
 

 

 
 
 
 
 
 

The Housing Authority of the City of Erie (HACE) 
 

Safety and Services Resident Survey 2020 
  

 
 
 
 
 
 

Submitted to: 

Michael R. Fraley, Executive Director 
The Housing Authority of the City of Erie 

606 Holland Street 
Erie, PA  16501-1285 

 

 

 

 
 
 
 

Submitted by: 

KeyStone Research Corporation (KSRC) 
3823 West 12th Street 

Erie, Pennsylvania  16505-3301 
Ph: 814/836-9295  - Fax: 814/836-9615 

Email: info@ksrc.biz - www.ksrc.biz 
 
 
 
 
 
 
 
 
 
 

March 11, 2021 
 



The Housing Authority of the City of Erie (HACE)

Safety and Services Resident Survey 2020

KeyStone Research Corporation 

(KSRC)

Copyright KSRC 2021

Survey Objectives

Survey Purpose – To Collect & Assess:

• Administrative & Demographic Information on HACE Residents

- While in previous years the survey was conducted on an annual 

basis, HACE had decided to adopt a 2016 KSRC recommendation to 

conduct the survey every other year, moving forward. 

No survey took place in 2017 or 2019; the 2020 survey would be 

the second conducted under this new, biannual approach.

- The goal requested by HACE, as published in the Survey RFP was a 

50% response rate.
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Survey Objectives

Survey Purpose – To Collect & Assess:

• Perceptions of safety and problems in neighborhoods

• Use of programs and services offered to HACE residents

• Satisfaction with HACE managers and maintenance department

• Sources of information about HACE activities

• Residents’ potential need for additional programming

• Willingness to recommend HACE units to friends and family

• Implications of results for policy and practice
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Survey Methodology

Survey questionnaires continued to include 

different designs for family vs. senior housing units

Physical restrictions associated with the          

COVID-19 global pandemic limited the ability to 

collect data, compared to the methodology 

deployed in previous years.
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Survey Methodology

COVID-19 Impact

• In previous years, face-to-face interviews conducted at the annual 

HACE summer family picnic traditionally accounted for approximately 

30% of total survey responses. (The total response rate for the 2018 

survey was 46.2%.) 

– The 2018 survey was also incentivized by a laptop giveaway at the picnic 

and a chance for respondents to win one of five $50 Wal Mart gift cards.

• Any type of in-person follow-up would not be possible.

• We were limited to conducting a survey via direct mail only.
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Survey Methodology

COVID-19  – The Challenge of Direct Mail Only 

An article published in April 2018 determined that the average 

survey response rate was around 33%, but acknowledged that 

there are many influencing factors, to include incentives, high levels 

of motivation, and the relationship between business & customer.* 

According to survey expert CustomerThermometer, a response rate 

of 50% or higher should be considered excellent in most 

circumstances, but survey response rates in the 5% to 30% range 

are far more typical.** Source:*surveyanyplace.com

**customerthermometer.com
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Survey Methodology

COVID-19  – The Challenge of Direct Mail Only 

KSRC proposed a unique approach to build on previous best practices and 
to customize the survey for residents:

• Notice of upcoming survey via postcard was mailed to residents

• For those residents who had indicated that English was not their 

primary language, the survey was custom-translated into one of five 

languages (as well as English), based on the primary language as 

identified by each resident.

– Arabic     Napoli     Russian     Napoli     Somali     Spanish
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Survey Methodology

COVID-19  – The Challenge of Direct Mail Only 
KSRC proposed a unique approach to build on previous best practices and to 
customize the survey for residents:

• KSRC matched $250 HACE gift card investment; Mike created a chance to win 

a $250 grand prize and five $50 Visa gift cards as incentives for those who 

returned a completed survey.  

• Three rounds of surveys were mailed to all residents living in units 6 months 

or more, each successive mailing was sent to only those who had not 

previously responded.  

– The first survey was sent as a attention-getting package with multiple 

messages, to include a prompt to complete the census.  (KSRC offered to 

pay any costs over and above the those traditionally associated with the 

first mailing in its standard form.
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Response Rates
Table 2: Overall Response Rate by Housing Development
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(see report pg. 7)

Development Name N Completed
Response by 

Development
Overall Response 

Better Housing 48 13 27.1% 1.7%

Bird Drive 46 16 34.8% 2.1%

Eastbrook 48 20 41.7% 2.6%

Erie Heights 179 73 40.8% 9.4%

Friendship Apts. 184 102 55.4% 13.1%

Harbor Homes 202 80 39.6% 10.3%

Harbor Homes Annex 106 32 30.2% 4.1%

Horan Garden Apts. 384 110 28.6% 14.1%

Lake City Dwellings 36 11 30.6% 1.4%

Ostrow Apts. 75 53 70.7% 6.8%

Pineview 61 19 31.1% 2.4%

Priscaro Apts. 46 15 32.6% 1.9%

Scattered Sites
330

148
44.8%

19.0%

Schmid Towers 174 86 49.4% 11.1%

Response 1919 778 - 100.0%

Response Rates
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Figure 1: Survey Response Rate 2004-2020
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Socio-demographic Characteristics
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Figure 2: Percent  with Children (N=510)
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Figure 3: Survey Response by Language (N=778)
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Socio-demographic Characteristics
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Socio-demographic Characteristics
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Socio-demographic Characteristics
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Socio-demographic Characteristics
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Perceptions of Safety—Family Units

Codes

4=I always feel safe 

3=I feel safe most of the time

2=I feel safe some of the time 

1=I never feel safe
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Figure 6d: Perception of Safety While Alone at Night Walking in Neighborhood

Perceptions of Safety—Family Units
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Codes

4=I always feel safe 

3=I feel safe most of the time

2=I feel safe some of the time 

1=I never feel safe

(see report pg. 16)

