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EXECUTIVE SUMMARY 

Following	 a	 baseline	 survey	 completed	 in	 2015,	 Ottawa	 Community	 Housing	 (OCH)	
commissioned	a	follow-up	survey	in	2018.	Building	from	the	earlier	survey	this	enables	OCH	to	
gain	 new	 insight	 as	 well	 as	 to	 compare	 against	 the	 earlier	 results.	 It	 also	 allows	 OCH	 to	
determine	 the	 efficacy	 of	 various	 new	 initiatives	 and	 changes	 in	 operating	 practice	
implemented	following	the	earlier	survey.		

The	 survey	 was	 administered	 in	 the	 last	 half	 of	 June	 2018	 and	 completed	 a	 total	 of	 1,007	
interviews,	evenly	distributed	across	 the	 four	 service	districts	 through	which	OCH	delivers	 its	
housing	services.		

The	results	are	statistically	reliable	at	a	95%	confidence	interval	(i.e.	19	times	out	of	20	within	a	
margin	of	error	of	+/-	3%.	When	results	are	cross-tabulated	by	each	of	the	four	district	areas,	
this	margin	of	error	rises	to	6%	(i.e.	19	times	out	of	20,	the	findings	are	reliable	to	within	plus	or	
minus	6%).			

The	 survey	 examined	 overall	 levels	 of	 satisfaction	with	 the	OCH	 communities,	 the	 resident’s	
individual	homes	and	the	level	and	quality	of	services	provided	by	OCH	as	landlord.	A	number	
of	 core	 questions	 were	 retained	 from	 2015	 to	 facilitate	 comparison	 on	 relative	 levels	 of	
satisfaction.	More	 detailed	 questions	 added	 additional	 insight	 into	 specific	 areas	 of	 services	
under	 the	 themes	 of	 maintenance	 and	 repair,	 safety	 and	 security,	 community	 services,	 and	
communications	between	staff	and	residents	

	Overall	satisfaction		

The	 2018	 survey	 reports	 a	 noticeable	 improvement	 in	 level	 of	 satisfaction	 with	 the	 OCH	
community	 in	which	 residents	 live,	 their	 individual	 home,	 and	 to	 a	 lesser	 extent	 the	 services	
they	 receive	 as	 residents.	 Satisfaction	 with	 community	 and	 home	 are	 79%,	 up	 from	 74%	 in	
2015.		Satisfaction	with	level	of	service	is	up	2%	to	73%.			

Across	the	domains	of	service,	results	showed	marginal	 improvement	 in	tenant	satisfaction	in	
all	 areas,	 with	 the	 exception	 of	 maintenance	 and	 repairs.	 	 Marginal	 improvements	 in	
satisfaction	were	found	in	relation	to	indoor	and	outdoor	cleanliness,	pest	resolution,	response	
to	safety	calls,	participate	community	events	and	pride	in	neighbourhood.	

Maintenance	and	repairs	

Among	 reasons	 for	 dissatisfaction,	 the	more	 frequent	 issue	 raised	 by	 tenants	 related	 to	 the	
quality	of	maintenance	services	 received.	This	was	highlighted	by	 two-thirds	of	 those	tenants	
that	were	dissatisfied	with	services.		
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While	 there	 is	 high	 satisfaction	 with	 the	 cleanliness	 of	 indoor	 and	 outdoor	 common	 areas	
dissatisfaction	with	the	quality	of	work	completed	under	maintenance	calls	increased	from	21%	
to	30%.	

Response	 to	 pest	 issues	 showed	 an	 improved	 satisfaction	 from	49%	 to	 a	 narrow	majority	 of	
56%,	but	the	proportion	dissatisfied	remained	at	37%,	posing	a	significant	ongoing	challenge	for	
OCH.	

Safety	and	security	

Among	main	areas	of	concern,	for	tenants,	safety	and	security	was	second	most	noted	among	
tenants.	A	majority	of	tenants	feel	safe	in	their	homes	(83%)	but	are	less	secure	in	indoor	(68%)	
and	outdoor	common	areas	(61%).		

Almost	 one	 in	 five	 (19%)	 feel	 unsafe	 in	 outdoor	 areas	 and	 for	 those	 with	 common	 indoor	
spaces,	 15%	 said	 they	 feel	 “not	 at	 all	 safe”	 or	 “a	 little	 unsafe”	 there.	 These	 results	 are	 not	
significantly	changed	from	2015.	The	dominant	reason	for	these	insecurities	related	to	drug	and	
gang	related	activity	on	or	near	the	property.		

Social	and	formal	programs	

Compared	to	2015,	this	is	a	slight	improvement	(63%	aware,	vs.	60%);	and	participation	among	
those	aware	up	from	40%	to	47%).	While	seemingly	low,	these	results	reveal	a	high	proportion	
of	participation	compared	to	levels	more	typical	in	non-social	housing	neighbourhoods.		

The	 responses	 suggest	a	 relatively	 strong	 social	network	and	pride	 in	 their	 community.	 	 That	
said,	almost	one	 in	 four	 feel	 that	 they	don’t	have	neighbours	whom	they	can	count	on	when	
they	need	help.	

Interaction	with	tenant	services		

Tenants	predominantly	contact	staff	by	phone	(76%),	but	a	significant	minority	(20%	still	prefer	
to	speak	to	someone	face-to-face	at	a	community	office.		

