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CHIA NSW is the industry peak body for community housing providers in New South Wales. We also 

provide services to many community housing providers around Australia. Our independence, our 

knowledge of the industry, and our commitment to tenant engagement means we deliver an impartial 

and in-depth analysis of the information provided to us by tenants. CHIA NSW has developed its 

tenant satisfaction survey to include a range of good practices. CHIA NSW also manages the most 

comprehensive tenant satisfaction benchmarking service in Australia. 

Using CHIA NSW brings significant benefits, including an impartial and independent data collection 

and analysis service, access to best practice questions, and entry into CHIA NSW’s tenant 

satisfaction benchmarking group. 

This report provides the findings of the independent tenant satisfaction survey conducted by the 

Community Housing Industry Association (CHIA) NSW on behalf of Argyle Housing in 2023. 

The aims of this survey are to: 

• Establish levels of tenant satisfaction with services in line with the National Regulatory System 

for Community Housing (NRSCH). 

• Benchmark performance levels against CHIA NSW’s tenant satisfaction benchmarking group. 

• Inform future service delivery improvements.    

Section 1: Introduction 
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The core questions used in this survey were developed following an extensive year-long consultation 

between CHIA NSW and various levels of the community housing sector, including housing peak 

bodies, community housing providers, and community housing tenants. The survey methodology 

used by CHIA NSW, including selected response scales and options, was informed by HouseMark’s 

best practice customer satisfaction framework for the UK housing sector (Survey of Tenants and 

Residents; STAR), Guidelines laid out by the National Regulatory System for Community Housing 

(NRSCH) were also closely considered in the design of the survey. Including additional questions 

requested by Argyle Housing to obtain insights for their strategic decision-making, the survey 

captured information in the following categories and service areas:  

 

1. About you/Demographics 

2. Housing services 

3. Complaints and appeals 

4. Recent clients 

5. Repairs and maintenance 

6. Planned maintenance  

7. Neighbourhood  

8. Communication 

9. Engagement 

10. Priorities 

11. Quality of life and wellbeing 

12. Other comments 

 

A census approach was used, and all 2,443 households managed by Argyle Housing were invited 

to participate in the survey.  

Fieldwork (when tenants are asked to complete the survey) commenced on 24th April and ended on 

19th May 2023. Paper questionnaires were posted to all households along with a prepaid return 

envelope and cover letter. The cover letter also contained information providing tenants with the 

option to complete the survey online.  

To facilitate survey participation among tenants, Argyle Housing: 

• Allocated Housing Officers to administer the survey via a tablet during housing visits.  

• Provided prize draws: 1st prize - $1500 voucher, 2nd prize - $500 voucher, 3rd prize (x 7 

across office locations) - $100 gift vouchers. 

• Sent SMS prompts on 1 May and 5 May. 

Section 2: Methodology 
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By the closing date of 15th May, CHIA NSW received a total of 1711 responses all of which were 

valid1, representing an overall valid response rate of 70%. This is well above both the NRSCH 

threshold (25%) and the CHIA NSW’s benchmark average (37%).    

In this report, combined satisfaction rates are derived by adding the percentage of responses in the 

‘fairly satisfied’ and ‘very satisfied’ categories. Combined dissatisfaction rates can be understood as 

the sum of the percentage of responses in the ‘fairly dissatisfied’ and ‘very dissatisfied’ categories.  

Please note that percentages may not add to 100% due to rounding.  

 

Statistical reliability  

The margin of error is the range of accuracy for a question. The confidence level tells you how sure 

we are of this result. For this survey, the margin of error for a response receiving a score of 50% is 

+/- 1.3 with a 95% confidence level.  

To elaborate on what a margin of error of +/- 1.3 implies: if 50% of tenants pick ‘yes’ to a yes/no 

question, we can be 95% confident that if the question had been asked to all tenants, between 48.7% 

(50 – 1.3) and 51.3% (50 + 1.3) would have picked that answer (assuming a representative sample 

completed the survey). By way of example, if 90% of tenants pick ‘yes’ to a yes/no question, then 

margin of error would be smaller at +/- 0.78. 

This means that when analysing the results using a base of all tenants, Argyle Housing can have a 

high degree of confidence that the views of the interviewed sample are representative of the bigger 

tenant population. 

Of note, the margin of error differs for each question; it is dependent on the number of responses 

received, as well as the spread (variability) of responses for each question. Further, where sub-group 

numbers are small (comprise of few tenants), the margin of error is larger and results should be 

interpreted with more caution. 

 

  

 

1 CHIA NSW has adopted the NRSCH definition of a valid response based on guidance in NRSCH (2014) Registration Return Guide 
(1.4.3: Numbers of surveys returned). 
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Statistical significance 

Statistical significance is the likelihood that a relationship between two or more variables is caused 

by something other than chance.  

Data in this survey has been tested for statistical significance using the z-test at the 95% confidence 

interval. Undertaking the z-test confirms that the occurrence of a particular effect (such as changes 

in satisfaction between survey years) did not occur by chance alone. In other words, if a result is 

statistically significant, we can be 95% sure that this has not happened by chance. 

Any statistically significant differences or changes in satisfaction levels will be identified within the 

report. 
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Section overview 

This section summarises the key findings from Argyle Housing’s 2023 tenant survey.  

 

Key findings 

All three NRSCH targets (overall satisfaction, condition of home and repairs and maintenance) 

were met or surpassed.  Overall satisfaction was 85%, ten points above the regulatory threshold.  

Satisfaction with property condition was 81%, six points above the threshold and satisfaction with 

repairs and maintenance was 79%, four points above the threshold (See section 5 for detail). 

When compared to CHIA NSW’s industry benchmark indicator set, Argyle Housing was above the 

benchmark for twelve of seventeen measured indicators recorded. While five indicators were below 

the benchmark.  

 

• Indicators above the benchmark were appeal knowledge, with 54% satisfied (9% points 

above), complaints knowledge, with 77% satisfied (7% points above), and tenants’ ability to 

influence provider’s decision-making, with 64% satisfied (4% points above).  

 

• The indicators which scored furthest below the benchmark were: satisfaction with 

neighbourhood, with 81% satisfied (2% points below), satisfaction with property condition, 

with 81% satisfied (1% points below), and tenants’ rights upheld, with 81% satisfied (1% 

points below). (See section 6 for detail). 

• In terms of historical comparisons, an increase was recorded for three indicators. For example, 

indicators “repairs: contractor called to make appointment”, with 80% satisfied (up 1% points) 

and “life has improved since living in an Argyle property”, with 74% satisfied (up 1% points). 

However, twenty-two indicators recorded a significant fall. For example, indicator “planned 

Maintenance: neat and tidy” observed a statistically significant fall, with 82% satisfied (7% points 

below). In addition to this, “planned Maintenance: support received” also recorded a significant 

fall with 80% satisfied (7% points below,) - see section 6 for detail.   

• Regression analyses confirmed that fair treatment and tenants’ rights upheld are significant 

leading predictors for overall satisfaction.  

 

Section 3: Executive Summary 
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Recommendations 

Argyle Housing has performed well on their tenant satisfaction survey. All three NRSCH thresholds 

were met, and 12 of 17 measured benchmarking indicators were outperformed. However, Argyle 

Housing may consider focusing on indicators which are below the benchmark threshold. 

Neighborhood Satisfaction with the neighbourhood as a place to live has decreased by 1% point 

for this year. In addition to this it is also 2% short of the benchmark. Changing the tenants’ 

perceptions of their local area is a complex challenge, as this may involve changes to system-level 

processes that community housing providers have limited influence over. Making the neighbourhood 

a better place to live may require partnership working, community support and tenant engagement. 

Property condition This indicator fell by 2% points from the last survey and 1% points below the 

CHIA NSW benchmark. However, improving the condition of homes likely requires larger investment 

than the changes to the repairs service. It is perhaps worthwhile exploring the reasons for the falls 

in satisfaction with the condition of home to understand how improvements can be targeted. A 

starting point may be to examine tenants’ written comments collected in the comments toolkit in 

detail to drill deeper into what the drivers of dissatisfaction are.  

Tenants’ Rights Upheld Satisfaction that tenants’ rights are upheld is below the CHIA NSW 

benchmark, with 82% satisfied (below 1% points). Focusing on ensuring that tenants are aware of 

what their rights are and enhancing their satisfaction that their rights are upheld will have a positive 

impact across the service. Providing easily locatable links for tenant rights information and ensuring 

information is distributed in accessible languages for your tenants to understand, would enhance 

tenants’ satisfaction that their rights are upheld. Regularly soliciting feedback from tenants and 

conducting a thorough review of their complaints process can offer valuable insights into their 

concerns. These suggestions may help to improve performance for this indicator, along with other 

measures. 

