National Tenant Satisfaction Survey - Questionnaire

Questionnaire

National Tenant Satisfaction Survey

Section: Survey Introduction (SI)

SI_STR TIME CHECK

SI_I01 We are doing a survey of Federal Government Tenants concerning the quality of seyyices in
buildings under the responsibility of Public Works and Government Services.C PWGSC).

SI_102 This information will help PWGSC to better understand your needs and u enformation to
improve the services in your building. Your opinion is very important. r wers will be kept

confidential under the Statistics Act and will be used only for statistical purposes.
S1_103 While participation is voluntary, your assistance is essential if the of the survey are to be

accurate. Under the Statistics Act your answers are strictly confidential”  (Registration#:
STC/SSD-040-75221).

SI_Q04 How many people are using ATELNUM ATELEXT? @

__(2 spaces) [Min: 1 Max: 99]

<&
Note: ATELNUM and ATELEXT come from D %@"TELEXT is blank then show "TELNUM

only. @
SI_QO05 Is the name of your building ANAME 2
1 Yes
3 No (Go to SI_Q0

DK, RF (Go to CAI_SQ)

Default: (Go |

Note: ANAMEB coryes from Database. Display only first 80 alpha-numeric characters.
If b@nk en goto SI_QO05S.

SI_Q05S (What\s.the’name of your building?)

& (80 spaces)
SI_QQ Is. ress of your building ABLDGADD?

Yes
2 No (Go to SI_N06)
DK, RF (Go to CAI_SO)

Default: (Go to SI_Q07)

Note: ABLDGADD comes from database. Display only 5 caracters for civic number, 50 caracters for
street name, 30 caracters for city name and 2 caracters for province.

SI_NO06 INTERVIEWER: Enter address
NUM Enter the civic number
STREETEnter the street name
CITY Enter the city name
PROV Enter the province
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Note: Accept only 5 caracters for civic number, 50 caracters for street name, 30 caracters for city
name and 2 caracters for province.

SI_QO07 Is the name of your department ANAMEDEPT?

—_

Yes
3 No (Go to SI_Q07S)
DK, RF (Go to CAI_SO)

Default: (Go to SI_STP)

Note: ANAMEDEPT comes from Database. Display only first 80 alpha-numeric characters
If blank then go to SI_QO07S.
SI_Q07S (What is the name of your department?) \
(80 spaces)

SI_STP TIME CHECK @

Section: Workspace (WS)

WS_STR TIME CHECK

WS_SEX INTERVIEWER: Enter gender. <& @
1 Male \
2 Female
WS_QO01 Which of the following best dessri ur workspace?

INTERVIEWER: Read cat

0 réspondent.

01 A single office in op 0 t (cubicule)

02 A shared office | n\gencept (shared cubicule)
03 A closed office, red

04 A closed ofdes. s

05 A wareh

06 A lgborator
07 Othé& cify (Goto WS_QO01S)

&ault: (Go to WS_Q02)

pen concept is personal office space without walls from floor to ceiling.

w S (Description of workspace)
(80 spaces)
WS_Q02 How many years have you worked in this building?
1 Less than 1 year
2 1to 2 years
3 3 to 5 years
4 More than 5 years
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WS_Qo03 How long have you been in your current office?
1 Less than 1 year
2 1to 2 years
3 3 to 5 years
4 More than 5 years

WS_Qo04 Would you like to see any improvements made to your physical work
environment and related services in your building?

1 Yes (Go to WS_QO05)
3 No (Go to WS_STP)

WS_Qo05 Which ones? X
INTERVIEWER: Mark all that apply. @

01 Natural lighting

02 Task lighting
03 Overhead lighting
04 Temperature @

05 Air circulation <&

06  Parking availability \
07 Outside lighting g&
08 Building security services

09 Snow removal

10 Office cleaning services

1 Washroom cleaning seyyi

13 Reliability of elevat
14 Barrier free accéssi
15 Building s
16 Other - Sp (

12 Cleaning services forsh ays, elevators and common areas
hi

to the building
se levels

Defau (Go to WS_STP)

WS_Q05S @p&ments to physical work environment to be done)
@ (80 spaces)