3.46 3.53 3.57 3.42 3.51 3.42 3.44 3.52 3.46 3.47 3.47
3.25 3.12

0.0
0.5
1.0
1.5
2.0
2.5
3.0
3.5
4.0

2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2018 2020
Year of Survey

Figure 6e: Perception of Safety while Alone During Day Walking in Neighborhood
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Perceptions of Safety—Family Units
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Codes

4=I always feel safe 

3=I feel safe most of the time

2=I feel safe some of the time 

1=I never feel safe

(see report pg. 16)
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Figure 6g: Perception of Safety while Alone in Parking Areas During Daytime
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Figure 6h: Perception of Safety while Alone in Parking Areas at Night

Perceptions of Safety—Senior Units
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Codes

4=I always feel safe 

3=I feel safe most of the time

2=I feel safe some of the time 

1=I never feel safe

(see report pg. 17)
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Figure 7a: Perception of Safety While Alone in Apartment During Daytime
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Figure 7b: Perception of Safety While Alone in Apartment at Night



Perceptions of Safety—Senior Units
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Codes

4=I always feel safe 

3=I feel safe most of the time

2=I feel safe some of the time 

1=I never feel safe

(see report pg. 17)
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Figure 7c: Perception of Safety While Alone in Common Areas of Building During Daytime
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Figure 7d: Perception of Safety While Alone in Common Areas of Building at Night

Perceptions of Safety—Senior Units

2020 HACE Safety and Services Resident Survey

Copyright 2021 by KSRC

Codes

4=I always feel safe 

3=I feel safe most of the time

2=I feel safe some of the time 

1=I never feel safe

(see report pg. 17)
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Figure 7e: Perception of Safety while Alone in Parking Areas During Daytime
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Perceptions of Safety—Family Units
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Perceptions of Safety—Senior Units
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Perceptions of Problems
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Perceptions of Problems
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Perceptions of Problems
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Satisfaction with Manager’s Office
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Satisfaction with Maintenance
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Sources of Information about HACE
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Figure 19: HACE Newsletter
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Figure 20: HACE Website
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Recommendation to Friends & Family 
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Figure 22: Recommendation to Friends or Family by Housing Development, 2020

Implications for Policy & Practice

Recommendations for the Future

HACE survey residents have a high level of satisfaction 

with their housing and services with similar results 

compared to 2018.

Family and senior unit residents showed stability in their 

general feelings of safety across all HACE developments 

and residents have a highly positive perception of HACE 

security measures 

While HACE offers a variety of services to its residents, 

usage by family housing residents continues to be low-to-

moderate.
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Please refer to Pages 43-46, for additional details



Implications for Policy & Practice

Recommendations for the Future

While there were no major issues in the site management 

and maintenance section of the survey, only 25% of 

residents believed they had a need to reach out and 

connect with HACE site managers.

There is a real opportunity for HACE site managers to 

explore virtual tools which will help residents to reach out 

and connect with site management and maintenance 

personnel, even in a time of required social distancing.  
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Implications for Policy & Practice

Recommendations for the Future

KSRC believes there is a real need for a comprehensive 
evaluation and revamping of the authority’s marketing 
communications strategy.  It is hoped that HACE’s 
relationship with its new public relations agency may help 
to improve trends related to newsletter readership, 
website and social media access.

In the 2020 survey, 65 residents (8.4% of survey 
respondents) listed one of the six languages used in survey 
translations as their primary language and submitted a 
survey in that language.  KSRC recommends that 
translations continue to remain part of survey 
methodology, in future years.
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Implications for Policy & Practice

Recommendations for the Future

With regard to the COVID-19 global pandemic, we did not 
receive any comments where residents were concerned 
about their health or welfare in a HACE 
development/complex, nor did we see anything that told 
us HACE site managers were not maintain their individual 
properties in a clean and safe manner.

One particular item of interest in the question related to 
additional support/services was the number of residents 
who requested access to the internet.  There are programs 
designed to provide low or no-cost wifi and it may be of 
value for the HACE management team to consider possible 
avenues to secure on-site wifi for all HACE facilities 
/developments.  
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Please refer to Pages 43-46, for additional details

Implications for Policy & Practice

Recommendations for the Future

KSRC sincerely appreciates the opportunity to support HACE once 
again on the Authority’s Safety and Services Resident Survey.  

While we are extremely saddened by the loss of our founder, 
counsel and dear friend, Dr. Joyce Miller, to cancer on December 
25th, KSRC remains very strong as a company and we are well-
prepared to serve and support our clients in a number of ways 
beyond those for which we have traditionally been known and 
utilized.

We would welcome any opportunity to serve and support HACE in 
the design and execution of any of the initiatives related to the 
observations and recommendations identified in this report. 

Thank you.

2020 HACE Safety and Services Resident Survey

Copyright 2021 by KSRC
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1.0 Background & Research Questions  

The Housing Authority of the City of Erie (HACE) contracted with KeyStone Research 

Corporation (KSRC) to conduct the 2020 Safety and Services Resident Survey.  This survey 

solicited residents’ opinions about safety in their neighborhoods, along with their awareness of, 

and satisfaction with, services provided by the Housing Authority and its social service partners. 

The Housing Authority has conducted this survey on an annual basis since the late 1990s.  While 

the federal government originally required this survey to be completed, HACE found that the 

survey provided useful data for the authority and a decision was made to continue conducting 

the survey on an annual basis.  The authority found the data collected helped to provide insight 

into safety issues in neighborhoods, which can then be addressed by the Housing Authority and 

its partners (e.g., the Erie police). Moreover, the results of the survey regarding awareness of and 

use of the Housing Authority’s services, along with measurement of resident satisfaction with 

HACE management, provided information that can be used to make improvements where 

needed. With this knowledge in-hand, HACE is able to make informed decisions with respect to 

any potential future quality improvements.   