A	notable	improvement	was	recorded	with	level	of	satisfaction	in	after	hour	service	calls.	The	
implementation	of	Onenumber	has	had	a	significant	impact.	The	percent	of	tenants	dissatisfied	
with	after	hours	contact	declined	from	29%	in	2015	to	4%	in	2018		

Access	to	Internet	and	use	of	electronic	communication	

While	75%	oh	households	have	Wi-Fi	 access,	only	45%	of	 these	 tenants	wish	 to	access	 some	
services	on-line.	Meanwhile	39%	are	not	at	all	 interested	 in	on-line	services.	And	one	quarter	
(25%)	lack	access	so	would	currently	be	unable	to	use	such	services.	
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Communicating	with	residents	

Despite	 a	 relatively	 high	 level	 of	 internet	 connectivity,	 a	 large	minority	 of	 tenants	 (32%)	 still	
prefer	 to	 receive	 communication	 from	OCH	 via	 traditional	mail.	 Even	 combined,	 email	 (20%)	
and	text	messaging	(5%)	generate	a	lower	response	that	traditional	mail	(32%).	

Areas	for	improvement		

Repeating	concerns	about	response	to	maintenance	and	repair,	this	theme	was	highlighted	for	
improvement,	alongside	concerns	for	safety	and	security.		

Overall	observation	

Overall,	both	 in	comparison	to	other	mid-large	providers,	and	more	 importantly	compared	to	
OCHs	own	earlier	2015	results,	 the	 level	of	tenant	satisfaction	with	their	homes	and	with	the	
services	provided	are	high.	That	said	OCH	has	achieved	only	a	“B”	grade.	As	a	strategic	goal,	and	
aspiration	there	is	room	to	pursue	an	“A”	grade	over	the	next	2	years.			
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1 Introduction 

Operating	across	the	city	of	Ottawa,	with	a	
portfolio	 of	 14,300	 homes,	 Ottawa	
Community	 Housing	 (OCH)	 is	 the	 largest	
provider	 of	 social	 housing	 in	 Eastern	
Ontario	 and	 the	 second	 largest	 social	
housing	 provider	 in	 Ontario	 after	 Toronto.	
OCH	promotes	the	development	of	healthy,	
diverse,	 sustainable	 and	 secure	
communities.		

In	 order	 to	 gauge	 how	 effectively	 it	 is	
meeting	its	mission,	in	2015	OCH	embarked	
on	 a	 process	 to	 measure	 and	monitor	 the	
experience	 of	 its	 tenants.	 This	 included	
assessing	 what	 the	 concept	 of	 tenant	
experience	 means	 to	 tenants,	 what	
standards	 can	 be	 identified	 and	
implemented	 to	 define	 a	 positive	 tenant	
experience	 and	 how	 do	 the	 real	 estate,	
resident	 services	 and	 ancillary	 services	
offered	by	OCH	and	its	community	partners	
affect	 the	 tenant	 experience.	 This	 exercise	
was	 informed	 by	 a	 tenant	 satisfaction	
survey.	 In	 2015.	 Based	 of	 the	 findings	 a	
number	 of	 operational	 changes	 were	
implemented	 by	 OCH,	 including	
consolidation	of	client	calls	through	a	single	
“One	 Number”	 system,	 	 internalizing	 pest	
management,	new	fire-life	safety	practices,	
and	keeping	community	offices	staffed	and	
open	over	lunch.			

In	 order	 to	 continue	 the	 process	 of	
generating	 feedback	 from	 tenants,	 and	 to	
assess	 the	 impacts	 of	 these	 changes,	 a	
second	survey	was	commissioned	in	2018.		

A	 number	of	 core	questions	were	 retained	
from	 2015	 to	 facilitate	 comparison	 on	
relative	 levels	 of	 satisfaction.	 The	 survey	
examined	overall	 levels	of	 satisfaction	with	

the	 OCH	 communities,	 the	 resident’s	
individual	 homes	 and	 the	 level	 and	 quality	
of	services	provided	by	OCH	as	landlord.		

This	 survey	 research	 was	 lead	 by	 Focus	
Consulting	 Inc.,	 which	 was	 responsible	 for	
development	 of	 an	 analysis	 plan,	 a	 survey	
questionnaire	 and	 compilation	 of	 results	
and	findings.	Ekos	Research	Assoc.	Inc.	were	
then	 retained	 to	 refine	 the	 survey	
instrument	 and	 undertake	 the	 fieldwork	
and	survey	administration.		

1.1 Survey methodology 

The	 2015	 questionnaire	 was	 used	 as	 a	
starting	point.	Discussions	with	staff	across	
functional	 areas	 determined	 if	 any	
questions	were	imprecise	or	of	less	interest	
and	 also	 identified	 key	 areas	 of	 interest,	
especially	where	 operational	 changes	 have	
been	 implemented	 following	 the	 2015	
survey.	 This	 generated	 a	 revised	 survey	
questionnaire,	 which	 was	 pre-tested	
between	 June	 7th	 and	 11th.	 Based	 on	 the	
time	 required	 to	 complete	 the	
questionnaire,	 some	 minor	 modifications	
were	made	to	the	survey	instrument.		

A	 sampling	 frame	 was	 generated	 from	 a	
listing	 of	 tenant	 names	 and	 contacts	
(14,223)	 provide	 by	 OCH	 to	 Ekos.	 This	 list	
was	 reduced	 to	 13,695	 after	 filtering	 out	
records	 with	 either	 duplicate	 or	 missing	
contact	 information.	 The	 sampling	 strategy	
was	 to	 collect	 roughly	 even	 numbers	 of	
completed	 cases	 in	 each	 of	 the	 four	
administrative	 districts	 in	 which	 OCH	 is	
organized.		

In	 addition,	 as	 a	 new	 approach	 in	 this	
survey,	 a	 subsample	 was	 determined	 in	
order	 to	 establish	 stratification	 on	 15	
specific	 higher	 need	 properties	 in	 the	 four	
centres,	 depending	 on	 the	 distribution	
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found	in	the	13,695	case	frame.	The	sample	
was	 also	 stratified	 with	 or	 quotas	 on	 age,	
and	 unit	 type,	 depending	 on	 the	
distribution	found	in	the	14,000	case	frame.		

