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Executive Summary 

CORT Community Housing has a vision to provide good homes for all. CORT’s mission is to provide a best 

practice community housing service to people with the greatest housing needs. CORT has a strong focus 

on building an inclusive community and empowering its tenants through skills based workshops and social 

activities. To evaluate its housing services, CORT undergoes an annual tenant satisfaction survey. 

The 2017 tenant satisfaction survey was conducted to evaluate the housing services and properties 

provided by CORT Community Housing. The survey provided a safe forum for tenants to give feedback on 

CORT services and their current living situation. This report will highlight the strengths and areas for 

improvement.    

Methods: The tenant satisfaction survey was conducted as a means of research for CORT to gather 

information on tenant’s satisfaction. The design of the survey had a mixture of quantitative and qualitative 

questions, divided into four sections of evaluation – CORT as a whole, CORT staff, maintenance and 

repairs, and health and wellbeing. Paper copies of the survey and supporting documents were mailed out 

to all 249 CORT tenants. Participation was 100% voluntary. Tenant anonymity and confidentiality was 

maintained throughout the whole survey process. Data was entered on an Excel spreadsheet and analysis 

was carried out.      

Results: There was a 50.2% response rate. The findings from the analysis showed high tenant satisfaction 

with CORT services and properties. Approximately 80-90% of tenants agreed/strongly agreed on all 

statements, implying that majority of tenants are happy with CORT’s housing services. These results were 

consistent with pervious tenant satisfaction surveys.    

Key themes: CORT staff were perceived as friendly and responsive, however areas of direct 

communication could be improved. Tenants were highly satisfied with the maintenance and repair work, 

providing the highest tenant satisfaction rating in this section. The reasons for happiness and wellbeing 

were contributed to the location, safety, physical quality and affordability of the tenants’ home.   

This report provides evidence that CORT is successful in meeting the needs of their tenants. CORT’s 

strengths are with their staff, their prompt action to fix damages and the location of their properties. A 

recommendation for greater access to community social events. However, tenants are appreciative of 

their home and thankful for the work done by CORT. 

 

 

 

 



2 

 

 

 

 

 

 

Table of Contents 

  

Executive Summary ....................................................................................................................................... 1 

Table of Contents .......................................................................................................................................... 2 

List of Tables and Figures .............................................................................................................................. 3 

1. Introduction .............................................................................................................................................. 4 

2. Methods .................................................................................................................................................... 4 

 2.1. Ethics..............................................................................................................................…........4 

 2.2. Survey Design……….………………………………………………………………………………………………................4 

 2.3. Survey Distribution ................................................................................................…................5 

 2.4. Data Collection...............................................................................................................…........5 

3. Results ....................................................................................................................................................... 6 

3.1. Response Rate................................................................................................................…........6 

 3.2. Quantitative and Qualitative Analysis ….……………….…………………….……………………………..….......7 

3.2.1. General Overview of CORT…………………………………………………………………………..…….…7 

3.2.2. CORT Staff……………………….…………………………………………………………………………….…..…8 

3.2.3. Maintenance and Repairs……………………….……………………………………………………...….10 

3.2.4. Health and Wellbeing……………………….…….……………………………………………….………...12 

3.2.5. Happiness and Wellbeing Factors……….…….………………………………………………..……...13 

4. Recommendations .................................................................................................................................. 16 

 4.1. Recommendations for Future Evaluations ….……………….…………………….………………….…...,,.....16 

5. Conclusion ………………………..….………………...…………………………………………………………………………….….….....18 

 



3 

 

 

 

 

 

 

List of Tables and Figures 

Figure 1. Response Rates from Tenant Satisfaction Surveys ........................................................................ 6 

Table 1. Demographic Response Rates ........................................................................................................ 6 

Table 2. Results from General Questions ..................................................................................................... 7 

Figure 2. Overall satisfaction with CORT ...................................................................................................... 7 

Table 3. Results from CORT Staff Questions ................................................................................................ .8 

Figure 3. 2016 and 2017 comparision of questions relating to CORT staff .................................................. 9 

Table 4. Results from Maintenance and Repair Questions ........................................................................ 10 