In 2016, KSRC’s founder and President, Dr. Joyce A. Miller noted that, in addition to related 

costs, an annual survey of this type may be leading to survey fatigue among HACE residents and 

could possibly affect the quality of future responses.  Dr. Miller recommended that the survey be 

moved to a biannual effort; no survey was conducted in 2017 and the first biannual survey took 

place in 2018.  As the second of its kind, the 2020 Safety and Services Resident Survey will 

provide a key milestone as a new baseline is established for trend analysis.  

1.1 Research Questions 

The following research questions provided the framework for the survey instrument and analysis 

of data gathered through the survey. There are a number of key research questions that are first 

examined in aggregate across all respondents.  In addition, the data are analyzed with respect to 

how responses varied by the HACE unit where they live (senior vs. family).  Finally, the trends 

over time are charted so that HACE can see what changes have occurred and whether there are 

areas of concern that need to be addressed.  

 What are the socio-demographic characteristics of HACE residents (i.e., gender, age, race/ethnicity, 

birth country, and number of years of HACE residence)?  
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 How safe do HACE residents feel? 

 How do perceptions of safety vary by HACE housing development? 

 Have the perceptions of safety changed over time? 

 What do HACE residents perceive as problems in their neighborhood? 

 How do these perceptions of problems vary by HACE housing development?  

 Have the perceptions of problems changed over time? 

 Do residents use the programs and services available to them through HACE and other agencies? 

 Were residents contacted about participating in public housing self-sufficiency program? 

 Are residents satisfied with their HACE manager’s office? 

 Does the level of satisfaction with their HACE manager’s office vary by HACE 

housing development? 

 Are residents satisfied with their HACE maintenance department? 

 Does the level of satisfaction with their HACE maintenance department by HACE 

housing development? 

 How do residents keep up with information about HACE (e.g., through the website or the 

quarterly newsletter)? 

 Does this method of obtaining information vary by HACE housing development? 

 Would HACE residents recommend their neighborhood to friends and family in need of housing? 

 Does the willingness to recommend their neighborhood vary by HACE housing development? 

The COVID-19 global pandemic brought with it unforeseen challenges, terms and circumstance (like “social distancing”). 

With closures, a temporary stay-at home order and suggestions by Governor Wolf that Pennsylvanians work from home, if 

possible, the authority’s executive director wanted to use the opportunity offered by the survey to find out how the 

pandemic had impacted residents and if they believed HACE was creating a safe environment for them and their families 

during the this unique time.   With the understanding that COVID questions would be asked as part of the 2020 survey, the 

HACE Executive Director also decided to explore some additional topics related to services and technology: 

 Do residents believe that additional programs/services are needed?  

 Do residents need any services related to COVID-19 that have not already been provided? 

 Do residents have access to the internet? 

 Do residents have children in the home participating in online learning with the Erie School District? 

 Have residents participated in a telephone conference with their site manager? 
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2.0 Project Methodology 

COVID-19 Impact 

Physical restrictions associated with the COVID-19 global pandemic significantly limited the ability to 

collect data, compared to the methodology employed in previous years.  Prior to the 2020 survey, face-

to-face interviews were conducted at the annual HACE Summer Family Picnic, held at Waldameer.  The 

interviews conducted at that event traditionally accounted for the completion of surveys by 25 - 30% of 

residents and therefore 25 - 30% of total survey responses.  In 2018, the interview effort was 

incentivized by a laptop giveaway, open to those residents willing to take their survey during the picnic. 

The remaining surveys were received in response to a series of direct mail efforts.  (In 2018, the number 

of survey responses totaled 46.2% of all HACE residents.) In 2018, the direct mail portion of the survey 

effort was further incentivized by a chance to win one of five, $50 Wal Mart gift cards for those 

residents who returned their completed surveys. 

In 2020 the annual HACE picnic was cancelled and there would be no type of in-person contact 

possible to conduct any surveys by interview.  The 2020 resident survey could only be conducted via 

direct mail. 

The Challenge of Direct Mail Only 

An article published in April 2018 determined that the average survey response rate was around 33%, 

but acknowledged that there are many influencing factors, to include incentives, high levels of 

motivation, and the relationship between business & customer.   (Source: surveyanyplace.com) 

According to survey expert CustomerThermometer, a response rate of 50% or higher should be 

considered excellent in most circumstances, but survey response rates in the 5% to 30% range are far 

more typical.  (Source: customerthermometer.com) 

The goal requested by HACE, as published in the authority’s RFP for the 2020 survey was a 50% 

response rate.  KSRC knew that in addition to the best practices of previous years, the methodology for 

the 2020 Safety and Services Resident Survey must be enhanced dramatically, if even a typical response 

rate was to be achieved under pandemic conditions, let alone the 50% goal stated in the RFP.   
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In response to the RFP, KSRC researched, proposed and executed the following 

methodology for the 2020 HACE Safety and Services Resident Survey:  

Finalize the questionnaires and cover letters.  The questionnaires from previous years were 

reviewed and modified with input from the HACE Executive Director and senior staff.  Surveys 

were tailored by development to reflect the differences between family and senior housing 

developments. 

Additional questions unique to the 2020 survey were incorporated to include questions about 

available COVID-19 services, internet access, distance learning, and virtual 

interviews/interaction with development managers. 

As was the case in previous years, a postcard announcing the upcoming survey was mailed out to 

all residents on September 14th.  (A copy of the postcard may be found in Appendix A.) 

Create translation of surveys for customized digital printing.  Upon learning that Printing 

Concepts Inc. would be printing the surveys for the direct mail effort, KSRC knew that a unique 

approach to customization, designed to maximize resident response would be possible.  Printing 

Concepts operates one of the most sophisticated digital printing and mailing operations in the 

United States.  In previous years’ efforts that capability has been used only for the compilation of 

survey components and the customization of resident mailing addresses. 

