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Executive Summary 
 

CORT Community Housing, a non-profit community housing provider (CHP), has the vision of 

‘good homes for all’. CORT’s aim is to do so by providing safe, affordable and quality housing. 

Given the importance of good housing and the impact it can have on health, the 2016 tenant-

satisfaction survey’s aim was to evaluate CORT’s success as a CHP and the impact of its housing 

and services on tenants’ overall wellbeing.  

 

The tenant-satisfaction survey was carried out to provide feedback to CORT in how successfully 

they are in carrying out services and meeting the needs of their tenants. The survey-pack 

consisted of the invitation letter, participant information letter, the survey and the draw-slip. 

Paper copies of this survey pack were mailed out to all 247 CORT tenants and participation was 

voluntary. To encourage participation, participants were entered into a draw to win one of 

three cash prizes. The survey was designed to reflect previous years’ CORT tenant-satisfaction 

surveys, with minor changes being made. There were 20 quantitative questions using two 

different Likert scale response systems; strongly agree to strongly disagree and very satisfied 

to very dissatisfied. Each question also had a ‘don’t know’ option. At the end of the survey was 

one qualitative-question for tenants to express any further comments or concerns. Result 

frequencies for each question and each response category were tabulated using a tally-system. 

These raw scores where converted into percentages to provide a summative representation of 

how tenants responded to each of the four sections and more specifically, to each question on 

the survey. Lastly, a thematic analysis was conducted based on the 60 comments received.  

 

Of the 247 surveys that were mailed-out, a total of 103 were returned providing, a response 

rate of 41.7%. The findings from the quantitative analysis showed that majority of tenants had 

a high level of satisfaction with CORT overall, with 90% of respondents indicated that they were 

satisfied/very satisfied. Of the comments received, 68% were extremely positive and related 

to CORT in general, tenant satisfaction with housing and with staff. These results were 

consistent with previous years, showing similar trends. 

 

In summary, this report shows CORT is successfully carrying out its role as a CHP, is meeting 

tenants’ needs and contributing positively to their overall mental and physical wellbeing. The 

main contributor to this success was the conscientious way in which staff dealt with tenants. 

Results demonstrated tenants greatly valued the quality of CORT’s service.  
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Introduction 
 

Housing is a fundamental social determinant of health shown to have a major influence on 

overall wellbeing. The current New Zealand housing-crisis is essentially a lack of affordable, 

good quality housing. Despite current unaffordability, prices are expected to continue rising. 

Marginalised groups in the populations are therefore most affected.  

 

Community housing offers a realistic, long-term solution to this issue. CORT Community 

Housing are a non-profit organisation with a strong commitment to social-justice. They are one 

of the largest community housing providers (CHPs) in Auckland and help people with low-

incomes and mental-health issues secure affordable, quality-housing. 

 

The annual CORT Tenant-Satisfaction Survey aims to gather feedback to evaluate and improve 

existing CORT services in order to better meet tenants’ needs. The results therefore play an 

integral, informative role for the organisation as they will highlight CORT’s strengths and what 

it does well and will also provide direction for future improvement. The author’s task was to 

design and carry-out the 2016 tenant-satisfaction survey independently of office staff, in order 

to stay true to tenant-anonymity and confidentiality guaranteed in the survey. The author was 

therefore responsible for the entirety of the project, which involved two sets of objectives. The 

first set of objectives involved researching satisfaction-surveys, designing the 2016 survey, 

invitation-letter & participation-information letter, and mailing-out the survey-pack to all 

existing CORT-tenants. The second-set of objectives involved quantitative data-entry, 

analysing-data and thematic-analysis. The purpose of this report is to evaluate how successful 

of a CHP is CORT and the impact of its services on tenants’ overall wellbeing. 
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Methods 
 

Survey Design  

The survey was designed to retain tenant-anonymity. This was to increase response-rate by 

informing tenants that results could not be traced back to participants. All 18 quantitative 

questions from the 2014 survey were kept the same and included this year. The survey 

followed a mixed-methods approach, consisting of 19 quantitative-questions split into four-

sections of tenant-satisfaction with CORT housing, service from CORT staff, maintenance and 

repair services and tenant health & wellbeing. All quantitative-questions followed a Likert-scale 

design requiring participants to tick one of 6 boxes. The 6 answer-options ranged from very 

dissatisfied/strongly disagree to very satisfied/strongly agree, including a ‘don’t know’ option.  

 

Questions 19 and 20 were new additions to this year’s survey. It is based-off research on the 

Australian CHP tenant-satisfaction surveys. Question 19 aimed to evaluate tenants’ overall-

wellbeing. Question 20 asked tenants to pick the 3 most important service-areas from a list of 

7 by numbering them 1 – 3; most to least important.  At the end, there was a qualitative-

question where tenants where provided with the opportunity to respond with any comments 

they wanted to add.  