The	 survey	 was	 administered	 on	 the	
telephone	 using	 a	 bilingual	 questionnaire,	
each	 installed	 on	 a	 CATI-server	 controlled	
by	EKOS.	Survey	administration	included	an	
initial	 telephone	 call	 plus	 up	 to	 five	
callbacks	 before	 retiring	 the	 number	 from	
the	 call	 queue.	 The	 survey	 was	
administered	 between	 June	 18th	 and	 June	
27	completing	1,007	interviews.		The	overall	
response	 rate	 across	 the	 full	 completed	
sample	of	1,007	is	34	per	cent	based	on	the	
completed	 and	 ineligible	 cases	 out	 of	 the	
valid	sample	of	records	contacted.	

Survey	 data	 were	 cleaned	 and	 codes	
assigned	 to	 open-end	 responses	 prior	 to	
finalizing	the	data	file	for	delivery.	A	review	
was	 conducted	 of	 the	 questions	 to	 be	
addressed	 in	 assigning	 codes	 to	 verbatim	
responses	 and	 a	 coding	 scheme	 was	
developed.	

An	 examination	 of	 the	 data	 was	 also	
conducted	 on	 the	 distribution	 of	
respondents	 compared	 with	 population	
figures	 using	 available	 administrative	 data	
in	order	to	examine	the	representativeness	
of	 the	 sample.	 The	 proportion	 of	 the	
population	of	 tenants	allocated	 to	 the	 four	
office	 jurisdictions	 was	 used	 to	 adjust	 the	
final	sample	in	terms	of	weighting.	Weights	
were	then	added	to	the	merged	survey	and	
administrative	 database	 and	 fully	
documented.	

1.2 Interpreting results 

Most	questions	were	asked	using	an	ordinal	
rating	 scale	 of	 1	 to	 5.	 This	 included	

questions	 about	 satisfaction	 with	 the	
following	ratings:	

1	 2	 3	 4	 5	

Very	
Satisfied		

Satisfied	 Neither	 Dissatisfied						 Very	
dissatisfied	

Other	 questions	 used	 an	 intensity	 scale,	
again	on	a	range	of	1-5	to	assess	agreement	
or	disagreement	with	statements	(e.g.	“you	
feel	safe	inside	your	home”):	

	1	 2	 3	 4	 5	

Not	at	all		 	A	little	bit		 Somewhat								Mostly						Completely	

In	 all	 questions	 coding	was	 used	 to	 record	
non-responses	 such	 as	 don’t	 know	 or	 no	
response.		

Satisfaction	 or	 agreement	 ratings	 are	
calculated	by	summing	only	 responses	 that	
said	 “very	 satisfied”	 or	 “satisfied”	 (i.e.	
ignore	neither	and	dissatisfied).	 In	the	case	
on	 the	 value	 statement,	 this	 provides	 only	
one	negative	value	“not	at	all”	and	4	scores	
that	are	marginally	positive	to	very	positive.	
Certain	questions	 included	 the	 response	“a	
little	 bit”	 as	 a	 negative	 (i.e.	 only	 summed	
somewhat,	 mostly	 completely,	 since	 the	
statement	 “a	 little	 bit	 leaves	 some	
ambiguity	 and	 is	 not	 fully	 positive	 (e.g.	 re	
feeling	safe,	“	a	little	bit	leaves	room	to	also	
feel	a	little	unsafe).		

In	the	services	areas	of	maintenance,	safety	
and	 security,	 communications	 and	
interactions	with	 staff,	 follow-up	 questions	
were	 used	 to	 probe	 into	 reasons	 for	
dissatisfaction	 so	 that	 OCH	 can	 readily	
identify	 those	areas	 in	which	some	tenants	
had	a	less	positive	experience.		

Open-ended	 responses	 were	 coded	 based	
on	 the	 primary	 reason	 given.	 Where	 a	
respondent	 listed	 more	 than	 one	
reason/concern,	 multiple	 responses	 were	
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accepted.	 In	cases	where	the	response	was	
not	 sufficiently	 specific	 to	 be	 coded,	 open-
ended	 verbatim	 comments	 were	 captured	
and	are	provided	to	OCH	as	a	separate	file.				

Findings	 were	 also	 cross	 tabulated	 against	
each	of	the	four	service	districts	as	a	way	to	
identify	 geographically	 influenced	 service	
variations	as	well	 as	by	age	and	household	
type.	 Ethnic	 status,	 as	 represented	 by	
languages	 spoken	 at	 home	 was	 not	 used	
because	 the	 number	 of	 identified	 other	
languages	 (after	 English	 and	 French)	 were	
too	few	to	be	statistically	reliable.	

Based	on	the	universe	and	sampling	frame,	
the	 overall	 findings	 (when	 n	 =	 1007)	 the	
results	 are	 statistically	 reliable	 at	 a	 95%	
confidence	 interval	 (i.e.	19	 times	out	of	20	
within	a	margin	of	error	of	+/-	3%.		

When	results	are	cross-tabulated	by	each	of	
the	 four	district	 areas,	 this	margin	of	 error	
rises	 to	 6%	 (i.e.	 19	 times	 out	 of	 20,	 the	
findings	are	reliable	to	within	plus	or	minus	
6%).	 Variations	 between	 districts	 are	 in	
most	 cases	within	 6%	 and	 as	 such	 are	 not	
statistically	significant.			
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2 Detailed Findings 

The	 survey	 commenced	 with	 general	
questions	 about	 overall	 levels	 of	
satisfaction	 with	 the	 tenant’s	 OCH	
community,	their	individual	home,	and	with	
the	 level	 of	 services	 provided	 by	OCH	 as	 a	
landlord.	 These	 three	 overall	 dimensions	
were	identical	to	the	questions	in	2015	and	
are	 accordingly	 comparable	 to	 the	 2015	
survey.	