Repairs and maintenance Satisfaction with repairs and maintenance also recorded a significant fall 

with 79% satisfied (3% points down). Argyle Housing should ensure that it continues to learn from 

the repair and maintenance processes to try to bring about improvements in these indicators. 

Streamline the process to ensure that complaints are addressed promptly and effectively. This 

includes conducting thorough investigations, communicating the progress of the resolution, and 

ensuring that the necessary steps are taken to address and resolve the concerns raised by tenants. 

Several of the repairs and maintenance indictors recorded statistically significant falls in satisfaction, 
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including “Planned Maintenance: Neat and tidy”, “Planned Maintenance: Support received”, 

“Planned Maintenance: Quality” and “Repairs: Staff helpful”. Suggestions are to also bring 

improvements in these indicators to improve overall service. 

Headline Key Driver Findings (Section 4) – Implications for Service Delivery 

 

• Fair treatment emerges as a clear focus area. Given the impact of this service area on 

overall satisfaction, it is noted that tenants’ satisfaction that they are treated fairly for this year 

is 88%. 

 

• Tenants’ rights upheld was the second leading predictor of overall satisfaction.  

 

• Communication was also a significant predictor of overall satisfaction.  
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Key driver (regression) analyses are statistical procedures which serve to identify which among a 

set of variables competitively predict a given outcome. In the context of tenant satisfaction surveys, 

regression analyses can be used to identify significant and leading predictors of overall tenant 

satisfaction and offer a more objective basis from which prescriptions can be made. 

Regression analyses were performed to identify significant and leading predictors of overall tenant 

satisfaction. Key findings include: 

• Fair treatment emerges as a clear focus area. Given the impact of this service area on 

overall satisfaction, it is noted that satisfaction with fair treatment for this year is 88%. 

 

• Tenants’ rights upheld was the second leading predictor of overall satisfaction. Satisfaction 

with tenants’ rights upheld has recorded a statistically significant decrease for this year (down 

2% points) and now 82% satisfied.  

 

• Communication was also significant predictor of overall satisfaction. it is noted that 

satisfaction with communication has recorded a 4%-point decrease from last year (now 84% 

satisfied).  

Section 4: Key Driver Analysis 

Table. Regression analysis predicting satisfaction with overall satisfaction   

Indicator β 

Fair treatment .29* 

Tenants’ rights upheld .27* 

Communication .13* 

Repairs and maintenance .11* 

Value for money .06* 

Non-significant predictors:  

Quality of repair 

Condition of home 
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                     β = index of predictive value; higher numbers = higher predictive value 

                    * = statistically significant 

 

Neighbourhood 

Tenant involvement 

Listen to and act on views 



 

 

 
 

 

Argyle Housing                                     PAGE 12   

 

NRSCH thresholds 

Overall Satisfaction Condition of Home Repairs & Maintenance 

85% 81% 79% 
Above NRSCH Threshold of 75% Above NRSCH Threshold of 75% Above NRSCH Threshold of 75% 

Key Indicator set; Direction of travel 

3 Response rate 2 Tenants’ rights upheld 

1 Quality of life 2 Property condition 

0 Overall satisfaction 3 Ability to influence provider’s decision-making 

1 Complaints handling 3 Repairs and maintenance 

1 Information provision 3 Value for money 

1 Neighbourhood 3 Listening and acting on tenants’ views 

2 Appeal knowledge 3 Tenant involvement 

2 Complaints knowledge 4 Communications 

2 Repair quality   

Key Indicator set; Comparison to benchmark 

+33 Response rate +2 Overall satisfaction 

+9 Appeal knowledge +1 Repairs and maintenance 

+7 Complaints knowledge +1 Repair quality 

+4 Ability to influence provider’s decision-making 0 Value for money 

+3 Listening and acting on tenants’ views 0 Quality of life 

+3 Complaints handling -1 Tenants’ rights upheld 

+3 Information provision -1 Property condition 

+2 Tenant involvement -2 Neighbourhood 

+2 Communications   

 

Section 5: Performance Overview 
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Comparisons to CHIA NSW’s benchmarking group 

CHIA NSW’s tenant satisfaction benchmarking group is an expanding reference group with 43 

unique community housing providers (CHPs) currently participating. There are currently 22 sets of 

data from NSW-based CHPs and 21 sets of data from national or interstate CHPs – 1 from NT, 2 

from WA, 3 each from Queensland and Victoria, 6 from South Australia, and 6 nationally-operating 

CHPs. The CHPs in the benchmarking group are generally medium to large organisations with 27 

Tier One CHPs, 15 Tier Two CHPs, and 1 Tier Three CHP participating. CHIA NSW’s benchmarking 

tool allows comparisons by both Location (NSW vs. Other) and Tier (1 vs. 2/3).   

The data shown in the benchmarking comparison is based on the most recent six-monthly update of 

data, dating collectively from July 2014 to December 2022. Twelve sets of data have been updated 

since the last six-monthly update (June 2022) as new and existing members conducted their surveys 

with CHIA NSW.  

Overall, Argyle compares very well to the CHIA NSW benchmarks. As well as exceeding the 

response rate benchmark by 33% points, awareness of how to appeal (+9 points) or complain (+7) 

were very high. The worst performing indicator when compared to the benchmark is satisfaction with 

the neighbourhood as a place to live at just 2% points below the benchmark.   

 CHIA NSW 
Benchmark 

Argyle 2023 Difference 

Response rate 37% 70% +33 

Appeal knowledge 45% 54% +9 

Complaints knowledge 70% 77% +7 

Ability to influence provider’s decision-making 60% 64% +4 

Listening and acting on tenants’ views 70% 73% +3 

Complaints handling 49% 52% +3 

Information provision 84% 87% +3 

Tenant involvement 74% 76% +2 

Communications 82% 84% +2 

Overall satisfaction 83% 85% +2 

Repairs and maintenance 78% 79% +1 

Repair quality 79% 80% +1 

Section 6: Comparative Analyses 
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Value for money 83% 83% 0 

Quality of life 74% 74% 0 

Tenants’ rights upheld 83% 82% -1 

Property condition 82% 81% -1 

Neighbourhood 83% 81% -2 
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Historical comparisons  

The table below summarises the differences for key indicators year-on-year. There are statistically 

significant decreases for seven indicators, including satisfaction with contractors leaving home neat 

and tidy after planned maintenance work (down 7% points) and support received during planned 

maintenance work (also down 7% points). Other statistically significant falls were: a 4% point drop 

in satisfaction with communication; a 3% point drop in satisfaction with repairs staff being helpful; a 

3% point fall in satisfaction that views are listened to an acted upon; a 3% point fall in satisfaction 

with value for money, and a 3% point fall in satisfaction with tenant involvement.  

No indicators recorded a statistically significant increase.   

Indicator  A. 2019 B. 2021 C. 2023 
Change 
(2023-
2021) 

Response rate 60% 67% 70% 3 

Repairs: Contractor called to make appointment 78% 79% 80% 1 

Life has improved since living in an Argyle property 68% 73% 74% 1 

Overall satisfaction with Argyle 82% 85% 85% 0 

Complaint handling 56% 53% 52% 1 

Satisfaction with information provision  86% 88% 87% 1 

Satisfaction with neighbourhood as a place to live 79% 82% 81% 1 

Aware of rights and responsibilities 78% 81% 80% 1 

Repairs: Call answered in a timely manner 84% 85% 83% 2 

Repairs: Quality of repair 80% 82% 80% 2 

Complaint knowledge 77% 79% 77% 2 

Rights as a tenant are upheld 82% 84% 82% 2 

Appeal knowledge 49% 56% 54% 2 

Understand how rent is calculated 70% 76% 74% 2 

Satisfaction with condition of home 74% 83% 81% 2 

Planned Maintenance: Minimising disruption - 87% 84% 3 
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Ability to influence decision making 61% 67% 64% 3 

Satisfaction with repairs and maintenance services 78% 82% 79% 3 

Value for money for rent 82% 86% 83% 3* 

Tenant involvement  77% 79% 76% 3* 

Listening to views and acting on them 74% 76% 73% 3* 

Repairs: Staff helpful 90% 89% 86% 3* 

Satisfaction with communication  85% 88% 84% 4* 

Planned Maintenance: Quality - 90% 85% 5 

Planned Maintenance: Support received - 87% 80% 7* 

Planned Maintenance: Neat and tidy - 89% 82% 7* 

* Statistically significant change 
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NRSCH Thresholds 

The NRSCH sets a 75% threshold for overall satisfaction, satisfaction with condition of home, and 

satisfaction with repairs and maintenance. The table below provides a summary of overall combined 

satisfaction2 with these key service areas, and a comparison of Argyle Housing’s 2023 results to 

NRSCH thresholds. 