Figure 4. % of tenants who felt CORT has maintained their home to a reasonable standard…………………11 

Figure 5. 2016 and 2017 comparison of questions relating to maintenance and repairs......................... .11 

Table 5. Results from Health and Wellbeing Questions ............................................................................. 12 

Figure 6. % of tenants who felt their home contributes positively to overall wellbeing ........................... 15 

 

 

 

 

 

 

 

 



4 

 

 

 

 

 

 

1. Introduction 

The tenant satisfaction survey is carried out annually to evaluate CORT Community Housing services and 

how successful they are in meeting the needs of their tenants. The aim of the survey was to gather and 

evaluate feedback to improve existing CORT services to better meet tenants’ needs. This report will 

highlight the areas where CORT are performing well and also provide guidance for future improvements.  

2. Methods 

The survey provided a safe forum for tenants to express their concerns, highlight the positives and suggest 

recommendations about their current living situation with CORT Community Housing.  

2.1. Ethics  

Tenant anonymity and confidentiality was maintained throughout the survey process. The frequently 

asked questions sheet provided information to the tenants on how confidentiality and anonymity would 

be maintained. All supporting documents within the survey pack reinforced this notion. The tenant and 

their results were not identifiable in anyway, the survey was 100% voluntary and participants had the 

option to leave any questions blank. CORT supported and followed all ethical procedures upon completion 

of the survey report.     

2.2. Survey Design 

To allow for comparisons, the 2017 survey followed a similar design to the 2016 survey. The evaluation of 

tenant satisfaction is divided into four main sections – CORT as a whole, CORT staff, repair and 

maintenance, and health and wellbeing. This year’s survey contains a mixture of quantitative and 

qualitative questions.  

There were 18 quantitative questions that required participants to tick one of 6 boxes, ranging from 

“strongly agree,” “agree,” “neutral,” “disagree,” “strongly disagree,” and a “don’t know” option. Below 

each area of evaluation, participants had the option to provide a reason for why they ticked or responded 

the way they did. A qualitative question at the end of the survey allowed participants to add additional 

comments or concerns about CORT’s properties and/or services. 

General information about the participant, including their suburb location, number of people in their 

household, gender and age, were requested in the survey. This information is used to identify any key 

trends among different groups.     
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2.3. Survey Distribution 

All 249 CORT tenants were invited to participate in the survey. Tenants acquired a survey pack that 

consisted of an invitation letter, frequently asked questions, voucher from, maintenance request form 

and the survey itself. The survey packs were mailed out to the tenants, along with a postage-paid-return-

envelope. Tenants were informed to return their surveys by the 28th April 2017. Participation was 100% 

voluntary. 

Tenants who chose to participate and returned their survey by the 28th April 2017, were given a $20 

voucher. Voucher forms were separate from the survey and handled by the external party. Tenant 

confidentiality and anonymity was maintained throughout the survey process.         

2.4. Data Collection   

An Excel spreadsheet was created to record all survey responses in counts. This was later translated into 

percentages and recorded on frequency tables. Graphs were used to compare results to previous years. 
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3. Results 

3.1. Response Rate 

A total of 125 surveys were returned from the 249 surveys that were distributed. This is a response rate 

of 50.2%. Figure 1 shows the response rate for each year that the survey has been conducted. There was 

an 8% increase in the response rate, as this year’s survey saw a gift voucher sent out to everyone who 

participated.      

 

 

A large sample of CORT tenants participated in the survey. Table 1 shows a breakdown of tenants who 

participated in this year’s survey. There are a range of people from all locations, age groups, genders and 

households. The results are a reflection of the community as a whole.  

Table 1. Demographic response rates. 