 

Survey Distribution  

All current 247 CORT tenants were mailed out a hard-copy survey-pack with a postage-paid 

return-envelope on 26th March 2016. Participation was voluntary and the deadline for return 

was 8th April 2016.  

 

Tenants who responded to the survey were given the opportunity to enter into a draw to win 

1 of 3 $250 cash prizes. A separate entry draw slip was provided to ensure survey response 

anonymity was maintained.  

 

Data Entry and Analysis  

Responses to all quantitative questions were recorded using a tally-system for each question. 

For example, for question 1 ‘How satisfied or dissatisfied are you with the house and property 

you live in?’ a total of 68 out of 103 people ticked ‘very satisfied’, with the rest ticking other 

boxes. These frequencies were then converted to percentages for comparative-analysis 

between questions.  

 

 

 

 

 



7 
 

Results  
 

Response Rate  

A total of 103 out of a possible 247 tenant satisfaction surveys were returned, giving a 

response-rate of 41.7%. There was a significant-drop compared to the 2014 response-rate of 

56.5%, as shown in Figure 1.0.  

 

This drop can be explained by the fact that mail-out of surveys was delayed due to Easter 

weekend, hence disrupting deadlines as tenants would have received survey packs later than 

intended, leaving them very few days to complete and return them back to CORT. In an attempt 

to compensate, the 8th April deadline was extended and responses were collected until 13th 

April.  

 

Figure 1.0: Response rate comparison between 2014 and 2016. 
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Quantitative and Qualitative Analysis  

The quantitative results are divided into the four sections of the survey. Responses are 

presented as percentages in four tables. Graphs were created and explained for questions 3 

and 13. This is because these questions provide an eloquent-summary of overall tenant-

satisfaction with CORT. This was done as evaluating CORT’s success was the project’s purpose. 

For example, Question 3 states “Overall, how satisfied/dissatisfied are you with CORT”. 

Question 20 was answered incorrectly and therefore removed from results. 

 

A thematic-analysis was conducted for the total of 60 comments received under the open-

ended question at the end of the survey: “Do you have any other comments or concerns about 

CORT’s property and/or services?” Comments from this question are included throughout the 

report.  

 

# of DNR = Number of people who Did Not Respond to a question.  

 

Section 1: CORT Housing 

 

Table 1.0: Responses to question 1-3 showing tenant-satisfaction with CORT housing (%). 

 
As can be seen by Table 1.0 above, for all three questions majority of tenants (over 90%) were 

satisfied/very satisfied with the house/area they live in and with CORT overall. Very few tenants 

(less than 10%) reported being somewhat-dissatisfied, dissatisfied or very-dissatisfied. Inferring 

from the high-percentage of positive responses, this strongly suggest that CORT housing and 

services is of a high standard from the perspective of tenants,   

 

 

 

 

 
Very  

Dis-satisfied 
Dissatisfied 

Somewhat 

Dissatisfied 
Satisfied 

 

Very 

Satisfied 

 

Don’t Know 

 

1. How satisfied or dissatisfied are you 

with the house and property you live in? 1% 0% 3% 30% 66% 0 

       

2. How satisfied or dissatisfied are you 

with the area that you live in? 3% 3% 3% 30% 62% 0% 

       

3. Overall, how satisfied or dissatisfied are 

you with CORT? 0% 0% 8% 30% 60% 0% 

# of DNR = 2       
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Section 2: Service from CORT Staff 

 

Table 1.1: Responses to question 4-8 showing tenant-satisfaction with service from CORT staff 

(%). 

 
Table 1.1 demonstrates a similar trend of positive responses. Majority of tenants (89%-97%) 

agree/strongly agree to each question 4-8. There was also an overall response, with tenants 

commenting positively about CORT staff.  

 

“I am happy with CORT they always listen to me and they help me.” 
 

“CORT has given me faith and hope in society. I feel special that I have been ‘picked’ to be 
allowed to live here. The managers I have dealt with so far have been kind and considerate. 

Thank you for your help!” 
 
Question 8 has the lowest percentage of disagree (9%) and don’t know (1%) responses. One 

tenant mentioned, “More communications with case manager, and one on one conversations, 

and quality time.” Although this is not a major deviation from the overall positive-response, 

this could be an area for CORT staff to focus on for future improvements. 