WS TIME CHECK

Section: Satisfactory Service (SS)
SS_STR TIME CHECK
SS_101 In the following section, you will be asked to rate specific services in terms of their

importance to you personally and your level of satisfaction regarding these services.
If some services do not apply to you, please answer ‘Service does not apply to me’.
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SS_Q01 On a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is
highest importance or satisfaction, how would you rate:
... the importance of natural lighting (for you)?
01 1
02 2
03 3
04 4
05 5
66 Does not apply to me
S$S_Qo02 On a scale of 1 to 5, where 1 is lowest importance or satisfactign is highest
importance or satisfaction, how would you rate:
... your level of satisfaction with the natural lighting? @
01 1 @
02 2
03 3
04 4
05 5
66 Does not apply to me &
S$S_Q03 On a scale of 1 to 5, where 1 is low %rtance or satisfaction and 5 is highest
importance or satisfaction, ho ou rate:
... the importance of task | ing-
01 1
02 2
03 3
04 4
05 5
66 Does n me
<&
SS_Qo4 On ateof 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
impo ce or satisfaction, how would you rate:
@&our level of satisfaction with the task lighting?
1
2 2
3 3
04 4
05 5
66 Does not apply to me
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$S_Q05

01
02
03
04
05
66

SS_Q06

01
02
03
04
05
66

SS_Qo7

01
02
03
04
05
66

SS_Qo8

2
3
04
05
66

On a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
importance or satisfaction, how would you rate:

... the importance of overhead lighting?
1
2
3
4
5
Does not apply to me

importance or satisfaction, how would you rate:

... your level of satisfaction with the overhead lighting? @

oes not apply to me & @
On a scale of 1 to 5, where 1is Iow@nance or satisfaction and 5 is highest

importance or satisfaction, ho ou rate:

... the importance of te@@hot too cold)?

Does n me
o @
On alef 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
Qo ce or satisfaction, how would you rate:

On a scale of 1 to 5, where 1 is lowest importance or satisfacrkn\ is highest

1

2
3
4
5
D

AP WON-=>

@. our level of satisfaction with the temperature (too hot too cold)?

1
2
3
4
5
Does not apply to me
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$S_Q09

01
02
03
04
05
66

SS_Q10

01
02
03
04
05
66

ss_Q11

01
02
03
04
05
66

SS_Q12

2
3
04
05
66

On a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
importance or satisfaction, how would you rate:

... the importance of air circulation (air movement)?
1
2
3
4
5
Does not apply to me

importance or satisfaction, how would you rate:

... your level of satisfaction with the air circulation (air nﬁ:@lt)?

On a scale of 1 to 5, where 1 is lowest importance or satisfacrkn\ is highest

1

2

3

: @

5

Does not apply to me & @

On ascale of 1 to 5, where 1 is Iow@nance or satisfaction and 5 is highest
ou rate:

importance or satisfaction, ho
... the importance of p@ ability?

Does n me
o @
On alef 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
Qo ce or satisfaction, how would you rate:

APHBWON-=>

@. our level of satisfaction with the parking availability?

1
2
3
4
5
Does not apply to me
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$S_Q13

01
02
03
04
05
66

SS_Q14

01
02
03
04
05
66

ss_Q15

01
02
03
04
05
66

SS_Q16

On a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
importance or satisfaction, how would you rate:

... the importance of outside lighting?

1
2
3
4
5
Does not apply to me

On a scale of 1 to 5, where 1 is lowest importance or satisfacti n highest
importance or satisfaction, how would you rate:

... your level of satisfaction with the outside Iighting?@

oes not apply to me @

On ascale of 1to 5, where 1is @%ﬁbonance or satisfaction and 5 is highest

1
2
3
4
5 &
D

importance or satisfaction, ho you rate:

... the importance of b curity services (after hours access & security
guards)? &

<&

oe% ply to me

OB WN-

%a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
i

ortance or satisfaction, how would you rate:

@ your level of satisfaction with the building security services (after hours access

01
02
03
04
05
66

& security guards)?

1

2
3
4
5
D

oes not apply to me
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$S_Q17

01
02
03
04
05
66

Ss_Q18

01
02
03
04
05
66

SS_Q19

01
02
03
04
05
66

SS_Q20

2
3
04
05
66

On a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
importance or satisfaction, how would you rate:

... the importance of snow removal?

1
2
3
4
5
Does not apply to me

importance or satisfaction, how would you rate:

... your level of satisfaction with the snow removal? @

On ascale of 1 to 5, where 1is Iow% rtance or satisfaction and 5 is highest

On a scale of 1 to 5, where 1 is lowest importance or satisfacrkn\ is highest

1
2
3
4
5
Does not apply to me &
im

ou rate:

importance or satisfaction, ho
... the importance of offim@ ng services?