The	 questionnaire	 then	 explored	 different	
types	 of	 service,	 commencing	 with	
questions	 about	 cleanliness	 and	
maintenance,	 moving	 on	 to	 safety	 and	
security.	 It	 then	 explored	 levels	 of	
awareness	 and	 participation	 in	 community	
social	 and	 recreational	 activities,	 organized	
at	 the	 community	 level.	 A	 series	 of	 value	
statements	 were	 used	 to	 assess	 how	 well	
OCH	 is	 delivering	 on	 its	 Tenant	 Service	
Promise.	 Ancillary	 questions	 assess	 use	 of	
and	 access	 to	 the	 Internet,	 preferred	 form	
of	 receiving	 information	 from	 OCH	 and	
demographic	 data	 on	 tenant	 households.	
Finally	the	survey	circled	back	to	core	issues	
and	asked	tenants	if	they	could	identify	one	
or	 two	areas	of	OCH	services	most	 in	need	
of	improvement.		

2.1 Overall Satisfaction 

The	 survey	 commenced	with	 three	 general	
questions	to	assess	overall	satisfaction	

Q1:	Overall,	how	satisfied	are	you	with	 the	
OCH	community	where	you	live?	

Q2:	How	satisfied	are	you	with	your	current	
home	(housing	unit/apartment)?	

Q3:		How	satisfied	are	you	with	the	services	
provided	to	you	by	OCH	as	a	landlord?	

The	overall	 rating	was	 consistent	 across	 all	
three	 questions	 (Q1-Q3)	 with	 the	
community	 and	 home	 satisfaction	
(combined	satisfied	and	very	satisfied)	both	
rated	at	79%.	Satisfaction	with	 the	 level	of	
services	provided	generated	a	slightly	lower	
rating	at	73%.		

	

Small	improvement	over	2015	

As	 the	 second	 survey	 since	 a	 baseline	was	
created	 in	 2015,	 it	 is	 possible	 to	 compare	
against	 the	 earlier	 result.	 This	 reveals	 that	
overall,	 across	 these	 three	 questions,	
tenants	are	significantly	more	satisfied	with	
their	 home	 and	 with	 the	 community	 than	
was	the	case	in	2015.	Satisfaction	with	level	
of	 services	generated	 is	also	 improved,	but	
only	marginally	(up	fro	71%	to	73).				

	



	

The	 inverse	 statistic	 is	 the	 number	 not	
satisfied.	 It	 is	 notable	 that	 these	 numbers	
are	unchanged	from	2015	for	the	home	and	
community,	 but	 for	 services	 provided	 the	
level	 dissatisfied	 is	 increased	 from	 18%	 to	
22%.		

While	 this	 seems	 inconsistent	 with	 an	
increase	 in	 the	 number	 satisfied,	 the	
difference	 is	 in	 the	 number	 that	 had	 a	
neutral	 response.	 In	 2015	 between	 8-10%	
had	 a	 neutral	 response	 over	 the	 three	
headline	 questions,	 versus	 a	much	 smaller	
proportion	in	2018	(2-5%).	The	reduction	in	
neutral	has	reallocated	to	negative	with	the	
result	 that	 we	 see	 an	 increase	 in	 the	
number	 of	 tenants	 dissatisfied	 with	 the	
level	 of	 service	 provided	 in	 2018.	 In	
absolute	 count,	 the	 total	 dissatisfied	
increased	 from	183	 (2015)	 to	 219	 in	 2018,	
due	entirely	to	fewer	neutral	responses.	

So	 overall	 there	 is	 a	 small	 improvement	
with	respect	to	services	provided,	but	this	is	
offset	 in	 part	 with	 a	 rise	 in	 dissatisfaction	
related	 specifically	 to	 service	 levels.	 These	
issues	 are	 probed	 further	 in	 the	 following	
more	 detailed	 questioning	 within	 each	
service	area.		

While	direct	comparison	to	other	mid-large	
providers	 in	 Canada	 is	 not	 possible	 in	 the	
absence	 of	 consistent	 or	 comparable	
questions,	 a	 brief	 review	 of	 overall	
satisfaction	in	other	providers	suggests	that	
OCH	 rates	 at	 the	 upper	 end	 among	 peer	
Canadian	providers.	1	

																																																								

1	 Peel	 2018	 reported	 an	 overall	 satisfaction	 of	 71%	
(down	from	72%	in	2015);	Calgary	2017	overall	77%	
(lower	 re	 condition	 of	 buildings	 57%,	 Home	 60%);	
CCOC	 (2017)	 mail	 out	 survey	 to	 all	 tenants,	 (38%	
response)	 found	 94%	 would	 recommend	 CCOC	 as	

A	 key	 consideration	 for	 OCH	 is	 whether	 a	
“B”	 grade	 is	 good	 enough?	 It	 might	 be	 an	
aspirational	objective,	but	achieving	an	“A”	
grade	 would	 be	 an	 appropriate	 goal	 to	
pursue	going	forward,	especially	 in	relation	
to	level	of	service	delivered.		

	  

																																																																																			

landlord.	 Victoria	 CRD	 (2017)	 90%	 satisfied	 with	
services	received.	
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No	significant	variations	across	service	
regions		

Probing	 into	 geographical	 variations,	 the	
responses	 were	 examined	 across	 each	 of	
the	four	service	districts	through	which	OCH	
delivers	resident	services.	There	were	some	
variations	 between	 districts,	 but	 these	 are	
not	statistically	significant.		

Tenants	 in	 the	 West	 and	 East	 are	 slightly	
less	 satisfied	 with	 their	 community,	 their	
individual	home	or	unit;	and	with	 the	 level	
of	services	delivered	by	OCH	as	landlord.		