KSRC met with Printing Concepts and learned that there was no additional cost to actually 

customize each survey, based on unique characteristics of a particular resident.  The 

sophistication of Printing Concepts digital system allowed for multiple databases of information 

to be linked together by specific protocols to create customized mailing components with 

multiple variable fields.  The system then treated the finished product as a standard piece of 

artwork for digital printing, compilation of components and the mailing of the finished product. 

Under normal conditions, this might include a note on the mailing envelope and actually printing 

each resident’s unique entry number for a drawing on the cover letter and the survey itself, to 

encourage the resident to complete and return the survey in order to qualify for a gift card 

drawing.  In 2020 however, this capability allowed us to customize the survey itself for each 

resident, based on the primary language they specified in their original application for housing. 

A listing of the primary language for each resident was included in the database provided to 

KSRC and after discussion with the Executive Director, it was decided that, in addition to an 
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English version, the survey would be customized into a full translation of one of the top five 

primary languages as identified by HACE residents: 

• Arabic 

• Nepali 

• Russian 

• Somali 

• Spanish 

The surveys and their cover letters were drafted and submitted to the Executive Director for review. 

Upon approval, each was translated using Google translation software. (As a test, the Spanish 

version was reviewed by one of our employees for whom Spanish is their primary language and 

she believed it to be a good, utilitarian translation.)  For ease of tabulation upon survey 

completion and return, each translated version was formatted in the best manner possible to 

mirror the English version of the survey. 

The first survey was sent as an attention-getting booklet which also included ads for the prizes to 

be given away, as well as an advertisement from the City of Erie to encourage residents to 

complete the census.  Based on experience and knowing that response rates would likely 

decrease with each of the three mailing efforts KSRC wanted to draw attention to the first 

mailing and to maximize the initial return rate.   

To that end, KSRC offered to offset the additional costs associated with this specialized first 

mailing by paying for any costs over and above those traditionally associated with the first survey 

mailing in its standard form. 

Copies of the questionnaires and cover letters are included in Appendix A.   

Incentives. KSRC wanted to double the incentives previously included as prizes in a drawing 

among those residents who completed the survey. 

As part of its response to the RFP, KSRC offered to match the five, $50 gift cards offered by 

HACE.  The Executive Director decided to use the KSRC match to create a grand prize.  By 
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completing and returning the survey, all residents had the chance to win one of five $50 VISA® 

gift cards, and a grand prize of a $250 VISA® gift card (six incentive prizes in total).  

When we discussed this strategy, to include the drawing with Mike Martin, the owner of Printing 

Concepts.  He shared the fact that they regularly conduct drawings for certain customers, in 

conjunction with direct mail campaigns and sweepstakes.  They use software to create an 

objective, independent, third-party selection of winners, and a layer of protection for his clients.  

He offered to conduct a random drawing of the winners for the gift cards from a database of 

residents who completed and returned the survey. 

Mail the questionnaires.  All heads of household in HACE units who had lived in residence 

for at least six months were on the survey mailing list provided by HACE.   

• The first mailing of questionnaires to a total universe of 1,919 residences occurred on 

September 30th.  

• The second mailing occurred a month later, on October 30th.  This mailing was sent to 

those 1,312 residents from the total universe who did not return a completed 

questionnaire. 

• The third mailing occurred on December 12th and was sent to the remaining 1,155 

residents who had not previously responded to the first or second mailing.  

All survey data collected was entered into excel documents and was prepared for a transfer to SPSS, a 

proprietary statistical software for data analysis, in preparation for the reporting of results. 

   Table 1: Response Rate 

Data Collection Method Group Size Completed Response Rate 

Total Households 1,919 778 40.54% 

Mailing 1 1,919 387 20.16% 

Mailing 2 1,532 281 18.34% 

Mailing 3 1,251 110 8.79% 

  
It is important to note that in 2018, the group size was 3.72% smaller (by 69 residents) and the 
number of total respondents was 9% larger (by 77 residents) than in 2020.  The Annual HACE 
Picnic, in 2018, accounted for 25.1% (215 residents) of the total 46.2 % (855 residents) response rate. 
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Table 1 shows the response rate as a cumulative from the responses received from each mailing.  

In total, there were 1919 residences in the population to be surveyed and 778 completed surveys, 

for an overall response rate of 40.54%.   

Table 2 shows overall response rate by housing development.  

 

Table 2: Overall Response Rate by Housing Development 

Development Name N Completed 
Response by 
Development 

Overall 
Response  

Better Housing 48 13 27.1% 1.7% 

Bird Drive 46 16 34.8% 2.1% 

Eastbrook 48 20 41.7% 2.6% 

Erie Heights 179 73 40.8% 9.4% 

Friendship Apts. 184 102 55.4% 13.1% 

Harbor Homes 202 80 39.6% 10.3% 

Harbor Homes Annex 106 32 30.2% 4.1% 

Horan Garden Apts. 384 110 28.6% 14.1% 

Lake City Dwellings 36 11 30.6% 1.4% 

Ostrow Apts. 75 53 70.7% 6.8% 

Pineview 61 19 31.1% 2.4% 

Priscaro Apts. 46 15 32.6% 1.9% 

Scattered Sites 330 148 44.8% 19.0% 

Schmid Towers 174 86 49.4% 11.1% 

Response  1919 778 - 100.0% 

 

In Figure 1, the overall response rate for 2020 (40.54%) represented a decrease from 2018. As 

stated earlier, KSRC could not collect in-person survey data at any time in 2020, due to strict social 

distancing guidelines resulting from the outbreak of COVID-19.  

This means for the 2020 evaluation year, the traditional resident summer picnic (where 25% of 

survey responses were collected in 2018) did not take place. Even though response rates decreased 

for 2020, a response rate in excess of 40% was achieved. 
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KSRC believes this is significant and that any conclusions drawn from the data collected should 

be accepted as valid, considering data was collected only utilizing the only response vehicle 

available. Figure 1 shows the yearly response rates, with the highest response rate in 2011 (57%).   