Does n g%\yz me

<&
On ém f1to 5, where 1 is lowest importance or satisfaction and 5 is highest
impo

ce or satisfaction, how would you rate:

AP WON-=>

p
@. our level of satisfaction with the office cleaning services?

1
2
3
4
5
Does not apply to me
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S$S_Q21

01
02
03
04
05
66

SS_Q22

01
02
03
04
05
66

SS_Q23

01
02
03
04
05
66

On a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
importance or satisfaction, how would you rate:

.. the importance of washroom cleaning services?

1
2
3
4
5
Does not apply to me

importance or satisfaction, how would you rate:

... your level of satisfaction with the washroom cleaning @?

oes not apply to me & @
On a scale of 1 to 5, where 1is Iowg%h}rtance or satisfaction and 5 is highest

On a scale of 1 to 5, where 1 is lowest importance or satisfacrkn\ is highest

DUuBWN-

importance or satisfaction, ho ou rate:
. the importance of cle |ces for hallways, elevators and common
areas?

@&,

aes apply to me

DO RWN-=

portance or satisfaction, how would you rate:

SS_Q24 gn a&e of 1to 5, where 1 is lowest importance or satisfaction and 5 is highest

04
05
66

.. your level of satisfaction with the cleaning services for hallways, elevators and
common areas?

1
2
3
4
5
D

oes not apply to me
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$S_Q25

01
02
03
04
05
66

SS_Q26

01
02
03
04
05
66

Ss_Q27

01
02
03
04
05
66

SS_Q28

2
3
04
05
66

On a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
importance or satisfaction, how would you rate:

... the importance of reliability of elevators?
1
2
3
4
5
Does not apply to me

importance or satisfaction, how would you rate:

... your level of satisfaction with the reliability of eIevator@

oes not apply to me & @
On a scale of 1 to 5, where 1is Iow@nance or satisfaction and 5 is highest

importance or satisfaction, ho ou rate:

... the importance of b sibility to the building?

Does n me
o @
On alef 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
Qo ce or satisfaction, how would you rate:

On a scale of 1 to 5, where 1 is lowest importance or satisfacrkn\ is highest

1

2
3
4
5
D

AP WON-=>

@. our level of satisfaction with the barrier free accessibility to the building?

1
2
3
4
5
Does not apply to me

Special Surveys Division 10



National Tenant Satisfaction Survey - Questionnaire

SS_Q29 On a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
importance or satisfaction, how would you rate:

... the importance of building system noise levels?

01 1
02 2
03 3
04 4
05 5
66 Does not apply to me

SS_Q30 On a scale of 1 to 5, where 1 is lowest importance or satisfactign is highest
importance or satisfaction, how would you rate:
02

... your level of satisfaction with the building system noi@s?
03

01 1
2
3

04 4
5
D

05
66

SS_STP TIME CHECK &\

oes not apply to me &

Section: Service Availability (SA)

SA_STR TIME CHECK

SA_101 Using the same scales, we %d e to know the importance of having specific services

available in your buildirgborNn the surrounding areas and your level of satisfaction
regarding their av

SA_QO01 Onasc f 5, where 1 is lowest importance or satisfaction and 5 is highest
impo ce oy satisfaction, how would you rate:

ﬁhe iportance of having access to food services?

01
O
4 4

5 5
66 Does not apply to me

SA_Q02 On ascale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
importance or satisfaction, how would you rate:

... your level of satisfaction with having access to food services?

01 1
02 2
03 3
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04
05
66

SA_Q03

01
02
03
04
05
66

SA_Q04

01
02
03
04
05
66

SA_Q05

01
02
03
04
05
66

4
5
Does not apply to me

On a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
importance or satisfaction, how would you rate:

... the importance of access to public transportation?

1
2
3
4
5

Does not apply to me

On a scale of 1 to 5, where 1 is lowest importance or s@m@md 5is highest

importance or satisfaction, how would you rate:

... your level of satisfaction with the access ﬂ@: transportation?
0\(: )
Does not apply to me @

On ascale of 1to 5, wh is est importance or satisfaction and 5 is highest
importance or satisf; , how would you rate:

... the impcgi@il}ess to daycare?

o \Q

oes not apply to me

A WON -

HPON-

SA_ @)n a scale of 1to 5, where 1 is lowest importance or satisfaction and 5 is highest
i

01
02
03
04
05
66

mportance or satisfaction, how would you rate:

... your level of satisfaction with the access to daycare?