Survey Demographics 

Suburb of your home: 
 44 from Central (35.2%) 

 20 from Central East (16%) 

 25 from Central South (20%) 

 16 from Central West (12.8%) 

 9 from South (7.2%) 

 2 from other locations (1.6%) 

 9 unknown (7.2%) 

Age: 
 3 aged 24 and under (2.4%) 

 16 aged between 25-34 years (12.8%) 

 34 aged 35-44 years (27.2%) 

 35 aged 45-54 years (28%) 

 29 aged 55-64 years (23.2%) 

 5 aged 65 and over (4%) 

 3 unknown ages (2.4%) 

Gender: 
 54 were female (43.2%) 

 63 were male (50.4%) 

 2 were done by a couple (1.6%) 

 1 identified as other (0.8%) 

 3 unknown (2.4%) 

Number of people in household: 
 87 were from 1 bedroom households (69.6%) 

 34 were from 2 or more bedroom households 
(27.2%) 

 4 were unknown (3.2%) 
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Figure 1. Response rates from tenant satisfaction surveys. 
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3.2  Quantitative and Qualitative Analysis    

The survey was divided into four main sections of evaluation. Each section will be analysed individually. It 

will look at quantitative and qualitative results, comparisons from previous surveys and any major trends. 

Participants have the option to leave any questions blank. Blank answers are taken out from the final 

calculations.  

3.2.1. General Overall of CORT 

The general questions provide an overview of how tenants feel about CORT. It evaluates the satisfaction 

of the tenant’s home, the location resided and CORT as a whole. Table 2 shows the overall tenant 

satisfaction scores in percentages.  

 

Table 2. Results from general questions. 

 
Strongly 
Agree 

Agree Neutral Disagree 
Strongly 
Disagree 

Don’t 
know 

Satisfied with my house and property  50.4% 41.6% 7.2% 0.8% 0% 0% 

Satisfied with the area I live in 57.6% 32.8% 6.4% 0.8% 2.4% 0% 

Satisfied with CORT as a whole  56% 32.8% 6.4% 3.2% 0.8% 0.8% 

There was an overwhelming positive response. 92% of tenants felt satisfied with their house and property, 

90.4% felt satisfied with their area they live in and 88.8% felt satisfied with CORT as a whole. This is similar 

with previous year’s result, inferring that CORT has maintained a high quality service from the perspective 

of their tenants. Figure 2 shows the overall satisfaction in comparison with previous year’s results.   
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Figure 2. Overall satisfaction with CORT. 
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3.2.2. CORT Staff 

CORT aims to support their tenants through fostering strong relationships. These questions provide a 

review of staff performance. It looks at communication, daily operations and the relationship between 

tenants and CORT staff. Table 3 shows the tenant satisfaction score in percentages in relation to CORT 

staff.  

 

Table 3. Results from CORT staff questions. 

 
Strongly 

Agree 
Agree Neutral Disagree 

Strongly 
Disagree 

Don’t 
know 

# of no 
response 

It is easy to contact CORT 54.8% 40.3% 4.9% 0% 0% 0% 1 

CORT staff members take 
the time to listen to me  

53.7% 35.8% 8.9% 0.8% 0.8% 0% 2 

CORT staff members are 
polite and friendly 

61% 32.5% 4.9% 0.8% 0.8% 0% 2 

Staff carried out the tasks 
they agreed to 

56.5% 33.9% 6.4% 2.4% 0.8% 0% 1 

Staff members are 
considerate of my individual 
and family circumstances 

50.4% 31.7% 14.6% 0.8% 1.7% 0.8% 2 

 

From the returned surveys, 95.1% of tenants felt it was easy to contact CORT, 89.5% felt CORT staff 

members take the time to listen, 93.5% felt CORT staff members are polite and friendly, 90.4% felt CORT 

staff members carried out tasks when agreed to and 82.1% felt CORT staff are considerate of their 

personal circumstances.  

A large amount of tenants are satisfied with the performance of CORT staff members. Tenants described 

CORT staff as, “friendly,” “easy to talk too,” “polite,” “kind,” “helpful,” “good listeners,” “warm,” “co-

operative,” “considerate,” “professional” and “supportive.” CORT staff members are perceived to be 

approachable and many tenants felt comfortable talking to CORT staff about any queries. Tenants noted 

that CORT staff are responsive to phone calls and are quick to resolve any issues or concerns.     

“Staff here at CORT go above and beyond to ensure the tenant’s needs are meet and that the tenants are 

satisfied with their abode and dwellings” 

“CORT staff are friendly, the office is always answering the telephone, helpful staff, and they listen to my 

questions, concerns and requests.” 
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Despite positive results from approximately 90% of tenants in the 2017 survey, there has been a relative 

decrease in tenant satisfaction compared to the 2016 survey results. This could be an area of further 

analysis on the reasons behind the relative decrease. Figure 3 shows the comparison of results between 

2016 and 2017.  