 

 

 

I feel… 
Strongly 

Disagree 
Disagree 

Somewhat 

Disagree 
Agree 

 

Strongly 

Agree 

Don’t Know 

4. It is easy to contact CORT 0% 0% 3% 42% 54% 0$ 

# of DNR = 1       

5. CORT Staff members take the time to 

listen to me  2% 1% 5% 40% 52% 0% 

       

6. CORT staff members are polite and 

friendly 0% 1% 2% 38% 59% 0% 

       

7. Staff carried out the tasks they agreed to  0% 0% 3% 42% 55% 0% 

       

8. Staff members are considerate of my 

individual circumstances 0% 3% 6% 37% 52% 1% 

# of DNR = 1       
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Section 3: Maintenance and Repair Services  
 

Table 1.2: Responses to question 9-12 showing tenant-satisfaction with CORT’s maintenance 

and repair services (%). 

  
Again, the trend of majority of tenants choosing positive-responses continues. As 

demonstrated by Table 1.2 above, more than 80% of respondents were satisfied/very satisfied 

for all questions. Many positive comments were made by tenants in the qualitative question 

related to maintenance and repairs.  

 

“CORT do a good service. Our landlords ring us up when they come around” 
 

“CORT has been really great with any issues that have sprang up, prompt, friendly, and 
personal, with my requests. Thank you” 

 

However, there is a noticeable dip in the percentage of satisfied/very satisfied tenants from 

question 9-10; from 95% in question 9 down to 81% in question 10. Looking at Table 1.2, 

question 11 and 12 remained in the low 80% range for satisfied/very satisfied responses. 

Further, questions 10-12 are specifically about maintenance and repairs. Whereas question 9 

is vague and so is less-likely to receive criticism. This suggest there are potentially specific issues 

related to the quality of CORT’s maintenance and repair services offered to tenants. A 

recommendation was made by one tenant below.   
 
“Sometimes we could be given more time before housing inspection is done. Sometimes CORT 

could be faster at getting round to doing maintenance work or maintenance inspection.” 

 

 
Very Dis-

satisfied 
Dis-satisfied 

Somewhat 

Dissatisfied  
Satisfied 

 

Very 

Satisfied 

Don’t Know 

9. CORT maintains your home to a 

reasonable standard 0% 0% 4% 42% 53% 0% 

# of DNR = 1       

10. The last repair work or maintenance 

done on your home  0% 0% 10% 36% 45% 5% 

# of DNR = 5       

11. The tradesperson who did the 

maintenance 0% 1% 8% 36% 47% 3% 

# of DNR = 6       

12. The repairs were done in a reasonable 

amount of time  0% 3% 6% 33% 49% 2% 

# of DNR = 7       
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Section 4: Tenant Health and Wellbeing   

 

Table 1.3: Responses to question 13-19 showing tenants’ agreement with CORT’s contribution 

to overall wellbeing (%). 

 
Table 1.3 reconfirms the trend of majority positive responses reported by Table 1.0, 1.1 and 

1.2. Majority of tenants agree/strongly agree that CORT contributes to: their overall-wellbeing 

(90%), happiness (88%), safety (85%), increased sense of security (85%), energy levels (74%), 

feeling more in control of their life (89%) and overall life improvement (83%). These results 

reinstate the importance of housing as a determinant of health. It can therefore be 

extrapolated, given the extent of such positive responses, that CORT provides housing that 

improves their tenants’ mental as well as physical health. 
 

“CORT is saving lives and creating good health.” 
 

“I’d like to thank CORT for providing me with a nice place free of mould and look forward to 
the new windows planned for my flat coming up soon. Thank you.” 

 

 

 

My current 
Very Dis-

satisfied 
Dis-satisfied 

Somewhat 

Dissatisfied  
Satisfied 

 

Very 

Satisfied 

Don’t Know 

13. Contributes positively to my overall 

wellbeing 2% 2% 4% 43% 47% 2% 

# of DNR = 2       

14. Contributes to my happiness 2% 2% 4% 36% 53% 1% 

# of DNR = 3       

15. Allows me to feel safe in my house 4% 2% 5% 40% 45% 2% 

# of DNR = 3       

16. Contributes to an increase sense of 

security 4% 1% 7% 41% 44% 2% 

# of DNR = 2       

17. Contributes to increased energy levels 4% 3% 7% 43% 31% 11% 

# of DNR = 2       

18. Enables me to feel more in control of my 

life  4% 0% 2% 39% 50% 4% 

# of DNR = 2       

19. Has improved my life after moving into a 

CORT housing property  1% 3% 4% 26% 57% 3% 

# of DNR = 6       
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Overall Satisfaction with CORT  

 

Figure 2.0: Graph showing tenants’ overall satisfaction with CORT. 

 

 
 

Figure 2.0 summaries the overall high-level tenant satisfaction evident in each of the four 

sections of the survey, as 90% of tenants were satisfied/very satisfied with CORT overall. 

Further, there were no responses under dissatisfied/ very dissatisfied/ don’t know and only 

inconspicuous minority of 8% being somewhat dissatisfied.    