Indicator Argyle  
NRSCH 

Threshold 
Difference  

Housing services  85% 75% +10 

Repairs 79% 75% +4 

Condition of home 81% 75% +6 

 

  

 

 

2 The combined satisfaction rate is calculated by adding the percentage of responses in the ‘fairly satisfied’ and ‘very satisfied’ 

categories 
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SWOR Matrix  

The chart on the next page plots the change in satisfaction for Argyle Housing (2021 vs 2023) and 

the difference between Argyle 2023 and the current CHIA NSW benchmark (Argyle Housing vs the 

benchmark) for key service areas.  This analysis helps to identify which areas are most in need of 

attention. The areas that are both below the benchmark and falling year-on-year are identified as the 

areas of greatest concern.  These appear in the ‘weakness’ quadrant.  Areas above the benchmark 

and which are rising year-on-year can be considered ‘strengths’. 

 

 

 

 

 

 

 

 

 

 

 

  

Section 7: Strengths, Weaknesses, 

Opportunities, Risk 
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The SWOR chart shows that the main areas of weakness are condition of home, tenant rights and 

neighbourhood as a place to live. No aspects are plotted squarely in the strength quadrant. The 

majority of indicators are plotted in the risk category, having fallen but remaining above the 

benchmark.  
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The two charts below list the indicators with the highest levels of satisfaction and dissatisfaction.  

The highest positive score was for satisfaction with treating residents fairly (88%) followed by 

satisfaction with information provision (87%). Repairs staff also rated well, for example 86% were 

satisfied that staff were helpful and attentive and 85% were satisfied that the contractors were 

respectful and kept the property clean and tidy. 

 

 

 

 

 

 

 

 

 

Treating tenants fairly

Information provision

Repairs: The staff were helpful and attentive

Repairs: The contractor(s) was respectful and kept the area clean

Satisfaction with out-of-hours emergency repairs service*

PM: Quality of the upgrade work

Overall satisfaction

Communication

PM: Minimising disruption during the upgrade

Value for money for rent

87%

84%

83%

85%

85%

84%

86%

85%

88%

85%

* Those who used the emergency repair service
PM="Planned Maintenance"

Top scoring items (% Positive)

Section 8: Best and Worst Performing 

Areas 
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The highest negative scores were all linked to the complaints handling process.   

 

 
 

 

Neighbourhood as a place to live

Repairs: If the repair was not completed, I was told why and when it would be dealt with

Recent tenants: Condition of your home when first moved in

PM: Contractor left home neat and tidy

Complaints: Easy to make complaint

Complaints: The information and advice provided by staff

Complaint handling

Complaints: Kept informed about the progress

Complaints: The outcome of complaint

Complaints: Speed of complaint handling

11%

12%

13%

22%

33%

35%

13%

12%

37%

35%

Low scoring items (% Negative)



 

 

 
 

 

Argyle Housing                                     PAGE 22   

 

Housing services are the core business of every community housing provider. This section examines 

various aspects of the housing management service including overall satisfaction; tenant rights; rent; 

and property inspections.  

• Overall satisfaction with housing services is unchanged at 85% which is comfortably above 

the NRSCH threshold of 75% and 2% points above the CHIA NSW benchmark. 

• 80% of tenants are aware of their rights and responsibilities as a tenant, and 82% are satisfied 

that their rights as a tenant are upheld. The 2% point fall from 2021 brings the latter indicator 

back below the CHIA NSW benchmark of 83%. 88% are satisfied that Argyle treats residents 

fairly. 

• 74% of tenants understand how their rent is calculated, and 83% were satisfied with the value 

for money for the rent they pay. The latter indicator has recorded a statistically significant 3% 

point fall since 2021 meaning Argyle Housing is now on par with the CHIA NSW benchmark 

of 83%. 

• Finally, 88% have had a property inspection in the lasts 12 months. 

 

 

Overall satisfaction

Aware of rights and responsibilities

Tenant rights upheld

Treating tenants fairly

Understand how rent is calculated

Value for money for rent

Had a property inspection in last 12 months

80%

88%

74%

82%

83%

85%

88%

85%

86%

84%

76%

81%

70%

82%

78%

82%

82%

2019

2021

2023

Housing Services

Section 9: Housing Services 



 

 

 
 

 

Argyle Housing                                     PAGE 23   

 

Community housing tenants have the right to appeal certain decisions made by community housing 

landlords. In order to ensure that tenants’ rights are upheld, and that procedural fairness and natural 

justice is maintained, it is essential that the appeals process is clear, fair, effective and well 

publicised. It is also important that tenants feel they can complain effectively if they perceive that an 

aspect of service is not operating properly.  

• 77% of tenants reported knowing how to make a complaint to Argyle Housing. A smaller 

proportion, (54%), reported knowing how to appeal a decision made by Argyle Housing. 

Aside from the response rate, these are the best scoring indicators in comparison to the CHIA 

NSW benchmarks.   

• 18% had made a complaint to Argyle in the last 12 months. These tenants were asked to 

rate their satisfaction with the complaints handling service, and 52% were satisfied with the 

way their complaint was handled.  This indicator is 3% points above the CHIA NSW 

benchmark of 49%.  

 

  

Appeal knowledge

Complaint knowledge

Made a complaint to Argyle Housing in the last 12
months

Complaint handling

77%

18%

52%

54%

53%

56%

79%

20%

24%

56%

77%

49%

2019

2021

2023

Complaints and Appeals

Section 10: Complaints and Appeals 
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In addition to the question about overall satisfaction with complaints handling, a series of more 

detailed question about the complaints process was included in the 2023 survey. While the results 

are some of the least positive recorded, this is an area in which it is very challenging to achieve high 

scores. Furthermore, readers should be mindful of the fact that the overall satisfaction with 

complaints handling indicator for Argyle was 3% points about the benchmark CHIA NSW benchmark. 

• 75% were satisfied with how easy it was to make the complaint. 

• 63% were satisfied with the information and advice proved by staff. 

• 49% were satisfied with how well informed they were kept about the progress of their 

complaint. 

• 47% were satisfied with the speed with which the complaint was dealt with.  

• 45% were satisfied with the outcome of the complaint. 

 

 

How easy it was to make your complaint

The information and advice provided by staff

How well you were kept informed about the progress of your
complaint

The speed with which your complaint was dealt with

The outcome of your complaint

75%

49%

47%

63%

45%

Complaints Handling
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A quarter of tenants (25%) had moved into an Argyle home within the last 2 years. When asked 

about the home they moved into, 81% were satisfied with the condition of the property that they had 

been provided.  

 

Moved home in the last 2 years

How satisfied or dissatisfied were you with the condition of your
home when you first moved in?*

81%

25%

*Those who have moved in within the last 2 years.

Recent Tenants

Section 11: Recent Tenants 
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Community housing tenants have a right to live in well-maintained properties and international 

research suggests that repairs and maintenance is an important driver of overall tenant satisfaction3. 

The NRSCH also considers the condition of the home and satisfaction with repairs and maintenance 

as key factors, with threshold targets of 75% set for each indicator.  

• Satisfaction with the condition of the home recorded marginal 2% point fall. The figure of 81% 

is just 1% point short of the CHIA NSW benchmark and comfortably above the NRSCH 

threshold of 75%.   

• 79% of tenants reported they were satisfied with the repairs and maintenance service 

provided by Argyle Housing. The 3% point fall from 2021 means that Argyle Housing is now 

just 1% point above the CHIA NSW benchmark and 4% points above the NRSCH threshold.   

 

 

 

 

3 Hood and Smedley (2009) How to develop and monitor local performance measures, House Mark 

 

Condition of home

Repairs and maintenance

79%

81%

83%

82%

74%

78%

2019

2021

2023

Repairs and Maintenance Overall

Section 12: Repairs and Maintenance 
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Are you in a leasehold property
(private rental)?

Have you reported a repair to
Argyle Housing in the last 12

months?

15%

62%

32%

22%

68%

Yes

No

Unsure

Repairs Reports

With your housing manager

With repairs team

Via email

Via client portal

In person

4%

45%

7%

18%

42%

Method of Report

Some more detailed questions about the repairs and maintenance service were included to help 

understand this important service area. 22% of tenants reported that they live in leasehold (private 

rental) properties while 62% reported that they are not in leasehold properties and 15% were unsure. 

68% had reported a repair in the last 12 months. Of these, 45% had reported the repair with the 

repairs team and 42% had made the report with their housing manager.    