Similar	variations	were	also	noted	in	2015.		

To	some	extent	these	variations	reflect	the	
different	client	mix	and	dwelling	types.		

Unfortunately,	the	2018	data	file	provide	to	
EKOS	did	not	identify	structure	type	(which	
was	 available	 in	 2015	 and	 revealed	
variations).		

There	 is,	 however,	 some	 correlation	
between	structure	type	and	household	type	
(high	 rise	 are	 more	 often	 seniors;	 row	
properties	 more	 often	 families).	 So	
household	 type	 can	 be	 used	 as	 a	 proxy	 to	
explore	variations	in	structure.			

Levels	of	satisfaction	vary	by	family	type:	

Satisfaction	 with	 community	 tended	 to	 be	
slightly	higher	for	couples	with	and	without	
children;	

Satisfaction	with	their	home	(dwelling	unit)	
was	highest	among	seniors,	both	single	and	
couples)		

As	with	 the	overall	 rating,	 satisfaction	with	
services	 was	 the	 lower	 of	 the	 three	
dimensions.	 Couples,	 both	 senior	 and	non-
senior	were	most	satisfied.		
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Again,	while	overall	levels	of	satisfaction	are	
reasonable,	 1	 in	 every	 4	 households	
expressed	 some	 dissatisfaction.	 Examining	
levels	 of	 dissatisfaction	 by	 household	 type	
helps	to	reveal	areas	for	attention.		

Notably	the	higher	ratings	of	dissatisfaction	
come	 from	 families,	 and	 especially	 from	
lone	parents.			

Higher	 levels	 of	 dissatisfaction	 are	 notable	
for	 their	 home	 unit	 and	 most	 particularly	
with	 the	 services	 provided	 both	 for	 couple	
families	and	lone	parent	families.			

	

Satisfaction	falls	for	longer	tenancies	

An	 interesting	 finding	 is	 that	 level	 of	
satisfaction	 is	 greatest	 for	 newer	 tenants,	
and	 this	 rating	 declines	 over	 time.	 It	 is	
possible	 that	new	tenants	have	come	 from	
challenging	 situation	 and	 are	 relieved	 to	
have	 an	 affordable	 home.	 	 Among	 newer	
tenants	(less	than	1	year,	n	=	65)	this	group	
buck	 the	 overall	 trend,	 and	 have	 a	 higher	
level	 of	 satisfaction	 with	 services	 provided	
(86%)	 than	 with	 the	 community	 (82%	 or	
dwelling	unit	(80%).		

For	those	that	have	lived	in	OCH	more	than	
one	 year	 the	 lower	 levels	 of	 satisfaction	
relate	to	services	provided.		

For	 longer-term	 tenants,	 it	 is	 possible	 that	
their	expectations	 increase	over	time.	They	

may	 be	more	 engaged	 and	more	 aware	 of	
issues	and	concerns.		

The	 results	 are	 presented	 below	 using	 the	
inverse,	 level	dissatisfied.	Here	the	concern	
of	longer-term	tenants	with	level	of	services	
provided	stands	out,	with	1	in	every	4	(24%)	
not	satisfied.		

		

Satisfaction	relates	to	maintenance	calls	

To	examine	the	issue	of	overall	satisfaction,	
results	 are	 cross-tabulated	 against	 the	
subset	 of	 respondents	 that	 had	 made	 a	
service	call	in	the	past	year.		Across	the	full	
sample	of	1007,	79%	had	called	 for	service	
(this	 was	 fewer	 than	 the	 85%	 that	
requested	maintenance	in	the	2015	survey).		

	

Those	 that	 have	 requested	 service	 have	
significantly	 higher	 dissatisfaction	 than	
those	 that	 made	 no	 calls.	 This	 suggests	
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some	 association	 with	 quality	 of	 service,	
possibly	timeliness	and	quality	of	response.	
This	 is	 explored	 further	 when	 drilling	 into	
each	service	area.		

Exploring	high	need	buildings	

In	 the	 2018	 survey	 the	 sample	 was	
structured	 to	 capture	 responses	 from	 15	
properties	 identified	 by	OCH	 as	 high	 need.	
These	 are	 properties	 characterized	 by	 a	
higher	proportion	of	high	need	tenants	and	
associated	 with	 high	 number	 from	 priority	
wait	 list,	 higher	 incidence	 of	 ODSP,	 and	
more	 frequent	 use	 of	 emergency	 services	
and	rates	of	hospitalization.		

It	 was	 anticipated	 that	 these	 properties	
might	 have	 lower	 satisfaction,	 and	 might	
skew	the	overall	results.	Surprisingly,	it	was	
found	 that	 the	 satisfaction	 levels	 of	 the	
three	 headline	 questions	 (community,	
home	 and	 services)	 was	 not	 significantly	
different	than	that	in	the	overall	sample.		

And	 while	 not	 statistically	 significant,	
satisfaction	 with	 level	 of	 service	 provided	
was	 slightly	 higher	 than	 that	 in	 overall	
sample	(75%	vs.	73%).	

	

Looking	 more	 specifically	 at	 satisfaction	
with	 level	 of	 services	 provided,	 these	 are	
generally	 high,	 and	 especially	 so	 in	 some	
buildings	(exceeding	87%	in	three	of	these).	
This	may	reflect	the	fact	that	a	higher	level	
of	service	is	provided	in	these	properties.		

At	 the	 same	 time,	 in	 a	 few	 properties	
dissatisfaction	 is	 above	 average.	 By	
collecting	 data	 for	 this	 subset,	OCH	 is	 now	
able	 to	 examine	 these	 in	 more	 detail	 and	
where	appropriate	refine	service	delivery.		
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3 Focusing on areas of dissatisfaction 

While	 stressing	 that	 the	 survey	 found	 high	
levels	of	satisfaction	and	even	with	respect	
to	services	provided	this	achieved	a	positive	
rating	 from	 73%	 of	 tenants,	 if	 OCH	 is	 to	
raise	 this	 bar	 it	 is	 necessary	 to	 investigate	
and	understand	areas	where	 some	 tenants	
express	dissatisfaction.		