 
 
 

The 16-year average response rate for the HACE Safety and Services Resident Survey is 45.22%. 
 

At 40.54%, the response rate for the 2020 survey falls 10.35% below the 16-year average. 
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Figure 1: Survey Response Rate 2004-2020
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3.0 Findings  

The findings from the 2020 Safety and Services Resident Survey for the Housing Authority of 

the City of Erie are presented for each of the research questions delineated in Section 1.1.  

3.1 What are the socio-demographic characteristics of HACE Residents? 

As shown in Figures 2a-f, the demographics of HACE survey respondents are most often 

represented by Non-Hispanic (83.5%), Caucasian (58.9%), women (61.2%), between the ages of 

31-61 (53.0%), who have lived in a HACE residence for longer than 5 years (53.8%), and have 

children (55.9%).   

 

 

30.8%

0.3%

10.0%

58.9%

Figure 2b: Race of Respondents (N=778)

African American

American

Indian/Alaskan Native

Asian

Caucasians

38.8%

61.2%

Figure 2a: Gender Respondent Rate 
(N=778)

Male

Female

6.9%

53.0%

40.1%

Figure 2d: 
Age of Residents (N=778)

Age 30 and younger

Age 31-61

Age 62 and older

16.5%

83.5%

Figure 2c: 
Ethnicity of Respondents (N=778)

Hispanic

Non-Hispanic

KSRC would like to engage in future discussions with HACE leadership to better understand the type of 
information HACE would like to obtain and evaluate in this area.  It appeared to us that some of sociodemographic 
information provided to KSRC appeared to mix race and culture by category.   (Please see page 49 for more details.) 



 

 

 

      Final Report: Safety and Services Resident Survey 2020           10                                                          

 

The HACE community is made up of many diverse groups of people who speak many different 

languages; the following list includes all languages spoken by HACE residents: 

- Amharic 
- Arabic 
- Bengali 
- Bosnian 
- Burmese 
- Croatian 
- Dari 
- English 
- Farsi 
- French 
- Hindi 
- Kurdish 
- Mandarin 

- Nepali 
- Portuguese Creole 
- Romanian 
- Russian 
- Samoan 
- Serbian 
- Somali 
- Spanish 
- Swahili 
- Tigrinya 
- Ukrainian 
- Urdu 
- Vietnamese 

 
From this list, the alternative languages for translation were chosen.  Figure 3 shows the 
percentages and numbers of residents who had identified themselves with one of the six 
languages used in the survey, as their primary language.  English occurred as the primary 
language most often (91.6% / 714 residents) followed by Spanish (5.5% / 43 residents). 
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91.6%

(n=713)

5.5% (n=43)

1.4%

(n=11)

1.2% (n=9)

0.1% (n=1)

0.1% (n=1)

English

Spanish

Russian

Arabic

Nepali

Somali

0.0% 50.0% 100.0%

Figure 3: Survey Response by Language 
(N=778)

English

Spanish

Russian

Arabic

Nepali

Somali

Language     Percentage    Number of Residents 
 

Arabic  1.2%  9 
 

Somali  0.1%  1 
 

Nepali  0.1%  1 
 

Russian         1.4%               11 
 

Spanish  5.5%               43 
 

English                91.6%.                 713 

 

Total              100.0%.                 778 

37.7%

8.5%

53.8%

Figure 2e: Length of Time with HACE 
(N=530)

Less than 3 years

% 3 - 5 years

% more than 5 years

55.9%
44.1%

Figure 2f: Residents with Children 
(N=510)

Yes No
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           3.2 How safe do HACE residents feel? 

HACE residents responding to the 2020 survey feel safe, for the most part, with no significant 

difference from the 2018 survey. Figure 4 shows the distribution of responses when residents 

were asked about how safe they feel in specific situations that are common to all housing 

developments. The percentages represent respondents who responded to the question with a 

rating of “4” or “3”, indicating that they feel safe “always” or “most of the time.”   

These situations are rank ordered below:  

 Safe alone during daytime in parking area (overall 90.0%) 

 Safe alone at night in home/apartment (overall 89.2%) 

 Safe alone at night in parking area (overall 78.8%) 
 

 

When residents were asked about other situations that may only apply to their specific housing 

development, there is still a relatively high percentage among residents (i.e., > 70%) who feel safe 

“always” or “most of the time” as shown in Figure 5. An exception to that was in the case of 

respondents in Family Developments, where only 68.4% feel least safe walking alone at night in 

their neighborhood. 

While these perceptions may seem “out of order,” It is important to note that these questions were 

asked independently and not comparatively, meaning that each question was a stand-alone; 

residents were not asked to compare their feelings on one specific situation, compared to another. 
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3.2.1 How do these perceptions of safety vary by HACE housing development? 

 As presented in Table 3, there is some variability in how the residents in each housing 

development rank these situations with respect to how safe they may feel.  In general, residents 

feel safer during the daytime, whether within their own home/apartment or in their parking area, 

or walking in their neighborhood.   

 In comparing the housing developments by calculating an average across all of the safety 

situations for each development, we find the following: 

• Residents from Bird Drive (95.5%), Schmid Towers (90.7%), and Ostrow Apartments 

(89.6%) have the highest average percentages of residents feeling safe “always” and 

“most of the time.”  

• Residents from Harbor Homes Annex (73.2%), Lake City Dwellings (75.3%), and 

Harbor Homes (76.5%) have the lowest average percentages of residents feeling safe 

“always” and “most of the time.”  