1
2
3
4
5
D

oes not apply to me
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SA_Q07

01
02
03
04
05
66

SA_Q08

01
02
03
04
05
66

SA_Q09

01
02
03
04
05
66

SA_Q010

2
3
04
05
66

On a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
importance or satisfaction, how would you rate:

... the importance of access to fithess facilities?
1
2
3
4
5
Does not apply to me

importance or satisfaction, how would you rate:

... your level of satisfaction with the access to fitness faéf@

On a scale of 1 to 5, where 1 is lowest importance or satisfaclkn\ is highest

1 O

2

3

: @

5

Does not apply to me & @

On ascale of 1to 5, where 1is Iow@rtance or satisfaction and 5 is highest
ou rate:

importance or satisfaction, ho
... the importance of ac@ owers?
Does n g%\yz me

<&
On ém f1to 5, where 1 is lowest importance or satisfaction and 5 is highest
impo

ce or satisfaction, how would you rate:

A WON-=

@&our level of satisfaction with the access to showers?

1
2
3
4
5
Does not apply to me
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SA_Q011

01
02
03
04
05
66

SA_Q012

01
02
03
04
05
66

SA_Q013

01
02
03
04
05
66

SA_Q014

2
3
04
05
66

On a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
importance or satisfaction, how would you rate:

... the importance of access to shopping areas?
1
2
3
4
5
Does not apply to me

importance or satisfaction, how would you rate:

... your level of satisfaction with the access to shopping ﬁ@

On a scale of 1 to 5, where 1 is lowest importance or satisfaclkn\ is highest

1 O

2

3

: @

5

Does not apply to me & @

On ascale of 1to 5, where 1is Iow@ﬂance or satisfaction and 5 is highest
ou rate:

importance or satisfaction, ho
... the importance of ac@ nk machines?
Does n g%\yz me

<&
On ém f1to 5, where 1 is lowest importance or satisfaction and 5 is highest
impo

ce or satisfaction, how would you rate:

A WON-=

@&our level of satisfaction with the access to bank machines?

1
2
3
4
5
Does not apply to me
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SA_Q015 On a scale of 1 to 5, where 1 is lowest importance or satisfaction and 5 is highest
importance or satisfaction, how would you rate:

... the importance of access to bike racks?
01 1
02 2
03 3
04 4
05 5

D

66 oes not apply to me

SA_Q016 On a scale of 1 to 5, where 1 is lowest importance or satisfactign is highest
importance or satisfaction, how would you rate:
02

... your level of satisfaction with the access to bike racks@
03

01 1
2
3

04 4
5
D

05
66

SA_STP TIME CHECK %\

oes not apply to me &

Section: Building Services (BSER)

BSER_STR TIME CHECK

Note: If WS_Q02=<1> or Q%Q =DK or WS_Q02=RF then go to BC_Q05.

Else go to BSE@ .
BSER_Q01 Compared ago, are there any services which have improved?

1 Yes
3 No %fé to BSER_Q03)
K, (Go to BSER_Q03)
BSER_Q@ ich ones?

INTERVIEWER: Mark all that apply.

1 Natural lighting

02 Task lighting

03 Overhead lighting
04 Temperature

05 Air circulation

06 Parking availability
07 Outside lighting

08 Building security services
09 Snow removal

10 Office cleaning services

1 Washroom cleaning services

Special Surveys Division 15



National Tenant Satisfaction Survey - Questionnaire

12 Cleaning services for hallways, elevators and common areas
13 Reliability of elevator

14 Barrier free accessibility to the building

15 Building system noise levels

16 Other - Specify(Go to BSER_Q02S)
Default: (Go to BSER_Q03)
BSER_Q02S (Any other services which have improved)

(80 spaces)

BSER_Q03 Compared to 1 year ago, are there any services which have Kr ed?

1 Yes
3 No (Go to BSER_Q05)
DK, RF (Go to BSER_Q05) @
BSER_Q04  Which ones?

INTERVIEWER: Mark all that apply. @

01 Natural lighting <&

02 Task lighting \
03 Overhead lighting &
04 Temperature

05 Air circulation

06 Parking availability
07 Outside lighting

08 Building security servic
09 Snow removal
10 Office cleanin ic

11 Washroo ervices
12 Cleaning sémice r hallways, elevators and common areas
13 Reliabilj elevator
14 Batrie e accessibility to the building
15 Buil%p tem noise levels
16 ther -'Specify(Go to BSER_Q04S)
&a : (Go to BSER_Q05)

@ ult
B (Any other services which have deteriorated)

(80 spaces)

BSER_Q05 Overall, how satisfied are you with the services in your building?
INTERVIEWER: Read categories to respondent.

