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This survey will help Muircroft Housing Association shape the service 
standards for a future repairs and maintenance contract, providing repair 
works to your home. 

Please answer as many questions as you can. Your feedback will be used to 
set clear service standards and quality outcomes for any new contractor 
(for example: how quickly appointments are offered, how well work is 
completed first time, how your home is left, and how you are kept 
informed).

Repairs & Maintenance Survey

About the Service

1. Thinking about repairs and maintenance, what does a ‘good service’ 
look like to you? (Please include things like communication, timescales, 
quality, and how you are treated.)
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2. What would make you feel confident that a repair has been completed 
properly and will last? (For example: testing the fix, explaining what was 
done, showing you how to use something, follow-up.)

4. When someone visits your home to carry out a repair, what standards 
should they meet? (For example: photo ID, punctuality, respect, 
explaining the work, protecting floors/furniture, and any support you 
may need.)

3. For emergency and out-of-hours repairs, what matters most to you? 
(For example: speed of response, keeping you safe, temporary vs 
permanent fixes, updates while you wait.)
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5. Which three things should we prioritise in the next repairs contract?

Faster appointments    

Better quality/lasting repairs    

Right first time (no repeat visits)

Better communication/updates    

More convenient appointment times    

Cleaner/tidier working

Other (please specify): 

Tick up to 3

Respectful behaviour    

Better handling of emergencies    

6. What appointment options work best for you? 

AM/PM slots    

Specific time appointments (e.g., 2-hour window)    

Evening    

Weekend

‘On the way’ text/call updates    

Ability to rebook easily    

Other (please specify): 

Tick any that apply
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7. Do you have any needs or circumstances we should consider when 
arranging repairs? (For example: disability/health needs, sensory 
impairments, language/translation, carers, children at home, pets.)

Your Service Now

8. How easy is it to report a repair?
Very easy

Easy

Neutral

Difficult

Very difficult

Communication

9. How would you prefer to be contacted?
Phone

Text message

Email

Letter
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10. Do you feel you are kept informed about your repairs?
Always

Usually

Sometimes

Rarely

Never

11. Was your last maintenance appointment at a convenient time?
Yes

No

Appointments

12. Did the contractor arrive on time?
Yes

No

13. Were you given a clear appointment window and kept updated if 
anything changed?

Always    

Usually    

Sometimes    

Rarely    

Never    

Not applicable
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16. Thinking about your most recent repair, was it completed within a 
reasonable timescale?

Very reasonable   

Reasonable    

14. Are you satisfied with the quality of the repair?
Very satisfied

Satisfied

Neutral

Dissatisfied

Very dissatisfied

Quality of Work

15. Was the repair completed on the first visit? (If not, were any 
follow-on works booked quickly?)
Yes

No

Were there 
any issues?

16. Thinking about your most recent repair, was it completed within a 
reasonable timescale?

Very reasonable   

Reasonable    

Neither    

Unreasonable    

Very unreasonable    

Not sure
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17. Was the contractor polite and respectful?
Yes

No

Contractor Behaviour

18. Did they explain the work clearly (including what would happen next, 
if any further visit/parts were needed)?

Yes

No

19. Was your home left clean and tidy?
Yes

No

Cleanliness & Safety

20. Were safety measures followed (for example: making hazards safe, 
using PPE, and leaving your home secure)?

Yes

No

21. Did you feel safe and reassured during the visit (for example: clear 
identification, professional conduct, respect for privacy)?

Yes

No

Not sure
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22. Overall, how satisfied are you with the repairs and maintenance 
service NOW?
Very satisfied

Satisfied

Neutral

Dissatisfied

Very dissatisfied

Overall Feedback

23. If you could change one thing about the service for the future 
contract, what would it be?

24. Any other comments (including any service standards you think we 
should set)?
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25. Please rank the following in order of importance 

Speed of service

Quality/lasting repairs

Communication

Respect/behaviour

Cleanliness

Future Contract Priorities

26. What are your minimum expectations for a repairs service? (For 
example: how quickly emergencies should be made safe, how long you 
should wait for routine repairs, how clean the area should be left.)

1 = most important

Keeping you safe



27. What is the best way for us to check the contractor is delivering a 
good service? 

Quick post-repair survey   

Follow-up call/text    

Inspection/quality check visit    

Tenant scrutiny panel reviews

Tracking repeat repairs    

Reviewing complaints/compliments and actions taken    

Other (please specify): 

Tick any that apply
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28. Please tell us if you agree these should be contract outcomes 

Repairs are completed right first time wherever possible

I am kept informed from reporting to completion (updates if dates change)

My home is treated with respect and left clean, safe and secure

Emergency repairs make me safe quickly, with clear next steps

Appointments are reliable and designed around tenants’ needs

Tenant Quality Outcomes (what the contract should deliver)

Tick one per line

Agree Disagree Not sure

Agree Disagree Not sure

Agree Disagree Not sure

Agree Disagree Not sure

Agree Disagree Not sure
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29. Are there any quality outcomes missing from the list above that we 
should include in the contract? Please tell us.

31. What should happen if a repair is not done well or fails again soon? 
(For example: priority return visit, apology, inspection, compensation.)

30. What do you consider a reasonable timescale for repairs? (If you can, 
give examples: emergencies, urgent, routine.)



Muircroft Housing Association Ltd
Muir House

Beaulieu Road
Dibden Purlieu

SO45 4NY

02380 849481 | info@muircroft.co.uk

The space below is for you to tell us anything else you think we need to 
know