0.0% 20.0% 40.0% 60.0% 80.0% 100.0%

Safe alone during day

walking in

neighborhood (N=450)

Safe alone at night

walking in

neighborhood (N=360)

Children safe playing in

neighborhood during

day (N=206)

Safe alone during

daytime in apartment

(N=224)

Safe alone during

daytime in common

areas (N=214)

Safe alone at night in

common areas (N=195)

87.4%

68.4%

72.8%

95.3%

92.3%

83.4%

Percent of "always" or "most of the time" responses

Figure 5: Residents Who Feel Safe by Family and Senior Sites
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Unit*** N 

Safety Perception 

Alone at night 
in home/apt. 

Alone 
during 

daytime 
in apt 

Alone 
during 

daytime 
in 

parking 
area 

Alone 
at night 

in 
parking 

area 

Alone 
during 

daytime 
in 

common 
areas 

Alone at 
night in 

common 
areas 

Alone during 
day walking in 
neighborhood 

Alone at night 
walking in 

neighborhood 

Children 
playing in 

neighborhood 
-day 

Safe 
with 

security 
lighting 

Safe 
with 

security 
cameras 

C.O.P.P.S. 
or Quebec 

Unit 

Average 
across all 

safety 
situations 

Better Housing 13 92.3%  92.3% 83.8%   91.7% 61.5% 55.6% 84.6% 69.2% 92.3% 80.3% 

Bird Drive 16 100.0%  100.0% 100.0%   93.8% 93.3% 84.6% 100.0% 93.8% 93.8% 95.5% 

Eastbrook 20 100.0%  94.8% 89.5%   94.7% 65.0% 73.4% 94.4% 89.5% 94.5% 88.4% 

Erie Heights 73 90.4%  91.4% 84.7%   93.1% 72.3% 72.4% 80.0% 73.2% 84.6% 82.5% 

Friendship Apts. 102 86.3% 94.0% 87.8% 67.3% 89.8% 78.6%    70.5% 75.0% 87.4% 81.9% 

Harbor Homes  80 83.4%  85.2% 69.3%   81.5% 61.1% 61.5% 82.6% 80.7% 83.3% 76.5% 

Harbor Homes Annex 32 76.7%  83.8% 66.7%   78.5% 61.3% 57.9% 81.3% 71.0% 81.3% 73.2% 

Horan Garden Apts. 110 91.7%  88.6% 81.6%   88.9% 71.6% 78.0% 82.4% 82.5% 85.5% 83.4% 

Lake City Dwellings 11 72.8%  81.8% 77.7%   80.0% 50.0% 71.4% 80.0% 72.7% 90.9% 75.3% 

Ostrow Apts. 53 92.0% 94.1% 94.0% 80.0% 92.1% 84.3%    92.0% 90.0% 88.0% 89.6% 

Pineview 19 94.8%  94.7% 83.4%   94.7% 83.4% 78.6% 89.5% 89.5% 94.7% 89.3% 

Priscaro Apts. 15 73.3%  92.9% 66.6%   80.0% 66.7% 70.0% 86.7% 92.9% 80.0% 78.8% 

Scattered Sites 148 90.5%  91.4% 83.5%   86.4% 67.8% 75.8% 79.3% 79.7% 85.0% 82.2% 

Schmid Towers 86 92.8% 97.6% 92.9% 81.9% 95.2% 88.3%    86.9% 89.4% 91.5% 90.7% 

  
* The cell numbers represent the percentage of respondents who indicated “Most of the Time” or “Always” when asked about their feelings of safety.  
 
** The number responding to a specific question about safety varies because some questions were asked only of residents from particular housing developments.  See Appendix A for copies of the surveys.  
 
***The “n” for the number of respondents within each of the housing developments varies, depending on the particular safety question asked.  Therefore, we have included the highest response “n” in this table. 
 

Table 3: Variation in Perceptions of Safety* by Housing Development 
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3.2.2 Have the perceptions of safety changed over time? 

In previous year’s the weighted scale presented to residents ranged between 1 and 4, with 

“1” indicating “never feel safe” and “4” indicating “always feel safe.” When the results the 

survey were reported however, the scale became reversed where the lower number was 

presented to have the highest value (“always safe”).   

KSRC sincerely apologizes as we have discovered that the error continued to be perpetuated 

in reporting.  While the error was acknowledged in presentation, the means by which data 

related to perceptions by residents with regard to safety were reported on scales inverse to 

the rest of the data reported. 

As part of the effort in 2020, all of the charted data related to security charts have been 

realigned so that they may be reported as they were asked and on a scale similar to all other 

data collected in the Safety and Services Resident Survey:  

• A value of “4” indicates that the resident always feels safe in the situation questioned. 

• A value of “3” indicates that the resident feels safe most of the time in that situation. 

• A value of “2” indicates that the resident feels some of the time in that situation. 

• A value of “1” indicates that the resident “never feels safe” in that situation. 

Figures 6 c-h and 7 a-f show a historical comparison of average scores for a number of the 

safety situations asked of residents in family and senior developments, respectively. Across 

all situations and from 2006-2016, residents indicated they felt safe at least “most of the 

time.” Overall, these historical trends show that residents maintained stable feelings of safety 

throughout the years that fluctuate in the “good range” reported in values between “3”and 

“4”; senior residents tend to feel slightly safer than family residents.   
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Below are figures 6a and 6b, these two figures show comparisons (2018 vs 2020) of 

perceptions of safety at family and senior residents, respectively. Figure 6a shows mixed 

results from family sites with regard to their perceptions of safety overtime. Family sites 

show slight increases and decreases across the board, however, still maintain a “good range” 

with scores between 3 (feels safe most of the time) and 4 (always feels safe). An area to focus 

improvement on would be “alone in parking areas during the daytime” which scored 3.00 

among family residents. This situation scored the lowest, and could possibly fall into “feel 

same some of the time” range.  

 

Codes for Figure 6 charts: 4=I always feel safe, 3=I feel safe most of the time, 2=I feel safe some of the time, 1=I never feel safe. 