 

 

 

 

 

 

 

 

 

  



 

 

 
 

 

Argyle Housing                                     PAGE 28   

 

Those who had received a repair were asked to rate different aspects of the service. Where historical 

data is available (several changes were introduced in the 2023 survey) most results were 

comparable with those from previous years, though there was one statistically significant 3% point 

fall. 

• 83% were satisfied that their call was answered in a timely manner or their message was 

returned promptly. 

• 86% were satisfied that staff were helpful and attentive (a statistically significant fall 

compared to 2021, 89%). 

• 80% were satisfied that the contractor(s) called to make an appointment. 

• 85% were satisfied that the contractor(s) was respectful and courteous towards them and 

their property and kept the area clean. 

• 63% reported that if their repair was not completed, they were told why and when it would be 

(25% gave a neutral response, suggesting that their report had been completed first time) 

• 80% were satisfied with the quality of the repair overall, compared to a benchmark of 79%.  

 

 

My call was answered in a timely manner

The staff were helpful and attentive

The contractor(s) called to make an appointment

The contractor(s) was respectful and kept the area
clean

If the repair was not completed, I was told why and
when it would be dealt with

Overall quality of the repair carried out

80%

86%

63%

80%

85%

83%

89%

85%

79%

82%

78%

90%

80%

84%

2019

2021

2023

Repairs and Maintenance Service
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Around one in five tenants (19%) had used the out-of-hours repairs service in the last 12 months. 

85% of these were satisfied with the service that they received.  

 

 

 

  

Used out-of-hours emergency repairs service

Satisfaction with out-of-hours emergency repairs
service*

19%

85%

85%

19%

86%

22%

2019

2021

2023

Emergency Repairs Service
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Turning to planned maintenance, 15% have had upgrade work carried out on their property in the 

last two years. When asked about their experience of the process, some of the largest falls in 

satisfaction since 2021 were recorded. 

• 80% were satisfied with the support that they received before and during the work (down a 

statistically significant 7% points). 

• 84% were satisfied with the steps taken to minimise disruption during the work (down 3% 

points). 

• 82% were satisfied that the contractor left their home neat and tidy (down a statistically 

significant 7% points). 

• 85% were satisfied with the quality of the repair work (down 5% points). 

 

 
 

  

The support received from Argyle Housing before
and during the work

The steps that were undertaken to minimise
disruption during the upgrade

The contractor left my home neat and tidy once the
upgrade had been completed

Overall, how satisfied or dissatisfied were you with
the quality of the upgrade work?

80%

82%

84%

85%

89%

87%

90%

87%

2021

2023

Planned Maintenance

Section 13: Planned Maintenance 
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81% were satisfied with their neighbourhood as a place to live (a 1% point fall from 2021 and 2% 

points below the CHIA NSW benchmark).  

Tenants were asked how much, if at all, their life has improved since living in an Argyle property. 

74% reported that their life had improved, a 1% point increase from 2021 and on par with the CHIA 

NSW benchmark of 74%. 

 

  

Neighbourhood as a place to live

Quality of life has improved since living in an Argyle
Housing property

81%

74%

82%

73%

68%

79%

2019

2021

2023

Neighbourhood and Quality of Life

Section 14: Neighbourhood and Quality of 

Life 
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For the first time in Argyle Housing’s 2023 survey, tenants were presented with a list of different 

types of antisocial behaviour and neighbourhood issues. For each, they were asked to indicate if it 

was a major problem, a minor problem or not a problem at all.  

The issues reported by the highest proportion of tenants to be problematic were noisy neighbours 

(35% a problem), rubbish or litter (27% a problem) and drunk or rowdy behaviour (25% a problem). 

 
 

When the data is broken by region, the tenants living in Ainslie consistently gave less positive 

responses. Responses from Young and Yass were mixed, as were those from Wagga / Albury. 

Scores from other regions were generally positive. The scores are shown in the table below.  

 

Indicator 

Total A. 
Gunga
hlin & 

Conder 

B. 
Quean
beyan 

C. 
Goulbu

rn & 
Crookw

ell 

D. 
Ainsli
e 

E. 
Young 
& Yass 

F. 
Bowral 

G. 
Griffith 

H. 
SWS 

(Camp
belltow

n) 
 

I. 
Wagga

/ 
Albury 

Rubbish or litter 
27% 

(1616) 

24% 
(72) 
D 

28% 
(103) 
DG 

18% 
(55) 
DI 

60% 
(81) 

ABCEF
GHI 

24% 
(221) 
DG 

23% 
(357) 
DGI 

13% 
(105) 

BDEFH
I 

27% 
(382) 
DG 

32% 
(240) 
CDFG 

Abandoned or burnt vehicles

Services available in your area (e.g. schools, doctors)

Racial or other harassment

Vandalism and graffiti

People damaging your property

Transport available in your area

Disruptive children/teenagers

Other crimes

Safety of your home

Drug use or dealing

Problems with pets and animals

Drunk or rowdy behaviour

Rubbish or litter

Noisy neighbours

9%

9%

14%

19%

13%

12%

23%

27%

20%

35%

25%

12%

15%

15%

Antisocial Behaviour (% 'a problem')

Section 15: Neighbourhood 
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Noisy neighbours 
35% 

(1611) 

35% 
(72) 
DG 

30% 
(103) 

D 

23% 
(5) 
DEI 

67% 
(81) 

ABCEF
GHI 

38% 
(222) 
CDG 

35% 
(357) 
DG 

19% 
(105) 

ADEFH
I 

34% 
(373) 
DG 

37% 
(241) 
CDG 

Problems with pets and 
animals 

23% 
(1611) 

17% 
(72) 

E 

18% 
(102) 

E 

13% 
(55) 
E 

24% 
(79) 

30% 
(223) 

ABCGI 

24% 
(356) 

17% 
(103) 

E 

24% 
(382) 

21% 
(239) 

E 

Disruptive children/ 
teenagers 

15% 
(1602) 

8% 
(72) 
EH 

6% 
(101) 

DEFHI 

9% 
(55) 

17% 
(78) 
B 

18% 
(222) 
ABG 

14% 
(352) 

B 

10% 
(104) 
EH 

18% 
(379) 
ABG 

17% 
(239) 

B 

Racial or other 
harassment 

12% 
(1609) 

6% 
(72) 
DEI 

10% 
(102) 

D 

7% 
(56) 
D 

30% 
(79) 

ABCEF
GHI 

15% 
(22) 
ADF 

7% 
(353) 
DEHI 

10% 
(105) 

D 

12% 
(379) 
DF 

15% 
(239) 
ADF 

Drunk or rowdy behaviour 
25% 

(1617) 

28% 
(72) 
D 

18% 
(102) 

DI 

18% 
(57) 
D 

59% 
(8) 

ABCEF
GHI 

26% 
(222) 

D 

21% 
(354) 

DI 

17% 
(105) 

DI 

21% 
(383) 

DI 

30% 
(242) 
BDFG

H 

Vandalism and graffiti 
12% 

(1604) 

4% 
(71) 
DHI 

9% 
(101) 

D 

4% 
(55) 
DHI 

51% 
(81) 

ABCEF
GHI 

8% 
(221) 
DHI 

8% 
(350) 
DHI 

6% 
(108) 
DHI 

14% 
(382) 

ACDEF
G 

14% 
(238) 
ACDE

FG 

People damaging your 
property 

13% 
(1609) 

10% 
(73) 
D 

11% 
(105) 

D 

5% 
(55) 
DI 

35% 
(80) 

ABCEF
GHI 

10% 
(222) 

DI 

9% 
(350) 

DI 

10% 
(105) 

DI 

13% 
(383) 

D 

18% 
(239) 
CDEF

G 

Drug use or drug dealing 
20% 

(1608) 

19% 
(72) 
D 

17% 
(101) 

D 

18% 
(56) 
D 

36% 
(78) 

ABCF
GH 

25% 
(222) 
GH 

19% 
(349) 
DG 

10% 
(105) 
DEFI 

18% 
(383) 
DEI 

25% 
(242) 
GH 

Abandoned or burnt 
vehicles 

9% 
(1607) 

14% 
(72) 

CDEF 

8% 
(102) 
CD 

0% 
(55) 

ABDG
HI 

28% 
(78) 

ABCEF
GHI 

6% 
(223) 
AD 

6% 
(352) 
ADHI 

9% 
(105) 
CD 

10% 
(381) 
CDF 

11% 
(239) 
CDF 

Safety of home 
19% 

(1612) 

25% 
(72) 
DE 

18% 
(103) 

D 

16% 
(56) 
D 

48% 
(80) 

ABCEF
GHI 

15% 
(355) 
AD 

16% 
(355) 

D 

17% 
(105) 

D 

18% 
(380) 

D 

19% 
(237) 

D 

Services available in area 
9% 

(1611) 

15% 
(729 

C 

7% 
(103) 

D 

4% 
(56) 
AD 

19% 
(80) 

BCEF
GHI 

9% 
(223) 

D 

8% 
(353) 

D 

8% 
(105) 

D 

10% 
(380) 

D 

8% 
(239) 

D 

Transport in area 
14% 

(1611) 
13% 
(71) 

13% 
(104) 

14% 
(56) 

21% 
(81) 
GI 

21% 
(222) 
GHI 

15% 
(353) 

I 

8% 
(105) 
DE 

14% 
(380) 

E 

9% 
(239) 
DEF 
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80% of tenants reported that they had made contact with Argyle in the last 12 months. Most of these 

made contact over the phone (74%) or in person (29%). The main reasons for making contact were 

repairs and maintenance (66%) and rent (24%). 