Question	 4	 	 	 probed	 this	 issue,	 and	 was	
asked	 only	 to	 those	 (219)	 that	 had	
responded	 that	 they	 were	 dissatisfied	 or	
very	dissatisfied	with	services	provided.		

Q	4:	If	dissatisfied,	what	areas	of	service	are	
a	concern	to	you?	The	responses	reveal	that	
cleanliness	 and	 maintenance	 issue	 are	 the	
most	critical	areas	of	concern	64%	of	these	
219	 dissatisfied	 households	 identified	
maintenance.		

One	in	5	(19%)	also	highlighted	cleanliness,	
and	poor	 response	to	concerns.	And	safety	
concerns	were	noted	by	a	similar	19%.		

	

The	 type	 of	 concerns	 are	 quite	 similar	 to	
those	reported	in	2015.	The	one	area	where	
significant	 improvement	 is	 highlighted	 is	
with	respect	 to	after	hours	contact.	Clearly	
the	 implementation	 of	 the	 “OneNumber”	
services,	 with	 tenants	 able	 to	 speak	 to	
someone	 and	 be	 directed	 to	 appropriate	
service	 representatives,	 has	 substantially	
reduced	level	of	dissatisfaction.		

Reviewing	concerns	by	service	district	found	
few	 significant	 variations,	 although	
frequency	 of	 the	 issues	 raised	 was	
marginally	higher	in	the	Central	district.			

The	 key	 statistically	 significant	 exceptions	
were	with	respect	to	safety	concerns	(much	
higher	at	31%	dissatisfied	in	Central	district	
vs.	19%	overall);	and	services	and	supports	
offered	 (19%	 in	 Central	 district	 vs.	 14%	
everywhere).	 	 And	 dissatisfaction	 with	
timeliness	 of	 responses	 was	 higher	 in	 the	
south	 (26%)	 and	 East	 (23%)	 compared	 to	
the	19%	identifying	this	concern	overall.			
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4 Drilling into specific 
service areas 

This	 section	 presents	 findings	 across	 the	
four	 service	 areas	 examined:	 cleanliness,	
maintenance	and	pests;	safety	and	security;	
community	activities;	and	communications.	

4.1 Cleanliness, maintenance 
and pests 

Looking	 first	 at	 the	 cleanliness	 of	 indoor	
common	 areas	 covering	 lounges,	 corridors	
and	 laundry	 rooms,	 70%	 are	 satisfied	with	
cleanliness	 of	 indoor	 areas.	 Satisfaction	 is	
slightly	 higher	 for	 outdoor	 areas	 including	
playgrounds	and	lawns	at	76%.		

These	 satisfaction	 levels	 are	 not	 any	
different	from	those	recorded	in	2015.		

Respondents	 were	 asked	 if	 they	 had	
requested	a	maintenance	service	in	the	past	
year.	 The	 788	 that	 had	 requested	 service	
were	then	asked	if	they	were	satisfied	with	
the	 quality	 of	 work	 completed	 (was	 issue	
rectified	to	your	satisfaction).	

Among	 this	 group,	 30%	 were	 dissatisfied	
with	 the	 quality	 of	 work.	 Notably,	 this	 is	
higher	 than	 was	 the	 case	 in	 2015	 (when	
21%	 were	 dissatisfied).	 	 The	 change	 is	
mainly	 in	 the	 number	 “somewhat	
dissatisfied”)	

As	 discussed	 with	 respect	 to	 overall	
satisfaction	 (and	 dissatisfaction),	
maintenance	 service	 calls	 and	 associated	
responses	are	a	significant	issue	for	tenants,	
and	an	area	where	OCH	has	the	potential	to	
more	 greatly	 influence	 overall	 levels	 of	
satisfaction.		
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Pest	issues		

Pests	 and	especially	 bed	bugs	have	been	a	
serious	 challenge	 for	 OCH.	 Respondents	
were	 asked:	Have	 you	 had	 a	 pest	 problem	
(for	 example,	 cockroach,	 bedbug)	 in	 your	
building,	 unit	 or	 townhouse	 in	 the	 past	
year?	

Just	over	half	of	households	(53%)	reported	
affirmatively.	 	 Of	 these,	 only	 56%	 were	
satisfied	 with	 how	 the	 pest	 problem	 was	
addressed.	 Over	 one	 third	 (37%)	 were	
dissatisfied.		

These	 results	 were	 a	 slight	 improvement	
from	2015	when	only	49%	were	satisfied.		

For	 those	 not	 satisfied,	 probing	 with	 their	
reasons,	 the	 primary	 concerns	 were	 than	
the	problem	was	not	fully	addressed	and/or	
the	pest	issue	reoccurred.		
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4.2 Safety and security  

Among	main	areas	of	concern,	 for	 tenants,	
safety	and	security	was	second	most	noted	
among	tenants.	Probing	the	issues	of	safety	
tenants	were	asked	To	what	extent	do	you	
feel	 safe,	 (a)	 inside	 your	 home,	 (b)	 in	
common	 areas	 inside	 building,	 and	 (c)	 in	
common	areas	outside	home.		

Responses	 were:	 Not	 at	 all	 safe,	 a	 little	
unsafe,	 somewhat	 safe,	 mostly	 safe,	 and	
completely	safe.	

