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Main goal:

INnvestigate contributes to tenant satisfaction and this can
be improved in repair maintenance

Output:

Nousing associations can IN repair
Mmaintenance and tenant satisfaction

Goal of output:
to improving repair maintenance at housing associations



Main research guestion:

What contributes to tenant satisfaction at housing associations in
the field of repair maintenance and how can this be improved?

Sub questions:

1.
2
3.

What is tenant satisfaction and repair maintenance?
Which factors contribute to tenant satisfaction regarding repair maintenance?

What is the role of the organization of a housing association on repair maintenance
and tenant satisfaction?

What role does the policy have on repair maintenance and tenant satisfaction?

Which recommendations can be given to maximize tenant satisfaction regarding
repair maintenance?
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Part 1: Literature review —.  Preliminary interviews

Analysis Aedes Benchmark —3p

RQ.‘ 2 - RQ.‘ I, 2, 3 < RQ.‘ 2
Part 2: Part 3: Synthesis
Empirical research >
RO: 2,3, 4,5

Case study

/ v

Semi- structured interviews

\

Analysis of housing Semi- structured interviews

association —>» with empoloyees of housing with tenants
RO:3& 4 associations organization
| RQ: 2,3,4,5 R% 2

Sub questions:

1.

2.

3.

What is tenant satisfaction and repair
maintenance?

Which factors contribute to tenant
satisfaction regarding repair maintenance?
What is the role of the organization of a
housing association on repair maintenance
and tenant satisfaction?

What role does the policy have on repair
maintenance and tenant satisfaction?
Which recommendations can be given to
maximize tenant satisfaction regarding
repair maintenance?
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Analysis Aedes Benchmark —3p

RO: 2

-

Part 1: Literature review —,.

RO: 1,2, 3

-

Preliminary interviews
RQO: 2

Sub questions:

1.

2.

What is tenant satisfaction and repair
maintenance?

Which factors contribute to tenant
satisfaction regarding repair maintenance?
What is the role of the organization of a
housing association on repair maintenance
and tenant satisfaction?

What role does the policy have on repair
maintenance and tenant satisfaction?
Which recommendations can be given to
maximize tenant satisfaction regarding
repair maintenance?
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Analysis Aedes Benchmark —

RO: 2
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Sub questions:

1.

2.

What is tenant satisfaction and repair
maintenance?

Which factors contribute to tenant
satisfaction regarding repair maintenance?
What is the role of the organization of a
housing association on repair maintenance
and tenant satisfaction?

What role does the policy have on repair
maintenance and tenant satisfaction?
Which recommendations can be given to
maximize tenant satisfaction regarding
repair maintenance?
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Preliminary interviews
RQO: 2

Sub questions:

1.

2.

What is tenant satisfaction and repair
maintenance?

Which factors contribute to tenant
satisfaction regarding repair maintenance?
What is the role of the organization of a
housing association on repair maintenance
and tenant satisfaction?

What role does the policy have on repair
maintenance and tenant satisfaction?
Which recommendations can be given to
maximize tenant satisfaction regarding
repair maintenance?
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Part 1: Literature review _—

RO: 1,2, 3

L
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Sub questions:

1.

2.

What is tenant satisfaction and repair
maintenance?

Which factors contribute to tenant
satisfaction regarding repair maintenance?
What is the role of the organization of a
housing association on repair maintenance
and tenant satisfaction?

What role does the policy have on repair
maintenance and tenant satisfaction?
Which recommendations can be given to
maximize tenant satisfaction regarding
repair maintenance?
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Part 2:
Empirical research
RO: 2,3, 4,5

L

Sub questions:

1.

2.

What is tenant satisfaction and repair
maintenance?

Which factors contribute to tenant
satisfaction regarding repair maintenance?
What is the role of the organization of a
housing association on repair maintenance
and tenant satisfaction?

What role does the policy have on repair
maintenance and tenant satisfaction?
Which recommendations can be given to
maximize tenant satisfaction regarding
repair maintenance?
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Analysis of housing
association -

RO: 3 & 4

\J

Part 2:
Empirical research
RO: 2,3, 4,5

L

Sub questions:

1.

2.

What is tenant satisfaction and repair
maintenance?

Which factors contribute to tenant
satisfaction regarding repair maintenance?
What is the role of the organization of a
housing association on repair maintenance
and tenant satisfaction?

What role does the policy have on repair
maintenance and tenant satisfaction?
Which recommendations can be given to
maximize tenant satisfaction regarding
repair maintenance?
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Part 2:
Empirical research
RO: 2,3, 4,5

__— Case study ~—

\

Semi- structured interviews

» with empoloyees of housing
associations
RQ: 2,3,4,5

Sub questions:

1.

2.

What is tenant satisfaction and repair
maintenance?

Which factors contribute to tenant
satisfaction regarding repair maintenance?
What is the role of the organization of a
housing association on repair maintenance
and tenant satisfaction?

What role does the policy have on repair
maintenance and tenant satisfaction?
Which recommendations can be given to
maximize tenant satisfaction regarding
repair maintenance?
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Part 2:
Empirical research
RO: 2,3, 4,5

L

\

Semi- structured interviews
with tenants
organization

R%‘Q

Sub questions:

1.

2.

What is tenant satisfaction and repair
maintenance?

Which factors contribute to tenant
satisfaction regarding repair maintenance?
What is the role of the organization of a
housing association on repair maintenance
and tenant satisfaction?

What role does the policy have on repair
maintenance and tenant satisfaction?
Which recommendations can be given to
maximize tenant satisfaction regarding
repair maintenance?
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Part 3: Synthesis

Sub questions:

1.