 

Tenants were asked, if they have used the client portal, what additional features would they like to 

see. The main requests were event notifications (23%) and access to the annual report (18%). 

 

  

By phone

In person

By letter

By email

By client portal

Home visit

Other 1%

3%

29%

74%

7%

1%

2%

Method of contact

Repairs and maintenance

Neighbourhood issues

Rent

Tenancy transfer

Communal garden area

Other

24%

66%

10%

18%

7%

2%

Reason for contact

Get notifications of local events

View annual report

Read regional newsletters

Join a client engagement group

Other

23%

49%

18%

9%

15%

Client Portal: Propsed features

Section 16: Contact  
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The questions in this section asked tenants’ to indicate their satisfaction with different levels of 

communication and engagement, starting with satisfaction with the provision of information, through 

to the ability to influence Argyle Housing’s decision-making. These escalating levels of tenant 

participation are sometimes understood as the ‘ladder of participation’, and there is a tendency for 

satisfaction levels to decrease as ‘steps’ on the ladder of participation increase.  However, when 

using this model, the higher ‘rungs’ of the ladder are not necessarily superior, and each rung has its 

own value in terms of tenant engagement. 

All scores were above the CHIA NSW benchmark figures, but there were three statistically significant 

falls in satisfaction: 

• 87% of tenants were satisfied with the way Argyle Housing provides them with information 

(3% points above the CHIA NSW benchmark). 

• 84% were satisfied with communication with Argyle Housing, down a statistically significant 

4% points (2% points above the CHIA NSW benchmark). 

• 76% were satisfied with tenant involvement, down a statistically significant 3% points (but still 

2% points above the CHIA NSW benchmark).  

• 73% were satisfied that tenants’ views are listened to and acted upon, down a statistically 

significant 3% points (3% points above the CHIA NSW benchmark).  

• 64% were satisfied with tenants’ ability to influence Argyle Housing’s decision-making (4% 

points above the CHIA NSW benchmark).  

Section 17: Communication and 

Engagement 
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Information provision

Communication

Tenant involvement

Listening to views and acting on them

Influencing decision-making

73%

84%

76%

64%

87%

88%

88%

79%

76%

67%

74%

61%

85%

77%

86%

2019

2021

2023

Communication and Engagement
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Tenants were asked what issues or activities they would be interested in. Social and community-

based activities or events was the most selected option (41%) followed by repairs and maintenance 

(33%) and activities for older people (25%) or families (24%).  

 

Social and community based activities or events

Repairs and Maintenance

Activities for older people

Activities for families

The future of Argyle Housing

Activities for children and young people

Training opportunities

Employment opportunities

Financial Advice

Reducing Vandalism and Crime

Policy and procedures

Anti-social behaviour and nuisance

Digital advice

Other 9%

12%

33%

41%

25%

20%

20%

12%

10%

11%

17%

16%

24%

8%

Which issues or activities are you interested in?
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Tenants indicated their three most important priorities from a list of seven options.  Repairs and 

maintenance was the main priority (75%), followed by condition of home (58%), and neighbourhood 

as a place to live (48%).   

 

  

Repairs and maintenance

Overall condition of your home

Value for money for the rent you pay

Your neighbourhood as a place to live

Communications with Argyle Housing

Argyle Housing listening to client's views and acting on them

Your rights as a client are upheld by Argyle Housing

75%

58%

16%

45%

48%

26%

21%

Priorities

Section 18: Tenants’ Priorities 
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These priorities, when mapped against levels of dissatisfaction, allow for identifying areas that are 

both important and where performance is less satisfactory. The analysis shows that the area with 

the highest level of importance (repairs and maintenance) also received low rates of ‘dissatisfied’ 

responses, a positive outcome for Argyle Housing. 

 

 

 

0

10

20

%
 N

e
g
a
ti
v
e

10 20 30 40 50 60 70 80 90

% Important

Repairs and maintenance

Overall condition of your home

Communications

Your rights as a tenant

Listening to tenants

Value for money

Neighbourhood

Importance / Performance
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A bank of statements relating to the cost of living and fuel poverty was included in the 2023 survey. 

Tenants were asked to indicate whether they agree or disagree with each one. 

• 62% agreed that they have sufficient knowledge of how best to use energy at home. 

• 42% have chosen to restrict heating or cooling due to cost. 

• 36% would have used a service that connected them to a cheaper energy supplier. 

• 26% could not pay electricity or gas bill on time. 

• 15% reported that their electricity gas services have been at risk of disconnection. 

• 15% have entered a loan agreement use a credit card to pay an electrocyte or gas bill. 

 

I have had sufficient knowledge on how to best use energy in my
home

I chose to restrict heating or cooling because I could not afford
extra costs

Would you have used a service that connects you to a cheaper
energy supplier - such as MyConnect?

I could not pay electricity or gas bills on time

My electricity or gas services was at risk of being disconnected

I entered into a loan arrangement or use a credit card to pay
electricity or gas bill

26%

15%

15%

62%

42%

36%

Cost of Living

Section 19: Cost of Living 
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This section analyses satisfaction with service delivery by region. Data has been significance-tested 

using the z-test at the 95% confidence interval. Significant differences are identified using uppercase 

characters in cells in the table on the next page.   

When the data is broken by region, the tenants living in Ainslie, SWS and to a lesser extent 

Queanbeyan tended to give less positive responses. Responses from Young and Yass were the 

generally the most positive while scores from other areas were mixed.  

Indicator 

Total A. 
Gunga
hlin & 

Conder 

B. 
Quean
beyan 

C. 
Goulbu

rn & 
Crookw

ell 

D. 
Ainsli
e 

E. 
Young 
& Yass 

F. 
Bowral 

G. 
Griffith 

H. 
SWS 

(Camp
belltow

n) 
 

I. 
Wagga

/ 
Albury 

Overall satisfaction 
85% 

(1711) 
86% 
(73) 

77% 
(108) 
EGI 

86% 
(59) 

83% 
(83) 

90% 
(242) 
BFH 

83% 
(388) 

E 

91% 
(107) 
BH 

83% 
(401) 
EG 

87% 
(250) 

B 

Rights as a tenant are 
upheld 

82% 
(1704) 

83% 
(72) 

74% 
(108) 
CEG 

88% 
(59) 
BD 

73% 
(82) 
CEG 

88% 
(241) 
BDFH 

82% 
(387) 

E 

89% 
(10) 
BD 

81% 
(399) 

E 

83% 
(249) 

Treating tenants fairly 
88% 

(1701) 
90% 
(72) 

82% 
(107) 
EGI 

90% 
(59) 

85% 
(81) 

92% 
(240) 
BFH 

86% 
(386) 

E 

93% 
(107) 
BH 

84% 
(399) 
EGI 

90% 
(250) 
BH 

Value for money for rent 
83% 

(1701) 
88% 
(73) 

79% 
(108) 

I 

80% 
(59) 

78% 
(82) 

I 

84% 
(240) 

82% 
(386) 

I 

83% 
(106) 

83% 
(398) 

I 

88% 
(249) 
BDFH 

Appeals knowledge 
54% 

(1698) 

47% 
(73) 

E 

58% 
(107) 

49% 
(59) 

55% 
(83) 

62% 
(AFGI) 

52% 
(384) 

E 

49% 
(105) 

E 

57% 
(400) 

51% 
(248) 

E 

Complaints knowledge 
77% 

(1700) 
77% 
(71) 

73% 
(106) 

76% 
(59) 

79% 
(82) 

82% 
(242) 

H 

78% 
(384) 

76% 
(106) 

75% 
(400) 

E 

77% 
(250) 

Overall satisfaction with 
complaints handling 

52% 
(291) 

57% 
(14) 

29% 
(17) 
DE 

50% 
(8) 

73% 
(26) 
BFH 

70% 
(3) 