Not	 surprisingly	 tenants	 feel	 most	 safe	
within	 their	 home	 (83%),	 and	 feelings	 of	
safety	 decline	 for	 common	 areas	 both	
inside	 (where	 applicable)	 and	 outside	 of	
their	building.	Almost	one	in	five	(19%)	feel	
unsafe	 in	outdoor	areas	and	for	those	with	
common	 indoor	 spaces,	15%	said	 they	 feel	
“not	at	all	safe”	or	“a	little	unsafe”	there.		

An	 issue	 for	 OCH	 is	 the	 level	 of	 comfort	
some	 tenants	have	 in	dealing	with	 security	
staff.	 These	 may	 reflect	 prior	 experience	
and	 perceptions	 of	 security	 especially	
among	 immigrants,	 but	 15%	 of	 those	
responding	 to	 the	 question	 How	
comfortable	 do	 you	 feel	 contacting	 safety	
/security	staff	expressed	that	they	were	not	
comfortable	 (n	 =	 862	 after	 excluding	 no	
response	and	don’t	know).		

Comparing	 the	 2018	 result	 against	 2015,	
there	has	been	no	significant	change	in	the	
proportion	of	 tenants	 that	do	not	 feel	 safe	
in	 indoor	 common	 areas	 and	 outdoor	
spaces	within	their	community.		

It	 is	 notable	 that	 two-thirds	 (64%)	 of	 all	
respondents	have	made	no	service	calls	on	
safety	 issues	 in	 past	 year.	 23%	 made	 1-3	
calls	and	13%	make	4	or	more.			
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For	 those	 tenants	 that	 did	 make	 calls	 for	
safety	 and	 security	 service	 (n=363),	 a	
substantial	 proportion	 were	 not	 satisfied	
with	the	response,	due	to	either	timeliness		
(21%)	 or	 the	 issue	 was	 not	 satisfactorily	
resolved	(29%).		

	

Nature	of	safety	concerns	

Asked	 about	 the	 reasons	 that	 they	 feel	
unsafe,	 either	 indoors	 or	 outdoors,	 the	
dominant	 reason	 related	 to	 drug	 and	 gang	
related	activity	on	or	near	the	property.		

	

	

	

4.3 Community activities  

The	 survey	 explored	 both	 awareness	 and	
participation	 in	 organized	 community	
activities.	 Just	 under	 two	 thirds	 said	 they	
were	aware	of	various	community	activities,	
like	 seasonal	 parties,	 clean-up	 days	 and	
tenant	association	meetings),	but	only	one-
third	 of	 all	 (and	 half	 of	 those	 aware)	
participate.		

Compared	 to	 2015,	 this	 is	 a	 slight	
improvement	 (63%	 aware,	 vs.	 60%;	 and	
participation	 	 among	 those	 aware	 up	 from	
40%	to	47%).		

	

When	 probed	 for	 reasons	 they	 do	 not	
participate,	among	the	332	that	are	aware,	
almost	half	 (45%)	said	 they	were	 too	busy;	
another	14%	were	not	interested.	12%	said	
they	had	health	or	mobility	 challenges	and	
9%	 said	 they	 did	 not	 feel	 welcome	 or	 had	
issues	with	other	tenants.		

When	 asked	 about	 programs	 they	 feel	
might	benefit	their	community,	there	was	a	
very	mute	response.	Respondents	identified	
some	 adult	 and	 children	 programs	 as	
desirable,	 but	 the	 vast	 majority	 had	 no	
response	 (26%)	 or	 could	 not	 think	 of	 an	
activity	(43%).		
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Community	connectedness	

To	 assess	 how	 tenants	 feel	 about	 their	
community	and	the	extent	to	which	this	has	
helped	 to	 create	 community	 cohesion,	
tenants	 were	 asked	 a	 series	 of	 value	
statement	questions:		

• Are	you	proud	of	your	neighborhood	
• Are	 you	 comfortable	 inviting	 friends	

and	family	to	your	home	
• Have	 neighbours	 in	 this	 community	

when	you	need	help	
• Would	 community	 benefit	 from	

more	organized	social	activities?	
• Would	 community	 benefit	 from	

having	a	tenants	association,	tenant	
circle,	or	social	club	

• Should	 tenants	 have	 more	 of	 an	
opportunity	 to	 comment	 on	 issues	
that	affect	them	

• Is	 your	 participation	 important	 in	
building	 a	 healthy	 and	 safe	
community	

The	 responses	 suggest	 a	 relatively	 strong	
social	 network	 and	 pride	 in	 their	
community	 (87%).	 83%	 are	 comfortable	
inviting	others	into	their	homes.				

These	questions	also	identified	some	issues	
of	 social	 isolation	 –	 23%	 said	 they	 don’t	
have	 neighbours	 whom	 they	 can	 count	 on	
when	they	need	help.		

Responses	 about	 the	 need	 for	 community	
activities	as	a	way	to	strengthen	community	
generated	limited	support.		

Fewer	 than	 50%	 feel	 their	 community	
would	benefit	from	a	tenants	association	or	
social	 club	 or	 more	 organized	 activities	

	



	

4.4 Communications and staff 
interaction 

Asked	 about	 how	 they	 typically	 contact	
staff,	 three	 quarters	 of	 households	 usually	
call	 by	 phone;	 20%	 like	 to	 visit	 an	 office	
(remained	don’t	know/no	response)		

In-person	 visits	 to	 the	 district	 office	 are	
quite	 infrequent.	 A	 very	 small	 number	 of	
tenants	 visit	 frequently,	 but	 three-quarters	
half	 go	 less	 than	 once	 per	month	 and	 one	
quarter	never	visit	an	office.		

The	 number	 responding	 that	 they	 never	
visit	has	gone	up	from	22%	in	2015	to	28%.		

With	 the	 implementation	 of	 the	
OneNumber	 telephone	 service	 since	 the	
2015	 survey,	 overall	 dissatisfaction	 with	
staff	 contact	 has	 significantly	 improved	
(dissatisfaction	 with	 after	 hours	 contact	
declined	from	29%	in	2015	to	4%	in	2018).	

