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Resident Survey Delivery

The 2022 Resident Survey was developed and designed in partnership with an independent research company, CCI Research.

J 2,687 3 iy

MINUTE HOUSEHOLDS FORMATS AVAILABLE LANGUAGES
SU RVEY Survey package To CUMPLETE Accessible across all
mailed to every active THE SURVEY survey formats, including

household _ any language available
Option to complete the by phone

survey by mail, online
or through phone
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SURVEY

Over 100 prizes
to bhe won!

30 chances to win
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2022 Survey Response Rate

Nearly 50% households responded to the survey

Community Surveys Completed Surveys Mailed Response Rate

Family Townhouse Properties 1 94 61 B 31 %
Mixed Community Properties 257 574 45%
(Hub, Mackenzie Green, 275 Woodbridge)

Seniors Properties 83] 1 497 55%
OVERALL 1284 26817 48%

With 1,284 responses from 2,687 HY| households, the results of the survey are statistically reliable at
a level of 95% confidence, making them highly representative of the residents living in HY| buildings.



RESIDENT SURVEY
FINDINGS AND ANALYSIS
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Communicating with HYI

22 of 36 HYI buildings have over 80% of
households that can speak English

Is there an adult member of your
household who can...(answer yes)

SPEAK ENGLISH

83% 88%
2019 2022

READ ENGLISH

86% 81%
2019 2022

16%

ENGLISH

RUSSIAN

CANTONESE

Recommended

O Future Action:
FARSI 8 A
v’ refocus resources to

o communities where
9%

OTHER language barriers exist
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Readiness to Embrace Technology

Access to internet at
home or at work

1% 18%

2019 2022

Preference for Email
Communications

8%  32%

2019 2022

Recommended
Future Action:

v’ promote resident
lounge free Wi-Fi
for those without
access

v’ support transition
to electronic
communication with
tenant portal such
as cyber seniors



Helpfulness

The last time you contacted a member of

the Housing York team, were they helpful?
(answer yes)

Helpfulness

907 Maintain | how mucn
879 O Tar%et Wi
P KA 8% | e

2019 2022 2024 e




Respectful

The last time you contacted a member of the
Housing York team, were they respectful...
(answer yes)

Respectfulness
refers to how

. . le treat
gBCy Maintain | BoopSmerto

937 O Target the level of
tual t

O I 93% presentina
social interaction

2019 2022 2024
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UPKEEP AND MAINTENANCE

YOUR BUILDING



Green Spaces Maintenance

Maintenance of Green Spaces Achievement:

(good and very good) _
v investments

made to
gardens
enhancing

7 0 O/O curb appeal

Recommended

Tﬂl'g&t uture Action:
5 1 % 70% I\:/ conti:l\Je to
2019 2022 2024 maintain

investments
made to
outdoor areas
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Laundry Service Areas

Laundry services provided by Sparkle Solutions
(answer very good or good)

0% /6%

2019 2022
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Cleaning Common Areas

Cleaning Service of Common Areas Best Efforts:

(9ood and very good) v improved contract

management

v’ contractor
evaluations,
terminations

o 770 Target v resident education K
83 /o O 85% Recommended = === §
Future Actions: . i
2019 liu 2024 v explore in-house ks
cleaning crew pilot

2022 v procuring RFP vs.

tender

v’ continue contractor
team incentives




Garbage and Recycling Areas Clean

Garbage and recycling areas are clean
(answer all the time or most of the time)

w2 17% G

2019 2022




Elevator Operations

Elevators Run Smoothly

: Achievement:
(all or most of the time)

v elevator services
improved with the new
performance-based
contract

BBO/O Recommended Future

Actions:

Target
O o v work collaboratively
54 /O m 70 /o with service provider g {
t | t
2019 2022 2024 performance data to 4

develop plans to
address lower
performing elevators




Maintenance Requests and Repairs

Satisfaction with Maintenance
Request Forms and Repairs
(satisfied and very satisfied)
Target

4%
10% 80%

2019 2022 2024

Achievement:

v improved our
service target
from a seven-day
service level to a
five-day level of
service for
resident
requested
services

Recommended
Future Action:

v maintain new
standard for in
Suite repairs
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Community Well-Being — Do we have the right partnerships?

Several questions serve as the foundation  § - =y’
for a future HYI community partnership plan "SR
to better connect residents to programs

Physical and mental health

Sense of belonging

Ability to pay rent

Sense of safety in the community

Respect in the community



Community Well-Being

Community Health Ratings (excellent + good)

Your physical and mental health

Your sense of belonging in your community

Your ability to pay your rent on time every month
Safety of your community

Respect for each other

Future Action:
Develop an HYI Community Partnership Plan to deliver housing
programs and services that are important to our communities



OVERALL SATISFACTION




Overall Satisfaction with HYI

17

HIGHER

than
benchmark

of 73% for
satisfaction
based on ten
other housing
provider reports

81%

2019

Our residents would
recommend someone
to rent at HYI

0%

2022

Overall
satisfaction
score

- 80% Overall Score




Success Summary

Almost 50% response rate

v’ 2022 Business Plan
targets met in 5 of 6 areas

v Strategic Plan targets met
for 2024 in 4 of 6 areas

v High overall satisfaction
rating of 80% compared to
73% other housing
providers ratings



THANK YOU

JOSH SCHOLTEN
Acting Director,
Housing Operations
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