Very satisfied
Somewhat satisfied
Somewhat dissatisfied
Very dissatisfied

A OWON=-

Special Surveys Division
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BSER_Q06 To whom would you report problems or concerns in your building?

INTERVIEWER: Read categories to respondent.

1 Administration area (Go to BSER_Q10)

2 Departmental contact or supervisor (Go to BSER_Q10)

3 1-800 number - PWGSC National Service Call Center

4 Property Manager

5 Other - Specify (Go to BSER_Q06S)
Default: (Go to BSER_Q07)

BSER_Q06S (Report problems or concerns in your building to whom) X

(80 spaces)
BSER_Q07 Have you ever reported a problem or concern to one@ people?

1 Yes

3 No (Go to BSER_Q10)
DK, RF (Go to BSER_Q10)

BSER_QO08 How often were the problems of> s resolved or answered to your

satisfaction?

INTERVIEWER: Read categori ondent
1 Always (GotoB
2 Sometimes
3 Never
DK, RF se _Q10)
BSER_Q09 Why were mpletely satisfied with the response?

ark all that apply.

01 Slowxesponse to concern/complaints
02 é%;i:lu leasant staff
P

03 or/bad service

0 lem still exists

0 obody came to solve the problem
Poor communication

07 Other - Specify(Go to BSER_Q09S)

Default: (Go to BSER_Q10)
BSER_Q09S (Other reasons why not completely satisfied with response)

(80 spaces)
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BSER_Q10

1
3

BSER_Q11

01
02
03
04
05
06
07
08

BSER_Q11S

BSER_Q12

BSER_Q13

Did you ever have a problem that you did not report?

Yes
No (Go to BSER_Q12)
DK, RF (Go to BSER_Q12)

Why did you not report this issue (to anyone)?
INTERVIEWER: Mark all that apply.

Thought someone else would report

Don’t know who to report to

Thought nothing would be done anyway
Wasn’t important to me

Embarrassed X
Rude/unpleasant staff
Worried about the repercussions @

Other - Specify(Go to BSER_Q11S)

<

(80 spacei&\
Do you deliver Real Prope oes Management services to employees of

your department?

Yes
No (Go iﬁ%_ P)
DK, RF @ STP)

Default: (Go to BSER_@
(Other reasons why you did not inform @ this issue)

Overal tisfied are you with the ability of your building’s property
manag ahagers team to support your business and operational needs?

(INTERVIEWER: Read categories to respondent.

1 satisfied

2 omewhat satisfied
Somewhat dissatisfied

4

Very dissatisfied
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BSER_Q14

01
02
03
04
05
66

BSER_Q15

01
02
03
04
05
66

BSER_Q16

01
02
03
04
05
66

BSER_Q17

2
3
04
05
66

On a scale of 1 to 5, where 1 is lowest and 5 is highest, please rate your
satisfaction with the following aspects from the property management team:

... your level of satisfaction with their responsiveness?

1
2
3
4
5
Does not apply to me

satisfaction with the following aspects from the property managem team:

... your level of satisfaction with their knowledge? @

oes not apply to me & @
On a scale of 1 to 5, where 1 i%% and 5 is highest, please rate your

om the property management team:

satisfaction with the foIIowing@
... your level of satisfac@ ir courteousness?
Does n g%\yz me

<&
On c of 1 to 5, where 1 is lowest and 5 is highest, please rate your
sfacstion with the following aspects from the property management team:

On a scale of 1 to 5, where 1 is lowest and 5 is highesk rate your

1

2
3
4
5
D

AP WON-=>

ati
@&our level of satisfaction with their communication skills?

1
2
3
4
5
Does not apply to me
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BSER_Q18 Overall, how satisfied are you with the level of Project Management services
received from PWGSC’s team?

INTERVIEWER: Read categories to respondent.

Very satisfied
Somewhat satisfied
Somewhat dissatisfied
Very dissatisfied

AOON-=

BSER_STP  TIME CHECK

@©©
@;@@
N

O
&

Q)
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