 

The survey showed 3.2% of respondents felt CORT staff members did not carry out the tasks they agreed 

to. Tenants who felt dissatisfied with CORT staff members referred to situations when information was 

not communicated directly to them.   

“Sometimes staff cannot communicate properly.” 

“CORT staff often says they will phone me back but rarely does.” 

“CORT staff never replies to my texts or when I request for information.” 
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Figure 3. 2016 and 2017 comparison of questions relating to CORT staff.     
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 3.2.3. Maintenance and Repairs 

CORT aims to provide excellence care to their tenants and their homes through a well planned 

maintenance programme. These questions aim to evaluate the maintenance and repair work done by 

CORT and the services performed by the tradesperson. Table 4 shows the tenant satisfaction score in 

percentages for maintenance and repairs at CORT. 

 

Table 4. Results from maintenance and repair questions. 

 
Strongly 

Agree 
Agree Neutral Disagree 

Strongly 
Disagree 

Don’t 
know 

# of no 
response  

CORT maintains my home to a 
reasonable standard 

41.6% 51.7% 5% 1.7% 0% 0% 5 

Satisfied with the last repair 
work or maintenance done at 
my home  

53.8% 40.4% 2.5% 1.7% 0.8% 0.8% 6 

Satisfied with the tradesperson 
who did the maintenance 

48.7% 42% 6.8% 1.7% 0% 0.8% 6 

The repairs were done in a 
reasonable amount of time 

50.4% 39.5% 6.8% 2.5% 0% 0.8% 6 

 

A majority of tenants felt satisfied with the maintenance and repair work done by CORT. 93.3% of tenants 

felt CORT maintains their home to a reasonable standard, 94.2% felt satisfied with the last repair work or 

maintenance done at their home, 90.7% felt satisfied with the tradesperson and 89.9% felt the repairs 

were done in a reasonable amount of time.  

Responses were positive, with a big emphasise in the fast and prompt service. The tradespeople were 

“respectful”, “friendly,” “efficient,” “professional,” and many told CORT to continue the great work. 

“All tradespeople have been efficient and friendly. I have felt safe with them in my home, CORT have 

chosen good tradespeople. Thank-you! Keep them on!” 

“CORT is always prompt + repairs are of a consistently high standard.”  
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Over 93% of tenants agreed/strongly agreed that CORT maintains their home to a reasonable standard. 

One tenant said CORT has maintained their home to a “good condition” and felt “impressed with the repair 

and maintenance.” Figure 4 shows the percentage of tenants who felt CORT has kept their home to a 

reasonable standard. 

 

Following the 2016 survey results, there has been an increase in tenant satisfaction with their last repair, 

the performance of the tradesperson and the length of time repairs were completed. This shows that 

CORT has maintained a high quality service in taking care of their properties and are quick to resolve any 

maintenance issues. Figure 5 shows the comparison of results between 2016 and 2017.   
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Figure 4. Percentage of tenants who felt CORT has maintained their home to a reasonable standard.  
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  3.2.4. Health and Wellbeing  

CORT has a strong focus on the health and wellbeing of their tenants. These health and wellbeing 

questions aim to identify whether CORT services are a positive contributor to the tenants’ overall 

wellbeing. It opens up the conversation to allow tenants to express their views. Table 5 shows the tenant 

satisfaction score in percentages on how their current housing situation contributes to their health and 

wellbeing.  

 

 Table 5. Results to health and wellbeing questions. 