BFH 

49% 
(65) 
DE 

45% 
(11) 

41% 
(74) 
DE 

56% 
(39) 

Repairs: Call answered in 
timely manner 

83% 
(1111) 

84% 
(43) 
D 

87% 
(79) 
DH 

89% 
(36) 
D 

64% 
(45) 

ABCEF
GI 

91% 
(171) 
DFH 

84% 
(268) 
DEH 

85% 
(74) 
D 

75% 
(251) 
BEFI 

85% 
(144) 
DH 

Repairs: Staff helpful and 
attentive 

86% 
(1105) 

86% 
(42) 
G 

87% 
(77) 
D 

89% 
(36) 

71% 
(45) 

BEFGI 

91% 
(172) 
DH 

86% 
(266) 
DG 

96% 
(74) 

ADFH 

80% 
(250) 
EGI 

89% 
(143) 
DH 

Repairs: Called to make 
appointment  

80% 
(1097) 

81% 
(43) 
D 

82% 
(77) 
D 

74% 
(35) 
D 

48% 
(42) 

ABCEF
GHI 

87% 
(171) 
DGH 

86% 
(264) 
DGH 

74% 
(74) 
DEF 

76% 
(250) 
DEF 

82% 
(141) 

D 

Repairs: Contractor 
Courteous and left 
property clean  

85% 
(1105) 

81% 
(42) 

E 

84% 
(77) 

77% 
(35) 
E 

74% 
(43) 
E 

92% 
(171) 
ACDH 

87% 
(266) 

D 

88% 
(74) 

81% 
(254) 

E 

87% 
(143) 

Repairs: If not completed, 
was told why and when it 
would be 

63% 
(1004) 

68% 
(38) 

60% 
(70) 
E 

53% 
(30) 
E 

61% 
(44) 

75% 
(160) 
BCFG

HI 

64% 
(223) 

E 

55% 
(71) 

E 

59% 
(239) 

E 

63% 
(129) 

E 

Repairs: Quality of repair 
80% 

(1123) 
77% 
(44) 

80% 
(80) 

74% 
(35) 

69% 
(45) 

89% 
(169) 

83% 
(275) 

84% 
(75) 

73% 
(255) 

81% 
(145) 

Section 20: Analysis by Region 
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E E EF ACDHI DH EF E 

Repairs and maintenance 
overall 

79% 
(1647) 

88% 
(67) 

BCDH 

70% 
(103) 
AEF 

69% 
(49) 
AE 

74% 
(80) 
AE 

89% 
(236) 
BCDF
GHI 

79% 
(378) 
BE 

81% 
(105) 

E 

74% 
(389) 
AE 

79% 
(240) 

E 

Condition of home 
81% 

(1659) 

91% 
(68) 

BCDF
H 

79% 
(104) 
AG 

72% 
(53) 

AEGI 

73% 
(81) 

AEGI 

85% 
(238) 
CDH 

80% 
(376) 
AG 

90% 
(105) 
BCDF

H 

78% 
(392) 
AEGI 

85% 
(242) 
CDH 

Neighbourhood as a 
place to live 

81% 
(1655) 

90% 
(72) 
BDEI 

75% 
(102) 
ADFG

H 

84% 
(58) 
D 

62% 
(78) 

ABCEF
GHI 

78% 
(234) 
ADFG 

86% 
(372) 
BDEI 

88% 
(106) 
BDEI 

84% 
(386) 
BDI 

73% 
(247) 
ADFG

H 

Information provision 
87% 

(1684) 

93% 
(72) 
BDH 

77% 
(106) 

AEFGI 

82% 
(57) 
GI 

80% 
(82) 
AGI 

89% 
(236) 
BH 

88% 
(378) 
BH 

94% 
(104) 
BCDH 

82% 
(400) 

AEFGI 

92% 
(249) 
BCDH 

Communication 
84% 

(1682) 

85% 
(72) 
BG 

71% 
(105) 
AEFG

HI 

77% 
(57) 
EGI 

78% 
(81) 
EGI 

89% 
(239) 
BCDH 

86% 
(377) 
BG 

94% 
(105) 

ABCDF
H 

81% 
(399) 
BEGI 

88% 
(24) 

BCDH 

Tenant involvement 
76% 

(1656) 

89% 
(72) 

BCDF
HI 

66% 
(103) 
AEGI 

68% 
(57) 
AG 

68% 
(81) 
AEG 

79% 
(229) 
BDG 

72% 
(369) 
AG 

92% 
(106) 

BCDEF
HI 

75% 
(392) 
AG 

78% 
(247) 
ABG 

Listening to views and 
acting on them 

73% 
(1650) 

79% 
(72) 

B 

61% 
(102) 
AEGI 

67% 
(57) 
G 

66% 
(80) 
GI 

76% 
(228) 

B 

70% 
(370) 

GI 

83% 
(106) 
BCDF

H 

71% 
(390) 

GI 

78% 
(245) 
BDFH 

Influencing decision 
making 

64% 
(1632) 

69% 
(72) 

55% 
(103) 
EGI 

59% 
(56) 
G 

56% 
(79) 
EG 

70% 
(227) 
BDFH 

59% 
(361) 
EGI 

80% 
(105) 
BCDF

HI 

62% 
(388) 
EG 

68% 
(241) 
BFG 

Life has improved since 
living in an Argyle 
property 

74% 
(1649) 

80% 
(71) 
D 

77% 
(104) 

75% 
(57) 

64% 
(81) 
AI 

71% 
(229)  

I 

70% 
(368) 

I 

74% 
(105) 

74% 
(390) 

79% 
(244) 
DEF 
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This section analyses satisfaction with service delivery by program. Data has been significance-

tested using the z-test at the 95% confidence interval. Significant differences are identified using 

uppercase characters in cells in the table below. 

There were fewer differences when comparing programs, but the general pattern was the Fee For 

Service tenants gave less positive responses, while Vested and Leveraged tenants gave slightly 

more positive responses and scores from other programs were more mixed. 

Indicator 

Total 
A. 

Capital 

B. Fee 
For 

Service  

C. 
Freehol

d 

D. 
Leaseh

old 

E. 
Levera

ged 

F. 
Owned 

G. 
Togeth

er 
Home 

H. 
Vested 

Overall satisfaction 
85% 

(1711) 

84% 
(937) 

D 

80% 
(182) 

D 

100% 
(10) 

89% 
(277) 
AB 

92% 
(48) 

90% 
(67) 

92% 
(12) 

83% 
(178) 

Rights as a tenant are 
upheld 

82% 
(1704) 

82% 
(933) 

D 

78% 
(182) 
DE 

90% 
(10) 

88% 
(275) 
ABH 

92% 
(48) 
BH 

85% 
(66) 

75% 
(12) 

78% 
(178) 
DE 

Treating tenants fairly 
88% 

(1701) 
88% 
(929) 

83% 
(182) 

E 

100% 
(10) 

89% 
(276) 

96% 
(48) 
B 

91% 
(66) 

83% 
(12) 

87% 
(178) 

Value for money for rent 
83% 

(1701) 

81% 
(928) 
DE 

83% 
(182) 

E 

90% 
(10) 

87% 
(276) 

A 

96% 
(48) 

ABFGH 

84% 
(67) 
E 

75% 
(12) 
E 

83% 
(178) 

E 

Appeals knowledge 
54% 

(1698) 

58% 
(929) 
EF 

54% 
(181) 

56% (9) 
52% 
(276) 

38% 
(48) 
A 

42% 
(67) 
A 

42% 
(12) 

51% 
(176) 

Complaints knowledge 
77% 

(1700) 
79% 
(933) 

76% 
(180) 

80% 
(10) 

76% 
(275) 

79% 
(48) 

77% 
(65) 

75% 
(12) 

72% 
(177) 

Overall satisfaction with 
complaints handling 

52% 
(291) 

52% 
(168) 

37% 
(38) 
D 

100% 
(1) 

62% 
(37) 
B 

75% (4) 
60% 
(10) 

0% (2) 
52% 
(31) 

Repairs: Call answered in 
timely manner 

83% 
(1111) 

83% 
(648) 

H 

78% 
(121) 

H 
86% (7) 

80% 
(154) 

H 

86% 
(29) 

82% 
(38) 

83% (6) 
91% 
(108) 
ABD 

Repairs: Staff helpful and 
attentive 

86% 
(1105) 

85% 
(643) 

H 

87% 
(119) 

100% 
(7) 

85% 
(156) 

H 

83% 
(29) 

87% 
(38) 

83% (6) 
93% 
(107) 
AD 

Repairs: Called to make 
appointment  

80% 
(1097) 

81% 
(641) 

76% 
(121) 

