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Summary Results



Where do you reside?

• 2014 - 22 out of 70 units
responded from Country Street

• 2015 - 34 out of 70 units
responded from Country Street
(55% increase)

• 2014 - 12 out of 60 units
responded from Family
Housing

• 2015 - 11 out of 60 units
responded from Family
Housing (8% decrease)

• Overall 32% increase

32%
Response Rate

Analysis Action
Continue efforts with Country 
Street residents involvement (e.g. 
Monthly coffee chats, municipal 
garden) and create/improve 
housing involvement (e.g. Play 
structure, communities in bloom, 
information sessions)

How long have you been a resident with Mills 
Community Support?

• 2014 Survey indicated 18% of
residents were less than 1 year.

• 2015 this figure drops to 14%
which reflects longer term
residents.

14%

Residency
Term

Analysis Action
Encouraging longer term residency 
reduces turnover, administration 
and vacancy costs.  Emphasis on 
maintaining quality residents, 
while identifying and assisting 
vulnerable units maintain the 
expected standards. 

Resident General Information



Composite Level of Happiness

The comparative results from 
last year show the same trend 
of satisfaction levels for services 
being provided with the exception 
of promptness of service which 
improved by 11% from last year’s 
levels.  Resolution of maintenance 
requests and interior maintenance 
levels of satisfaction require 
attention.  They appear to stem 
from ongoing concerns of energy 
consumption and common area 
appearance respectively.

74%
Happiness

Analysis Action
Communication and education 
of residents as it relates to 
energy consumption and the 
implementation of our energy audit 
will improve levels of satisfaction 
for resolution of requests.  Routine 
inspections of common areas and 
increased focus on `street to suite` 
attitude will improve this area as 
well.

Composite Effectiveness of Support Staff

Most respondents feel comfortable 
and welcomed in their dealing 
with Mills staff.  This was the first 
year for this type of rating system 
and the overall percentage level 
is slightly higher than reported in 
previous survey.  86%

Residency
Term

Analysis Action
Continue to promote a 
comfortable relationship with 
residents regardless of the topic.  
Increase engagement of residents, 
particularly in housing, by meeting 
them in their home rather than 
the office.  Having information 
sessions on site, to provide 
education, and to address direct 
concerns of the residents.

Satisfaction Levels



Quality of Unit

Overall results remain positive.  
On a comparative basis, there is a 
marked improvement on a sense 
of security from 2014 (17% felt 
unsafe).  The results show that we 
have room for improvement in 
`sense of belonging`, `activities 
available ‘and `condition of my 
unit` to bring these responses to a 
Very Satisfied level.  

79%

Quality Of 
Unit

Analysis Action
Two of the three areas for 
improvement involve little or no 
capital expenditure.  Improving a 
sense of belonging and activities 
available can be achieved with 
increasing communications and 
awareness of programs available 
and encouraging participation 
from all residents.  In regards 
to `condition of unit`, greater 
emphasis to be placed on replacing 
items when required versus 
extending the useful life period of 
items

Areas for Improvement of 
Buildings or Business

• Twenty five percent (25%) are directed towards 
painting/cleaning/garbage concerns

• Twenty percent (20%) of comments relate to 
heating/hydro expenses

• Fifteen percent (15%) have been addressed 
• Balance is split between creating outdoor storage 

facilities, lawn care and screens for balconies.  
• Comparative to 2014 comments, the heating/

hydro costs are still a concern, but calls for 
more outside grounds work has been replaced 
with addressing the look of the common areas 
(Country St. and Housing).  

Analysis Action
Recent inspections has resulted in some common 
area painting/cleaning concerns being addressed at 
Country St. (elevator landings) and Housing areas 
(repair and painting of decks on St. James).  Cleaning 
specifications of 375 and 411 are being reviewed 
and potentially modified due to staffing changes 
and possible construction on site.  Current energy 
assessment program will be reviewed and actioned 
accordingly to promote awareness and encourage 
energy savings where possible.  Current budgets 
constraints reduce the priority of other requests, eg. 
screens, additional storage, etc.

Satisfaction Levels Contd.,



Recommend Mills Community Support Housing

An increase from 82% in 2014 
to 98% of those who would 
recommend the Mills to others 
indicates a positive reaction to the 
efforts of the Mills to address their 
concerns.98%

Would 
Recommend

Analysis Action
Continue to work within our means 
to address tenant concerns in a 
timely and satisfactory way.

Comments Summary On
Where Mills Community Support Can Improve

Residents were focused on creating a better 
general atmosphere for everyone with over 80% 
of recommendations relating to common area 
improvements.  Many of the recommendations (15%) 
have been addressed/completed.  52% are valuable 
ideas but are hampered by budget constraints.  (eg. 
Addition of balcony screen doors, extra storage 
facilities).

Analysis Action
50% of residents’ concerns have been addressed.  
Ideas of computer access for Seniors and revitalizing 
of park on Maude St.  are takeaways to be further 
investigated.

Satisfaction Levels, Contd.,