My current housing situation… 
Strongly 

Agree 
Agree Neutral Disagree 

Strongly 
Disagree 

Don’t 
know 

# of no 
response  

Contributes positively to my 
overall wellbeing 

52.5% 35.9% 8.3% 2.5% 0.8% 0% 5 

Contributes to my happiness 48.4% 33.3% 15% 2.5% 0.8% 0% 5 

Allows me to feel safe at home 49.2% 39.1% 6.7% 1.7% 3.3% 0% 5 

Allows me to pursue other goals 
in life 

48.4% 33.3% 13.3% 2.5% 0.8% 1.7% 5 

Enables me to feel more in 
control of my life 

49.6% 34.4% 11.8% 1.7% 1.7% 0.8% 6 

Has improved my life after 
moving into a CORT housing 
property 

54.6% 30.3% 10.9% 2.5% 1.7% 0% 6 

 

88.4% of tenants mentioned that their current living situation has increased their quality of life. 81.7% of 

tenants felt their living situation contributes to their happiness, 88.3% felt safe in their home, 81.7% felt 

empowered to pursue other goals in life, 84% felt they had more control over their life and 84.9% believed 

their life has improved after moving into a CORT housing property. This implies housing could have an 

impact on health and wellbeing.   

Comments of gratitude were directed towards CORT, where tenants are very thankful for the opportunity 

to live in CORT Community Housing. A strong sense of compassion is shared among tenants, where many 

cherish the home they live in.   

“I am very grateful for the privilege of being a tenant of CORT.” 

“I need to thank CORT Housing for this opportunity of my 1 bedroom unit.” 
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  3.2.5. Happiness and Wellbeing Factors  

Location of home:  

The location of the tenants’ properties was mentioned as a contributor to happiness and wellbeing. 90.4% 

of tenants are satisfied with the location of their home. The comments referred to the area they lived in 

as being “pleasant,” “peaceful,” and “convenient.” Tenants said they are surrounded by good neighbours 

and have easy access to public transport, medical care, shops and schools.  

“I really love and appreciate CORT’s overall service, they managed to get me a house within a week. It is 

only 1km from my son’s day care.” 

“I have things to do and it is easy for people to get to where I live (Central South). Close to the bank, 

doctors and work.” 

Of the tenants who felt satisfied in the area they live in, majority were from Central Auckland, 36%, and 

Central South Auckland, 22%. However, among the tenants who felt dissatisfied with the area they live in, 

50% were from Central East Auckland and 50% from South Auckland.      

 

Safety at home:  

Tenants have mentioned that some areas have high crimes rates. They do not feel 100% secure in their 

home, with 5% of tenants feeling unsafe in their home. Some properties may not have locks on windows 

and loud neighbours can cause anxiety. Disagreements between neighbours can also create tension.  

“I love the area I live in (Central) but hate the neighbours with their childish retaliation of slamming 

doors in the internal corridor instead of addressing me face to face. CORT tries their best to help.” 

There were no identifiable trend for the location among the tenants who felt unsafe in their current living 

situation. The tenants who felt unsafe in their home were all living alone and 67% were female. 

However the majority of tenants, 88.3%, felt safe in their homes. Comfort and physical security was a 

common theme that emerged from the respondents who mentioned that their home was safe. Many 

tenants said their home is a “happy place” and is safe and secure.  

    “I have a safe space to grow in. That feels like home, something I hadn’t had for a long time – thanks!” 

“I’m happy and safe in my home.” 

“My home is safe (Central), it is in a lovely area, close to transport etc.” 
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Physical quality of home: 

The quality of CORT’s properties has contributed positively to the health of majority of tenants. CORT has 

offered ventilation systems, cleaning services and doubled glazed windows to maintain healthy homes, 

with maintenance carried out regularly. This has improved the physical and mental health for many 

tenants.  

“My asthma has never been better + no bronchitis or wheezing. I do take inhaler though. The ventilation 

throughout the whole house which mean there is no dust or mould.” 

 “Knowing I have stable accommodation and an empathetic landlord gives one safe place for me and 

contributes to my mental health wellbeing.” 

“My mental health has greatly improved since moving in.” 

 

Affordability:  

The survey showed, 3.3% of tenants did not think that their current living situation contribute positively 

to their health and wellbeing. The ability to pursue other goals and feel more in control of their life was 

not seen as being associated with the tenant’s current living situation. Tenants who were dissatisfied 

mentioned that other factors, including income was a factor of individual empowerment to pursue other 

goals. Despite appreciation of the home they live in, some tenants are struggling financially in a city with 

a high living cost. 

“Housing is not the whole when it comes to pursing other goals and having control over life. Finances will 

always affect these things.” 