 

Figure 6b shows perceptions of safety at senior sites. Only two situational scores decreased 

from 2018 to 2020; “alone in parking areas at nighttime” (3.73 to 3.06) and “alone in 

common areas at nighttime” (3.62 to 3.30). The remaining situation scores increased from 

2018 to 2020 with the largest increases seen in “alone in apartment during daytime” (3.03 to 

3.73) and “alone in common areas during daytime” (3.34 to 3.61). Even though some areas 

decreased, all areas scored in the “good range” between 3 and 4. An area to focus 

improvement efforts on would be “alone in parking areas at nighttime,” this score decreased 

the most and is close to falling into “feels safe some of the time” range.  

3.30 (n=527)

3.57 (n=424)

3.25 (n=530)

3.53 (n=301)

3.11(n=535)

3.48(n=481)

3.26 (n=469)

3.55 (n=360)

3.12 (n=450)

3.50 (n=206)

3.00 (n=458)

3.50 (n=414)

0.00 1.00 2.00 3.00 4.00

Alone at night at home

Night walking in neighborhood

Day walking in neighborhood

Children's safety outdoors during day

Alone in parking areas daytime

Alone in parking areas nighttime

Figure 6a Family Sites - Perceptions of Safety Over Time

2020

2018
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*Codes for Figure 6 charts: 4=I always feel safe, 3=I feel safe most of the time, 2=I feel safe some of the time, 1=I never feel safe.  

3.03 (n=241)

3.55 (n=226)

3.34 (n=232)

3.62 (n=207)

3.56 (n=229)

3.73 (n=177)

3.74 (n=224)

3.59 (n=206)

3.61 (n=214)

3.30 (n=195)

3.58 (n=212)

3.06 (n=172)

0.00 1.00 2.00 3.00 4.00

Alone in apartment daytime

Alone in apartment at night

Alone in common areas daytime

Alone common areas nighttime

Alone in parking areas daytime

Alone in parking areas nighttime

Figure 6b: Senior Sites - Perceptions of Safety Overtime

2020

2018



 

 

 

      Final Report: Safety and Services Resident Survey 2020           17                                                           

Historical Perceptions of Safety for Family Development Residents, 2006 – 2020 (Figures 6c-h) 

  

  

  
*Codes for Figure 6c-h charts: 4=I always feel safe, 3=I feel safe most of the time, 2=I feel safe some of the time, 1=I never feel safe. 

**It is important to note that while data from 2006 to 2016 was collected every year, after 2016 data points result from results gathered from surveys conducted every other year. 
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Figure 6c: Perception of Safety While Alone at Night at Home
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Figure 6f: Perception of Children's Safety While Playing Outdoors 
During the Day in Neighborhood
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Figure 6d: Perception of Safety While Alone at Night Walking in 
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Figure 6g: Perception of Safety while Alone in Parking Areas During 
Daytime
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Figure 6e: Perception of Safety while Alone During Day Walking in 
Neighborhood

3.02 3.13 2.99 3.15 3.23 3.11 3.20
3.48 3.50

0.0
0.5
1.0
1.5
2.0
2.5
3.0
3.5
4.0

2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2018 2020

Year of Survey

Figure 6h: Perception of Safety while Alone in Parking Areas at 
Night
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Historical Perceptions of Safety for Senior Site Residents, 2006 – 2020 (Figures 7a-f) 

  

  

 

 

*Codes for Figure 7a-f charts: 4=I always feel safe, 3=I feel safe most of the time, 2=I feel safe some of the time, 1=I never feel safe. 

**It is important to note that while data from 2006 to 2016 was collected every year, after 2016 data points result from results gathered from surveys conducted every other year. 
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Figure 7a: Perception of Safety While Alone in Apartment During Daytime
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Figure 7d: Perception of Safety While Alone in Common Areas of 
Building at Night
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During Daytime
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Figure 7f: Perception of Safety while Alone in Parking Areas at Night
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3.2.3 How safe do residents feel with security measures? 

Residents were asked to rate whether they “always feel safe,” “feel safe most of the time,” 

“feel safe some of the time,” or “never feel safe” with the presence of security lighting, 

security cameras, and the Community Oriented Police and Probation Services (C.O.P.P.S. or 

Quebec Unit). Figure 8 shows how safe family residents feel and Figure 9 shows how senior 

residents feel when asked specifically about each security measure. Generally, residents feel 

safe most of the time or always with these security measures.  
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Figure 9: Senior Perception of Security Measures 
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Figure 8: Family Perception of Security Measures  
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3.3  What do HACE residents perceive as problems in their neighborhood? 

In the survey, residents were asked their opinion about a predetermined set of problems in 

their neighborhoods and they were asked to indicate whether they perceived each to be “no 

problem,” “a moderate problem,” or “a serious problem.” A majority of residents do not 

perceive any of the sets of problems posed to be considered “serious”. Figure 10 shows the 

distribution of responses within family sites about how serious the different problems are. 

Family housing residents view “groups hanging out” as the most serious problem (11.2%).    

  

Figure 11 shows the responses of residents in senior housing when asked about these and 

other types of problems in their neighborhoods.  Similar to the responses received from family 

residents above in Figure 10, a small percentage of senior residents perceive these situations as 

“a serious problem.” Those areas perceived as the “a serious problem” include ‘drug use by 

residents’ (14.9%), ‘alcohol’ (14.7%), and ‘drug dealing’ (13.9%).  
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Figure 10: Perceptions of  Problems by Residents of  Family Housing

A Serious Problem A Moderate Problem No Problem
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 3.3.1  How do these perceptions of problems vary by HACE housing development?  

 Table 4 shows how the perception of problems vary across residents in the different housing 

developments.  This table reports the percentage of residents who indicated a particular 

behavior was “no problem.” Fewer family residents at Lake City Dwellings (55.6%) and 

Priscaro Apartments (57.3%) perceived no problems in their neighborhood, compared to 

residents in the other neighborhoods.  