In	 questioning	 tenants	 satisfaction	 in	
dealing	with	staff	at	OneNumber,	two	thirds	
are	 completely	 satisfied;	 only	 6%	 felt	 they	
were	not	connected	to	the	right	person	and	
7%	were	 not	 satisfied	 that	 their	 voice	was	
heard	and	issue	correctly	addressed.		

With	 respect	 to	 treatment	 by	 staff,	 when	
asked	 about	 any	 dealings	 with	 OCH	 staff	
and	 if	 they	 had	 been	 respectful	 and	
professional,	 82%	 mostly	 or	 completely	
agreed.	Only	4%	said	they	felt	that	were	not	
treated	well.		
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Use	of	Internet	and	on-line	services	

As	 OCH	 seeks	 to	 evolve	 its	 services,	 it	 is	
interested	 in	 the	 extent	 to	 which	 tenants	
have	access	 to	 the	 Internet	 and	would	 like	
access	some	services	on-line.	

Three	 quarters	 of	 tenants	 have	 Wi-Fi	
access.	 The	 form	 of	 access	 varies	 between	
computer	 (59%),	 tablets	 (9%)	 and	 smart	
phones	(26%).	Some	71%	can	access	within	
their	home;	others	access	elsewhere.		

Among	 the	 756	 that	 have	 access	 there	 is	
some	ambivalence	about	accessing	services	
online	 (e.g.	 maintenance	 request,	 income	
verification).	A	small	majority	(58%)of	those	
with	 access	 would	 like	 to	 access	 on-line	
services,	 39%	 said	 they	 are	 not	 at	 all	
interested.		

Closely	 correlated	 to	 this,	 among	 all	 1007	
responses	 69%	wish	 to	 still	 have	 option	 to	
visit	 an	 office	 to	 access	 services	 (only	 9%	
said	they	do	not).		

And	while	 three	quarters	have	wife	access,	
the	most	 frequent	 form	 of	 communication	
is	via	traditional	mail.	Even	combined,	email	
(20%)	 and	 text	messaging	 (5%)	 generate	 a	
lower	response	that	traditional	mails	(32%).		

This	 suggests	 that	 it	 will	 be	 necessary	 to	
sustain	 access	 with	 a	 physical	 office,	
especially	 for	 those	 without	 online	 access,	
but	 it	may	be	possible	to	gradually	add	on-
line	services	and	enable	tenants	to	migrate	
to	 more	 reliance	 on	 that	 form	 of	
interaction.		
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5 Areas for Improvement 

The	 final	 question	 circled	 back	 to	 highlight	
key	concerns	and	areas	for	improvement.	It	
asked:	“If	there	were	two	areas	where	you'd	
like	 to	 see	 services	 improved,	 what	 would	
they	be?”	

All	1007	contacts	were	asked	and	each	was	
permitted	 to	 identify	 two	 choices.	 It	 is	
notable	 that	 15%	 did	 not	 identify	 any	
specific	 first	 choice	 area	 for	 improvement	
(suggesting	 they	 are	 reasonably	 satisfied)	
and	a	further	28%	had	no	second	choice.	

Consistent	with	 reasons	 for	 dissatisfaction,	
asked	 early	 in	 the	 survey,	 the	 single	 most	
frequent	 area	 was	 related	 to	 aspects	 of	
maintenance	 (including	 building	
maintenance,	building	cleanliness,	repairs	in	
my	 home).	 40%	 of	 all	 tenants	 identified	
some	 aspect	 on	maintenance	 as	 their	 first	
choice.	

The	 second	 most	 identified	 (15%	 of	 first	
choice)	 was	 safety	 and	 security;	 and	 third	
was	 pest	 issues	 and	 remediation	 (14%	 of	
first	choice).		
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6 Conclusions and suggestions  

After	initiating	a	tenant	satisfaction	survey	in	2015	as	a	baseline	for	comparison.	It	is	possible	in	
this	2018	review	to	examine	trends	and	 improvements	since	2015.	As	an	operational	 tool	 for	
OCH	this	provides	valuable	insight	to	focus	on	areas	where	levels	of	satisfaction	are	not	as	high	
as	they	could	be.	Put	another	way,	by	identifying	areas	of	dissatisfaction	is	it	possible	to	design	
and	implement	specific	changes	in	operating	practice.	

The	largest	operational	change	since	2015	was	the	implementation	of	the	OneNumber	service.	
These	 results	 reveal	 that	 this	 initiative	 has	 had	 significant	 impact	 in	 improving	 the	 quality	 of	
communications	and	access	to	services	for	tenants.		

Levels	of	service	and	especially	maintenance	and	repair	remain	the	single	largest	concern	and	
challenge	 for	 OCH.	 In	 addition	 to	 reducing	 response	 times,	 quality	 of	 service	 and	 effective	
completion	of	repair	work	could	go	a	long	way	to	improving	services	satisfaction.			

As	electronic	communications	continue	to	expand	and	evolve,	there	is	an	opportunity	for	OCH	
to	gradually	introduce	on-line	services.	The	result	of	the	survey	do,	however,	suggest	a	need	for	
a	 cautious	 approach,	 as	 some	 households	 lack	 access	 while	 others	 with	 access	 express	
reservations	about	using	services	on	line.		

Overall,	both	 in	comparison	to	other	mid-large	providers,	and	more	 importantly	compared	to	
OCHs	own	earlier	results,	the	level	of	tenant	satisfaction	with	their	homes	and	with	the	services	
provided	are	relatively	good.	That	said	OCH	has	achieved	only	a	“B”	grade	rating.	As	a	strategic	
goal,	and	aspiration	there	is	room	to	pursue	an	"A"	grade	over	the	next	2	years.			

	