86% (7) 
75% 
(152) 

83% 
(29) 

81% 
(37) 

67% (6) 
85% 
(104) 

Repairs: Contractor 
Courteous and left property 
clean  

85% 
(1105) 

86% 
(642) 

81% 
(121) 

H 
86% (7) 

83% 
(154) 

83% 
(29) 

87% 
(38) 

67% (6) 
91% 
(108) 

B 
Repairs: If not completed, 
was told why and when it 
would be 

63% 
(1004) 

65% 
(587) 
BC 

50% 
(113) 
AH 

29% (7) 
AEH 

59% 
(138) 

H 

72% 
(25) 
C 

65% 
(31) 

80% (5) 
73% 
(98) 
BCD 

Repairs: Quality of repair 
80% 

(1123) 

81% 
(653) 
BG 

72% 
(121) 
AH 

86% (7) 
79% 
(159) 

83% 
(30) 

74% 
(39) 

50% (6) 
H 

85% 
(108) 
BG 

Repairs and maintenance 
overall 

79% 
(1647) 

80% 
(912) 

B 

72% 
(173) 
AFH 

80% 
(10) 

75% 
(263) 

F 

81% 
(47) 

87% 
(62) 
BDG 

58% 
(12) 

F 

82% 
(168) 

B 

Condition of home 
81% 

(1659) 

79% 
(911) 
EFH 

84% 
(171) 

100% 
(10) 

80% 
(274) 
EFH 

94% 
(47) 
AD 

91% 
(64) 
AD 

75% 
(12) 

88% 
(170) 
AD 

Section 21: Analysis by Program 
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Neighbourhood as a place 
to live 

81% 
(1655) 

78% 
(900) 
BD 

87% 
(178) 
AH 

80% 
(10) 

87% 
(271) 
AH 

90% 
(48) 
H 

88% 
(66) 
H 

91% 
(11) 

74% 
(171) 
BDEF 

Information provision 
87% 

(1684) 
86% 
(918) 

83% 
(179) 
EF 

90% 
(10) 

88% 
(273) 

96% 
(48) 
B 

94% 
(67) 
B 

83% 
(12) 

87% 
(177) 

Communication 
84% 

(1682) 

85% 
(919) 

B 

78% 
(178) 
ADE 

80% 
(10) 

87% 
(274) 

B 

92% 
(48) 
B 

84% 
(67) 

83% 
(12) 

84% 
(174) 

Tenant involvement 
76% 

(1656) 

75% 
(896) 
EF 

75% 
(177) 

F 

80% 
(10) 

77% 
(271) 

88% 
(48) 
AG 

86% 
(66) 
ABG 

58% 
(12) 
EF 

75% 
(176) 

Listening to views and 
acting on them 

73% 
(1650) 

71% 
(896) 

D 

66% 
(176) 
DF 

80% 
(10) 

77% 
(268) 
AB 

79% 
(48) 

80% 
(66) 
B 

75% 
(12) 

75% 
(174) 

Influencing decision making 
64% 

(1632) 

63% 
(880) 

D 

58% 
(175) 

D 

40% 
(10)  
D 

72% 
(269) 
ABCG 

68% 
(47) 

68% 
(66) 

42% 
(12) 
D 

64% 
(173) 

Life has improved since 
living in an Argyle property 

74% 
(1649) 

70% 
(897) 
CDE 

73% 
(177) 

100% 
(10) 
A 

81% 
(271) 

A 

83% 
(47) 
A 

78% 
(65) 

92% 
(12) 

76% 
(170) 
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This section analyses satisfaction with service delivery by BlueCHP. Data has been significance-

tested using the z-test at the 95% confidence interval. Significant differences are identified using 

uppercase characters in cells in the table below. 

There were five statistically significant differences, and for each BlueCHP tenants were less satisfied 

than non-BlueCHP tenants. Three of the variables where statistically significant differences were 

recorded relate to communication and engagement.  

Indicator Total A. BlueCHP 
B. Not 

BlueCHP  

Overall satisfaction 85% (1711) 80% (109) 85% (1602) 

Rights as a tenant are upheld 82% (1704) 78% (109) 83% (1595) 

Treating tenants fairly 88% (1701) 
82% (109) 

B 
88% (1592) 

A 

Value for money for rent 83% (1701) 83% (109) 83% (1592) 

Appeals knowledge 54% (1698) 54% (108) 55% (1590) 

Complaints knowledge 77% (1700) 76% (107) 77% (1593) 

Overall satisfaction with complaints handling 52% (291) 37% (27) 53% (264) 

Repairs: Call answered in timely manner 83% (1111) 83% (75) 83% (1036) 

Repairs: Staff helpful and attentive 86% (1105) 89% (73) 86% (1032) 

Repairs: Called to make appointment  80% (1097) 82% (74) 80% (1023) 

Repairs: Contractor Courteous and left property clean  85% (1105) 88% (75) 85% (1030) 

Repairs: If not completed, was told why and when it 
would be 

63% (1004) 
51% (68) 

B 
64% (936) 

A 

Repairs: Quality of repair 80% (1123) 74% (76) 81% (1047) 

Repairs and maintenance overall 79% (1647) 71% (105) 79% (1542) 

Condition of home 81% (1659) 85% (106) 81% (1553) 

Neighbourhood as a place to live 81% (1655) 85% (105) 81% (1550) 

Information provision 87% (1684) 
79% (107) 

B 
87% (1577) 

A 

Communication 84% (1682) 
76% (106) 

B 
85% (1576) 

A 

Tenant involvement 76% (1656) 70% (106) 76% (1550) 

Listening to views and acting on them 73% (1650) 
62% (106) 

B 
73% (1544) 

A 

Influencing decision making 64% (1632) 
55% (106) 

B 
65% (1526) 

A 

Life has improved since living in an Argyle property 74% (1649) 74% (107) 74% (1542) 

Section 22: Analysis by BlueCHP 
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Summary of Differences by Length of Tenancy 

There were a number of statistically significant differences when comparing the length of tenancy, 

with those who have been a tenant for between 1 and 2 years more positive for several variables. 

The data is shown in the chart and table below. 

 

 

Indicator 
Total A. 0-1 

year 
B. 1-2 
years 

C. 3-5 
years 

D. 6-10 
years 

E. More 
than 10 
years 

Overall satisfaction 
85% 

(1711) 
88% 
(187) 

89% 
(192) 

D 

85% 
(375) 

82% 
(314) 

B 

84% 
(617) 

Value for money 
83% 

(1701) 
86% 
(186) 

88% 
(189) 

E 

83% 
(374) 

82% 
(311) 

82% 
(616) 

B 

Repairs and maintenance 
79% 

(1647) 

67% 
(175) 
BCDE 

81% 
(190) 

A 

78% 
(364) 
AE 

76% 
(299) 
AE 

84% 
(594) 
ACD 

Condition of home 
81% 

(1659) 
82% 
(179) 

86% 
(191) 

D 

82% 
(364) 

78% 
(304) 

B 

82% 
(597) 

0%

25%

50%

75%

100%

Overall satisfaction

Value for money for rent

Repairs and maintenance

Condition of home

Neighbourhood

Communication

0-1 year 1 to 2 years 3 to 5 years 6 to 10 years More than 10 years

Differences by Length of Tenancy

Section 23: Key Indicators by 

Demographics 
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Neighbourhood 
81% 

(1655) 
80% 
(182) 

82% 
(184) 

77% 
(366) 

E 

77% 
(307) 

E 

86% 
(594) 
CD 

Communication 
84% 

(1682) 
85% 
(185) 

87% 
(191) 

81% 
(367) 

84% 
(310) 

86% 
(606) 
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Summary of Differences by Age Group 

There were many variations when comparing different age groups. The overall pattern is one where 

older tenants tended to be more positive than younger tenants, as is shown below. 

