 and 2013 CORT survey that used the same Likert scale was ‘whether 

tenants agreed or disagreed that their housing contributed positively to their overall 

wellbeing’. 

Table 10: Comparison between 2011-2013 CORT findings for “Your Current Housing Situation 

Contributes Positively to Overall Wellbeing” 

 

 

 

Strongly 

Disagree 
Disagree 

Somewhat 

disagree 
Agree 

Strongly 

Agree 

Don't 

know 

2011 
2 3 11 35 42 0 

2.2% 3.2% 11.8% 37.6% 45.2% 0.0% 

2012 
0 2 8 23 42 1 

0.0% 2.6% 10.5% 30.3% 55.3% 1.3% 

2013 
0 2 2 42 41 0 

0.0% 2.3% 2.3% 48.3% 47.1% 0.0% 

  

Summary: Overall, over the three years, majority of tenants agreed/strongly agreed that their 

current housing contributed to their overall wellbeing (82.8%, 2011; 85.5%, 2012; 95.4%, 

2013). Only in 2011, there were respondents that strongly disagreed to the statement (2.2%). 

Moreover, only in 2012, there were respondents that answered don’t know to this statement 

(1.3%).  
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Figure 1: Graph comparing 2011-2013 CORT findings for “Your Current Housing Situation Contributes 

Positively to Overall Wellbeing” 

 
 

Summary: Overall, Figure 1 suggests that there is an increasing trend in respondents agreeing 

to this statement. Furthermore, there is a decreasing trend of respondents who either 

disagree/strongly disagree or somewhat disagree to this statement. These comparisons show 

that increasingly more respondents are agreeing that their housing is contributing to their 

overall wellbeing.  In 2011, 83% of respondents agreed/strongly agreed that their housing 

contributed positively to their overall wellbeing, and this increased to 86% in 2012 and has 

further increased to 95% in 2013. Similarly, since 2011, there has been a decrease in 

respondents who either somewhat disagreed (11.8% in 2011 to 2.3% in 2013) or 

disagreed/strongly disagreed (from 5.4% in 2011 to 2.3% in 2013) that their housing 

contributed positively to their overall wellbeing. 
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Discussion  

The 2013 CORT tenant satisfaction survey was conducted using both postal and telephone 

survey methods. This was in order to assess the performance and impact of CORT housing 

and its services on its tenants who experience mental health issues. The final response rate 

was 41%, and the results were benchmarked against HNZ’s customer satisfaction results and 

previous CORT survey results.  

 

Overall the results show that the majority of participants were satisfied with CORT housing 

and services, the satisfaction rates ranging from 73% to 95%. But when looking at the mean 

averages from each section in part 1 of the survey, respondents’ satisfaction with CORT, its 

staff and its maintenance and repair services are over 90% while in contrast, respondent’s 

satisfaction with CORT housing is 78%. Though these are all very high satisfaction rates, this 

suggests that the housing section has room for further improvements. 

 

The result showing very high satisfaction with staff being considerate of individual 

circumstances is especially an important feedback for CORT when considering the 

characteristics of CORT’s tenant population. Since the majority of CORT tenants are living on 

low incomes, they are more likely to have experienced access to poor quality housing or have 

specific housing requirements. Hence, the high satisfaction score with how each tenants’ 

circumstances were being considered would be an indication of CORT’s high attentiveness 

and their positive attitude in working to remove the barriers to quality housing and address 

the specific housing needs of their tenants. 

 

An overall high satisfaction results from the 2013 survey emphasise that CORT is effectively 

assisting those struggling to find good-quality, secure, and affordable homes, which is the 

very foundation of what community housing stands for. Furthermore, such results suggest 

that there are very few improvements to be made in CORT’s quality of services. 87.5% of 

respondents show that they trust CORT, indicating that CORT as a landlord is successful in 

assisting tenants to maintain long-term housing. This implies less anxiety and higher 

happiness ratings among tenants’ wellbeing. 
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With regards to the wellbeing questions in part 2, over 90% of respondent agreed that their 

housing contributed to their overall wellbeing, happiness, increased sense of security, and 

feeling more in control of their life. This is encouraging evidence that CORT housing is 

contributing positively toward the wellbeing of their tenants and CORT’s coordination of 

housing services are effective in ensuring adequate housing conditions.  

 

Looking at the responses to the open-ended question, the majority of respondents provided 

positive feedback and appreciation with regards to the organisation, its staff, and services. 

Drawing from this data, several considerations can be taken into account. For example, 

possibly thinking up strategies with the tenants to keep costs down and also reducing 

geographical barriers for individuals with specific needs.  

 

When benchmarked against Housing New Zealand, CORT participants showed much higher 

satisfaction than Housing New Zealand customers. In particular, a high percentage of CORT 

tenants agreed/strongly agreed that staff were considerate of individual circumstances 

(91.9%) and showed high satisfaction with how the organisation maintained their houses 

(93.0%) compared to Housing New Zealand customers (64% and 59% respectively). However 

there is a major limitation in that the HNZ results were from 2010/11 and results may not 

representative of the current population and housing circumstances. Therefore, a comparison 

was made looking at one question that was common between CORT surveys conducted over 

the last three years. The comparison showed that there is a positive trend of increasing 

tenants’ agreement that their housing contributed to their overall wellbeing. This suggests 

that CORT is continuously providing high quality services that are meeting its tenants’ needs. 
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Recommendations for future research 

Based on the results of the survey and in addressing the limitations, several recommendations 

can be made: 

 As the response rate is similar to last year’s tenant survey (2013 survey: 40.7%; 2012 

survey: 40.8%), a suggestion is to conduct the survey biennially. This was also 

supported by some tenants who commented in the follow up telephone interviews 

that they did not want to do survey this year as they have done it in previous years. 

 In relation to the survey questions, a suggestion is to rephrase the question regarding 

whether housing condition improves energy levels. 7.0% of responses were ‘don’t 

know’ and during follow-up, many participants asked for clarification of this question.  

 Surveys are designed to identify potential areas for improvements. Replicating the 

questions in this year’s survey in future can help to identify specific areas for CORT to 

make further improvements. Replication of survey questions can also identify trends 

in areas that are consistently performing well by CORT and areas that need attention. 

 For future research, CORT could potentially explore different aspects of housing and 

health, in particular the geographical location of tenants’ housing in relation to the 

ease of access to services, resources and transportation. During the telephone follow-

up surveys, many tenants commented on accessibility issues in relation to their 

housing location. Furthermore, the 78% of tenants were satisfied with housing, 

compared to over 90% of tenants satisfied with services, staff, and wellbeing. 
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Conclusion 

Within the context of community housing in New Zealand, CORT is playing a major role in 

providing safe, affordable homes for low income populations. The findings from this report 

suggest that CORT housing, their communication with tenants, and their maintenance and 

repairs services are all up to an overall high standard. In particular, the high satisfaction results 

from the wellbeing section of the survey indicate that CORT is effectively addressing the 

complex needs and barriers of housing for their tenants. 

 

As the housing issue of affordability and security of accommodation in New Zealand continues 

to be pervasive and especially so in Auckland, the actions and efforts of community housing 

organisations such as CORT are becoming more crucial in the housing sector. Ultimately, the 

evidently high performance in their delivery of housing services explicitly shown throughout 

this report implies that CORT is on the right path to actualising their vision of “good homes 

for all”. 

 

 