 “I like CORT but recent rent increase of $45 has been hard.” 

However, 84% of tenants do feel more in control of their lives after moving into CORT Community Housing. 

CORT aims to provide affordable housing and despite rent increases, many tenants are appreciative of the 

relatively low rental cost of CORT homes.  

“We have a roof over our head, we are warm, and rent is affordable.” 

“Without your service, living in Auckland would be near impossible and I would probably exist in my car 

and be far more miserable. So thank-you.” 
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Overall, 88% of tenants felt their current living situation has contributed positively to their overall 

wellbeing. Figure 6 shows the breakdown in percentages.  

“During my time with CORT they have continued to support me during my good and bad times and 

remains a fantastic organisation.” 
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Figure 6. Percentage of tenants who felt their home contributes positively to overall wellbeing.  
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4. Recommendations 

From the survey, it is evident that CORT has maintained a high quality service. A positive trend was 

consistent throughout all four sections of evaluation. 80-90% of tenants agreed/strongly agreed to the 18 

quantitative statements. This shows that majority of tenants are satisfied with CORT services and 

properties. 

However, there are still areas of improvement that CORT can consider to enhance their services. Some 

tenants have suggested possible recommendations that could contribute positively to their current living 

situation, including greater access to community social events.  

Community is important to tenants. Being a part of a collective develops safe neighbourhoods and 

enduring relationships. CORT has recognised this need and have started the monthly newsletter, tenant 

workshops and social events to bring the community together. Tenants have enjoyed these events and 

want more opportunities to meet new people and connect with other CORT tenants. This is because 

loneliness and isolation can be prevalent in many one unit households.  

“I know a CORT tenant who feels isolated – no other CORT tenants is in her block.” 

“I feel lonely in the location that I live.” 

Providing opportunities that allow easy access to the event is paramount. A car-pool system or pre-

organised shuttle can be options to get people to the location. Also, hosting the social event in different 

locations can allow everyone to have a chance to attend.   

“Thank-you for the invitation to your events, it would be greatly appreciated if one could be held near us. 

Possibly spread the locations and I would love to attend.” 

Furthermore, providing a safe environment for tenants to voice their concerns and provide feedback can 

enable ongoing improvements.  

 

4.1  Recommendations for Future Evaluations   

To improve future evaluations, these factors can be considered for the next tenant satisfaction report: 

 Five people did not complete the second page of the survey. This may be because they did not 

realise there was a second page. Future survey should have a please turn over (PTO) indicator at 

the bottom of the page.  

 The qualitative question at the end of the survey to add “additional comments or concerns about 

CORT’s properties and/or services” was not necessary. This is because participants already had 

multiple opportunities to comment under each section. A recommendation section would have 

been more beneficial, to get more insight into how CORT can improve for the future. 
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 Questions with a high percentage of neutral responses can suggest no association with tenants. 

These questions are mentioned below and should be reconsidered.  

o “Contributes to my happiness,” 15% neutral response.  

o “Staff members are considerate of individual and family circumstance,” 14.6% neutral 

response. 

o “Current living situation allows me to pursue other goals,” 13.3% neutral response. 

o “Current living situation enables more control of life,” 11.8% neutral response.  

o “Has improved my life after moving into a CORT housing property,” 10.9% neutral 

response. 

 New sections of evaluations and/or questions could be established to venture into new areas of 

interest.   
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5. Conclusion 

This report has identified an overwhelmingly positive response from CORT tenants. Tenants feel satisfied 

with the services and housing that CORT has provided. An increase in the quality of life has been 

mentioned by tenants after they have moved into CORT housing properties.  

“My housing through CORT makes a huge difference to my overall quality of life. I feel very grateful for 

the housing I have.” 

CORT is succeeding in all four sections of evaluation. CORT’s major strengths are the satisfaction of CORT 

staff members (95%), the location of CORT properties (92%) and the prompt repair work and maintenance 

done (94%).  

“CORT staff are friendly, outstanding, very easily going. Happy to do their job and knows what needs to 

be done to keep the flat and property clean.” 

“I am very happy with the service that CORT provides and extremely happy with my flat and flat 

location.” 

 

 