 

Indicator 
Total A. Under 

30 
B. 30-39 C. 40-49 D. 50-59 E. 60-69 F. 70+ 

Overall satisfaction 
85% 

(1711) 
88% 
(172) 

85% 
(226) 

84% 
(284) 

84% 
(336) 

84% 
(298) 

85% 
(372) 

Value for money 
83% 

(1701) 

85% 
(172) 

D 

85% 
(225) 

D 

80% 
(280) 

F 

77% 
(334) 
ABEF 

84% 
(297) 
DF 

89% 
(371) 
CDE 

Repairs and maintenance 
79% 

(1647) 

72% 
(170) 
EF 

77% 
(220) 

F 

79% 
(280) 

76% 
(318) 

F 

81% 
(286) 

A 

85% 
(356) 
ABD 

Condition of home 
81% 

(1659) 

78% 
(170) 

F 

79% 
(222) 

F 

79% 
(280) 

F 

75% 
(319) 
EF 

84% 
(287) 
DF 

91% 
(361) 

ABCDE 

Neighbourhood 
81% 

(1655) 

76% 
(168) 

F 

81% 
(223) 

F 

79% 
(276) 

F 

76% 
(323) 

F 

80% 
(286) 

F 

91% 
(359) 

ABCDE 

Communication 
84% 

(1682) 
84% 
(170) 

86% 
(223) 

84% 
(282) 

80% 
(33) 
EF 

88% 
(293) 

D 

86% 
(363) 

D 

0%

25%

50%

75%

100%

Overall satisfaction

Value for money for rent

Repairs and maintenance

Condition of home

Neighbourhood

Communication

Under 30 30-39 40-49 50-59 60-69 70+

Differences by Age Group
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Summary of Differences by Background  

There were several variations when comparing tenant backgrounds, with the main pattern being that 

those who describe themselves as migrants, refugees or asylum seekers being more satisfied.  

 

Indicator 

Total A. 
Aboriginal / 

Torres 
Strait 

Islander 

B. Migrant, 
refugee or 

asylum 
seeker 

C. Born in 
Australia 

D. Other 

Overall satisfaction 
85% 

(1711) 
85% (183) 

90% (255) 
CD 

84% (1097) 
B 

80% (106) 
B 

Value for money 
83% 

(1701) 
80% (182) 

86% (255) 
D 

83% (1090) 
77% (106) 

B 

Repairs and maintenance 
79% 

(1647) 
78% (178) 

B 
86% (246) 

ACD 
77% (1060) 

B 
75% (101) 

B 

Condition of home 
81% 

(1659) 
76% (177) 

B 
85% (247) 

AD 
82% (1069) 

75% (103) 
B 

Neighbourhood 
81% 

(1655) 
84% (178) 

85% (248) 
C 

79% (1065) 
B 

81% (103) 

Communication 
84% 

(1682) 
87% (181) 

88% (2529 
C 

83% (1080) 
B 

83% (104) 

 

0%

25%

50%

75%

100%

Overall satisfaction

Value for money for rent

Repairs and maintenance

Condition of home

Neighbourhood

Communication

Aboriginal and/or Torres Strait Islander

Migrant, refugee or asylun seeker (not born in Australia)

Born in Australia 

Other

Differences by Background



 

 

 
 

 

Argyle Housing                                     PAGE 50   

 

Section overview 

This section looks at the comments made by tenants.  

All comments are supplied separately in the Excel Comments Toolkit. This toolkit allows Argyle 

Housing to filter and analyse in more depth all the comments received. All comments were coded to 

one primary service area and by type of comment (be it negative, neutral or positive). 

In total, 452 comments were received. 204 comments (45%) were positive, 150 comments (33%) 

were negative, and 98 (22%) were neutral. The table on the next page summarises the counts of 

negative, neutral, and positive comments by topic/service area.  

Positive comments   

The highest proportion of positive comments (82 of 204) were received in relation to the Argyle 

Housing generally, or tenants expressing gratitude to Argyle Housing in general. Highlights include: 

“so glad to be a client of argyle housing” 

“Keep up the good work, more advertising for tenants.” 

“Argyle is fantastic and good for my special needs son it is a good safety net and roof over his 

head.” 

Negative comments 

The highest proportions of negative comments were in relation to Housing services- customer 

service (28 of 150) Examples include:  

“The phone system to contact the local office is ridiculous, also sometimes when I go to the office 

the door is locked so I had to ring to let them know I was there.” 

“I do not like press button or whatever when I call a lot people are elderly have poor hearing and 

get confused of options. There has been a gradual reduction of staff.” 

“They have closed a lot of offices so you can't talk to staff.” 

 

 

Appendix A: Comments 
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Counts of negative, neutral, and positive comments by service area/topic 

 

Service area/topic of comment Negative Neutral Positive Total 

Argyle -communication 2 5 3 10 

Argyle generally 2  82 84 

Argyle services 6 14 64 84 

Housing services- customer service 28 3 19 50 

Housing services- inspections 3 2  5 

Housing services- rent 5 8  13 

Housing services- staff 4  25 29 

Housing services- transfers 3 5 1 9 

Neighbour issues/disputes 7 1  8 

Neighbourhood- anti-social behaviour 11 1  12 

Neighbourhood- area/amenities 8 3 2 13 

Other 8 22  30 

Repairs - contractors 3 2 4 9 

Repairs - cost/tenant responsibilities 1 1  2 

Repairs - heating 4 4 1 9 

Repairs - modifications 1 7  8 

Repairs -condition of property 17 10 1 28 

Repairs -contact/communication 12 1  13 

Repairs -inspections 1   1 

Repairs- quality of home     

Repairs- quality of repairs 3   3 

Repairs- time 19 5 1 25 

Tenant engagement 2 4 1 7 

Total 150 98 204 452 
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The table below shows the breakdown of respondent profiles by different grouping variables. 

Description Subgroup Proportion 

Region 

Gungahlin & Conder 4% 

Queanbeyan 6% 

Goulburn & Crookwell 3% 

Ainslie 5% 

Young & Yass 14% 

Bowral 23% 

Griffith 6% 

SWS (Campbelltown) 23% 

Wagga/Albury 15% 

Program 

Capital 55% 

Fee For Service 11% 

Freehold 1% 

Leasehold 16% 

Leveraged 3% 

Owned 4% 

Together Home 1% 

Vested 10% 

Length of tenancy 

Less than 1 year 11% 

1-2 years 11% 

3-5 years 22% 

6-10 years 19% 

11-20 years 24% 

20+ years 13% 

 
 
Age Group 

Under 30 10% 

30-39 13% 

40-49 17% 

50-59 20% 

60-69 18% 

70-79 16% 

80+ 6% 

Background  

Born in Australia 67% 

Migrant (not born in Australia) 15% 

Aboriginal and/or Torres Strait Islander  11% 

Appendix B: Respondent Profile  
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Refugee or asylum seeker 1% 

None of the above 6% 
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Suburbs have been clustered together to enable analysis by region. The groupings are shown in the 

table below. 

Region Suburbs 

Gungahlin & Conder Gungahlin, Conder 

Queanbeyan Queanbeyan 

Goulburn & Crookwell Crookwell, Goulburn 

Ainslie Campbell 

Young & Yass Binalong, Yass, Boorowa, Harden, Murrumburrah, 
Young 

Bowral 
 

Bowral, Braemar, Burradoo, Hill Top, Mittagong, 
Moss Vale, New Berrima 
Welby, Willow Vale 

Griffith Griffith, Leeton, Yanco 

SWS (Campbelltown) 
 

Airds, Ambarvale, Appin, Bankstown, Bargo, 
Blairmount, Bow Bowing, Bradbury, Campbelltown, 
Claymore, Currans Hill, Eagle Vale, Edmondson 
Park, Elderslie, Gregory Hills, Harrington Park, 
Ingleburn, Leaumeah, Liverpool, Macquarie Fields, 
Minto, Mount Annan, Narellan, Oran Park, Picton, 
Raby, Rosemeadow, Ruse, Spring Farm, St 
Andrews, St Helens Park, Tahmoor, Tarrawanna, 
Thirlmere, Woodbine 

Wagga/Albury Albury, Cootamundra, Kooringal 
Tumut, Wagga Wagga 

 

Appendix C: Region Classification  
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The NRSCH sets standards which define whether a returned tenant survey should be counted as 

valid. The NRSCH states that if a returned survey does not include a response to the overall 

satisfaction question it should not be counted as a valid response4. Using this definition, CHIA NSW 

received a total of 1711 valid questionnaires. This gives an excellent overall response rate of 70%, 

well above both the NRSCH threshold (25%) and CHIA NSW’s industry average of 37%. 

The chart below shows the proportion of responses by different regions. The percentage of the 

responses in the survey coming from each region is in dark blue, showing that Bowral (23%) and 

SWS Campbelltown (also 23%) were the largest regions.  

The individual response rate for each region is in light blue. This illustrates the variation in response 

rates, with the highest response rates from Griffith (97%). The lowest response rate was from 

Goulburn/Crookwell (53%). 

Response rate by region  

 

 

4 CHIA NSW has adopted the NRSCH definition of a valid response based on guidance in NRSCH (2014) Registration Return Guide 
(1.4.3: Numbers of surveys returned) 

Appendix D: Response Rate 
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Response by medium 

The majority (80%) of all valid surveys were returned online. 20% of valid surveys were completed 

using paper questionnaires. 

Medium Valid % of total responses 

Paper 347 20% 

Web 1364 80% 

Grand Total 1711  

 

 

 