 

Positive responses were also shown in the qualitative analysis, where many tenants are 

grateful for their home with CORT.  
 

“I feel truly blessed to live in this beautiful home. CORT Housing you have changed my life.” 
 

“Words can’t express our gratitude to be able to live in a warm, dry and beautiful home. On 

top of that CORT is a lovely organisation to work with. We are very blessed + happy. THANK 

YOU!!” 
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Discussion  
 

This report has provided invaluable information which demonstrates CORT’s success as a CHP. 

The survey results showed an overall high level of tenant satisfaction and agreement across all 

four sections of the 2016 survey.  

 

Previous years’ survey results agree with these findings. This is explicitly demonstrated by past 

results to question 13 “My current housing situation contributes positively to overall 

wellbeing”, where majority participants agreed/strongly agreed and these results have 

followed a strong, positive incline since 2011 (83% in 2011, 86% in 2012, & 95% in 2013). This 

suggests CORT is not only providing good housing but is also a major health-promoting factor 

in tenants’ lives. Though there was a slight dip in 2014 to this question with 88% of tenants 

agreeing/strongly agreeing to this statement, the 2016 survey saw this response improve to 

90%. These figures are illustrated in Figure 3.0 below.  

 

Figure 3.0: Respondents who agreed/strongly agreed to question 13.  

 

 
 

The most significant factor identified as contributing to CORT’s success was staff 

conscientiousness towards tenants. Questions 6 and 7, respectively about staff politeness and 

staff completing given tasks, had the highest percentage of positive responses in the whole 

survey, with a total of 97% of tenants agreeing/strongly agreeing to these statements. It is 

therefore evident that staff play a vital role in CORT’s success as a CHP meeting its tenants’ 

needs.  
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Recommendations  
 

The Auckland housing shortage is a serious population-health issue negatively effecting 

peoples’ mental and physical health-outcomes. Considering this situation and CORT’s high level 

of success in helping its current target population strongly suggests CORT’s housing services 

are needed on a larger scale; beyond the Auckland region. New Zealand’s current population 

of 4.5 million is expected to increase to 5 million in less than 10 years. Furthermore, more than 

200,000 New Zealanders are currently living in overcrowded housing, leading to poorer health-

outcomes and lower quality of life.  

 

Given the scale of health-inequity caused by lack of affordable-housing in NZ and consistent, 

continued success demonstrated by both quantitative and qualitative results, CORT should 

expand beyond Auckland. This would be a major opportunity for CORT to act on its vision of 

‘good homes for all’. Further, expanding its reach to help more people is a strategic-priority 

under CORT’s long-term plan. Thus, this would be a step forward in the right direction for CORT. 

 

Recommendations for Future Evaluations  
 

From the findings of this report, it can be concluded that CORT has been highly successful in 

fulfilling its role as a CHP and has greatly contributed positively to tenants’ overall wellbeing. 

Important recommendations have been made to be considered in future evaluations.   

 

1. As the qualitative-section has been barely existent in CORT surveys until now, the 

future intern is recommended to research effective methods of qualitative analysis. 

The researcher also recommends focus groups to allow for in-depth qualitative 

information. This can provide better opportunities for thematic-analysis and 

identification of issues potentially missed by previous researchers. 

 

2. In retrospect, the researcher would have planned the mail-out process in advance to 

allow for 2-3 weeks response time. Therefore the future intern is recommended to plan 

dates in advance to account for potential interruptions such as public holidays. Follow 

up by phone interview is also recommended to increase response-rate after receiving 

paper-surveys. The incentive is advised to be kept as it encourages tenants to respond. 

 

3. Lastly, apart from interpretation issues with question 20, this could be a useful future 

indicator showing what areas of service CORT tenants value the most. It is therefore 

advised to phrase survey questions to be as straightforward as possible and to trial the 

survey-questionnaire 
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Conclusion  
 

This report has provided invaluable information which demonstrates CORT’s success as a CHP. 

The survey has provided a snapshot of how CORT is doing in actualising CORT’s vision of ‘good 

homes for all.’ This report consistently shows CORT is doing an excellent job in helping low-

income populations, especially those with mental-health issues, to secure safe, affordable 

housing that contributes to increased sense of wellbeing. Of all results, the comment below 

most elegantly expresses the positive impact CORT housing is having: 

 

“I am so appreciative of my home and area in which I live. It has contributed strongly to my 

excellent mental health I now have. Thank you all so much!” 

 

These results therefore serve as an encouragement for CORT to continue developing strong 

relationships in the health-sector by working collaboratively with other organisations. 

Combining skill-sets and strengths with relevant organisations will help CORT improve their 

service as a CHP and offer opportunities to expand their range and reach of services. 

 

 