2.

What is tenant satisfaction and repair
maintenance?

Which factors contribute to tenant
satisfaction regarding repair maintenance?
What is the role of the organization of a
housing association on repair maintenance
and tenant satisfaction?

What role does the policy have on repair
maintenance and tenant satisfaction?
Which recommendations can be given to
maximize tenant satisfaction regarding
repair maintenance?
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Theory



Tenant satisfaction is the of tenants on the repair
maintenance service, which consists of a ,
both intellectual and emotional, in an expected outcome.
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Reporting — Scheduling
o Telephone (75%) o Planning an
o Website (8%) appointment
o Email (7%) o Into account date
o At the desk (8%) and time
o By letter (2%) o Quickly handling

repair

2L
N .

Execution — Evaluation
o Carry out repairs at o Surveys
tenant’s home o Collect data
o Outsource (82%) satisfaction

o Own maintenance
service (18%)
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SUCCESFACTORS TENANT

: : Flexibilit o :
Quality result repair : Y Limit noise &
appointments Sy
Fulfilling agreements Limiting mess & dust Neat, recognizable
planning around workplace company clothing
f : | Veuger & Straub (2006)
‘ Choice options
competence
‘ Ease report repair ‘ Limit duration work

. _ _ Courtesy
Preventing damage Language
personal property
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SUCCESFACTORS INTERNAL ORGANIZATION

‘ Stakeholder opinion ‘ In-house skills
‘ Value for money ‘ Procurement strategy
: - uality assurance
Sustainability Q y
controls
_ Efficient working
Service standards practices

‘ Innovation

Tucker, Turley & Holgate (2014)

‘ Performance
Continuous
improvement
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5 CASE STUDIES
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SEMI- STRUCTURED INTERVIEWS

—

G

Housing associations (5) Representatives (13)

Case 1: Woonopmat
Case 2: Stichting Portaal

Case 3: Stichting

Woonwaarts

Case 4: SWZ
Case 5: deltawonen
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FINDINGS: REPORTING

Reporting Scheduling Execution Evaluation

Understanding the complaint




FINDINGS: SCHEDULING

Reporting Scheduling Execution Evaluation

- 0 Q0o
L] < £
Tenant choose time and date

Text message



FINDINGS: EXECUTION

Reporting

L

Scheduling

Execution

N

Extra service

Quality of result
First time fix

Communication

Friendliness maintenance
worker

Outsourcing: good agreements,
same goals, contact moments

In-house: insight and bonding

Evaluation
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FINDINGS: EVALUATION

Reporting Scheduling Execution Evaluation

e & e

Group or one on one meetings

Involve tenant

-

| Gromoronanone et
ST
o o —

Translate results into goals



FINDINGS: OVERVIEW

Reporting Scheduling Execution

Quick service Tenant choose time and date Extra service
Understanding the complaint ST T

First time fix

N
—TTT— E—TTT—
e BT
BT
Ferdnes s s

Communication

Friendliness maintenance worker

Outsourcing: good agreements,

same goals, contact moments

place important goals in the first place & translate them into

concrete plans in policy In-house: insight and bonding

Evaluation
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Group or one on one meetings

Involve tenant
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Translate results into goals



Conclusion



What is tenant satisfaction and repair maintenance
according to theory?

o Evaluation of tenants on repair maintenance
o Series of sequential events \
o Intellectual & emotional \

o In fulfilling expected outcome




Which factors contribute to tenant satisfaction
regarding repair maintenance?

Reporting Scheduling

o Literature
o 14 factors (tenant’s perspective, @
top 3: (1) quality, (2) planning & (3) competence)
o 11 factors (Internal organization)
o Practice Execution Evaluation

o 17 factors into four phases
y 220
S -




What is the role of the organization of a housing association
on repair maintenance and tenant satisfaction?

o Staff: technical and communicational skilled
o Skills: properly solving complain
o Style: continuously improve and monitor
o Shared values: unambiguous vision
o Structure: outsource (discuss expectations
and evaluate), own (contact center and repair service)
o Strategy: customer- centric approach
o Systems: implementing new systems depends



What role does the policy have on repair maintenance
and tenant satisfaction?

o Gives direction on what to achieve

o Limitations:

o few specific objectives @

o little information about organization of repair maintenance
o some tenant satisfaction goals but often in general service



Which recommendations can be given to maximize
tenant satisfaction regarding repair maintenance?

(. Quickly response ] ( - Take date and
. Sufficient time into account
opportunities
report
-Knowledgeable
staff
—— -
 — R
- Evaluate with Jnreported repair
subcontractors resolve immediately
- Improvement - One time fix
actions and - Inform tenant
implement - Explain outcome of
- Group or one on one J L repair with tenant
\_meetings J




What contributes to tenant satisfaction at a housing
association in the field of repair maintenance and how
can this be improved?

1. Policy /7
« Clear goals on what and how to achieve @

2. Organization

 Four phases and its factors

AT
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Discussion & Future research



emerged from the empirical research, such as extra
service, translating survey results into action goals, or quick telephone
service

were ,such as preventing
damage, limiting and cleaning up the mess of the wearing of company
clothes, only after these factors were shown. This showed that not all
factors in the literature are also a success factor in practice



flve case studies

Not sure if other housing associations will also lead to higher tenant
satisfaction within repair maintenance

but

can the chance of tenant satisfaction
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FUTURE RESEARCH

expand by conducting more case studies on repair maintenance and
tenant satisfaction at housing associations

Interviewing several employees at the same housing association

expand repalr maintenance model with success factors
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Thanks for your attention!
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