 Eastbrook had the largest portion of family residents who perceived problem areas as ‘no 

problem’ (87.9%). 

 For senior housing units, Friendship Apartments, compared to the other senior housing 

developments, had fewer residents (57.7%) that perceived no problems in their housing 

development.  
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Figure 11: Perceptions of  Problems by Residents of  Senior Housing

A Serious Problem A Moderate Problem No Problem
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Table 4: Variation in Perceptions of Problems* by Housing Development  

 
 

* The cell percentages represent the respondents who indicated “No Problem” when asked about their perceptions of problems in their neighborhoods. 
 
** The number responding to a specific question about problems varies because some questions were asked only of residents from particular housing developments.  See Appendix A for copies of 
the survey forms for the questions pertaining to each of the housing developments. 
 
***The “n” included is for the highest number of respondents within each housing development. 

Perceptions** Housing Development 

Problems All 
Housing 

Developments 

Better 
Housing  

Bird 
Drive 

Eastbrook 
Erie 

Heights 
Friendship 
Apts. 

Harbor 
Homes 

Harbor 
Homes 
Annex 

Horan 
Garden 
Apts. 

Lake City 
Dwellings 

Ostrow 
Apts. 

Pineview 
Priscaro 
Apts. 

Scattered 
Sites 

Schmid 
Towers 

n=13 n=15 n=18 n=68 n=93 n=70 n=29 n=104 n=8 n=48 n=17 n=13 n=141 n=85 

Crime 61.5 86.7 94.4 79.4 66.7 68.5 51.7 82.7 50.0 81.3 82.4 76.9 69.0 76.8 

Vandalism or 
graffiti 

61.5 75.0 95.0 81.4 69.5 60.6 67.7 79.8 50.0 95.9 94.4 63.6 78.7 86.4 

Groups hanging 
out 

53.8 86.7 70.0 76.4 55.1 45.8 61.3 66.4 44.4 92.0 50.0 61.5 72.1 74.7 

Drug dealing 84.6 80.0 90.0 77.3 50.0 68.1 63.3 80.6 66.7 83.7 88.2 46.2 79.9 72.3 

Drug use by 
residents 

76.9 86.7 90.0 71.2 43.8 63.0 63.3 81.1 66.7 76.0 87.5 38.5 83.7 67.1 

Average 67.7 83.0 87.9 77.1 - 61.2 61.5 78.1 55.6 - 80.5 57.3 76.7 - 

Problems in 
Senior Housing 
Developments 

 
   n=93     n=48    n=85 

Alcohol use by 
residents 

 
   40.8     65.3    57.6 

Behavior of 
visitors (non-
residents) 

 
   42.7     68.6    61.0 

Availability of 
parking 

 
   61.3     90.2    58.8 

Noise     55.2     72.5    61.9 

Outside building 
lighting 

 
   75.3     90.4    79.5 

Access to 
building at night 
by non-residents 

 
   42.1     80.4    60.5 

Abandoned 
vehicles 

 
   89.5     90.2    87.7 

Average  
   57.7     82.2    70.4 
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3.3.2 Have these perceptions of problems changed over time? 

 
As stated previously in section 3.2.2, in prior year’s the weighted scale ranged between 1 and 4, with 1 

indicating “always feel safe” and 4 indicating “never feel safe.” Figures 12 b-f and 13 b-l show a 

historical comparison of average scores for a number of the problem situations asked of residents in 

family and senior developments, respectively. Across all situations and from 2006-2016, residents 

indicated they perceived problem areas as “no problem.” Overall, these historical trends show that 

residents maintained stable feelings towards problem areas throughout the years that fluctuate in the 

“good range” between 1 and 2, where senior residents tend to feel slightly safer than family residents.   

Due to the previous weighted scale producing confusing results, this should have been corrected 

to a numerical scale in descending order* starting at 4 indicating “always feel safe” to 1 “never feel 

safe.” The bi-annual data from 2018 and 2020 have been coded to match the corrected weight 

scale (4=Always feel safe, 3=Most of the time, 2=Some of the time, 1=Never). 

Below, figures 12a and 13a, show comparisons (2018 vs 2020) of perceptions of problems at 

family and senior residents, respectively. Figure 12a shows similar results from family sites with 

regard to their perceptions of safety overtime, comparing 2018 to 2020 there has not been much 

change in how family residents perceive problem situations. Family sites show slight decreases in a 

few areas, however, still maintain a “good range” with scores between 2 (moderate problem) and 3 

(no problem). An area to focus improvement on would be “groups hanging out” which scored the 

lowest among family sites (2.55).  

2.70 (n=569)

2.71 (n=576)

2.59 (n=590)

2.70 (n=573)

2.73(n=584)

2.70 (n=502)

2.70 (n=502)

2.55 (n=510)

2.68 (n=495)

2.69 (n=496)

0.00 1.00 2.00 3.00
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Vandalism or graffiti

Groups hanging out

Drug dealing

Drug use by residents

Figure 12a: Bi-Annual Family Sites - Perceptions of Problems Over Time

2020

2018

Codes for Figure 12 charts:  3 = No Problem; 2 = Moderate Problem; 1 = Serious problem  
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Figure 13a also shows similar results from senior sites with regard to their perceptions of safety overtime, 

comparing 2018 to 2020 there has not been much change in how senior residents perceive problem 

situations.  

Senior sites show mixed results with slight decreases, and slight increases across the board, while 

maintaining “good range” with scores between 2 (moderate problem) and 3 (no problem).  

An area to focus improvement on would be “alcohol use by residents” which scored the lowest among 

family sites (2.38). 
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Figure 13a: Bi-Annual Senior Sites - Perceptions of Problems Over Time

2020

2018

Codes for Figure 13 charts:  3 = No Problem; 2 = Moderate Problem; 1 = Serious problem  
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*Codes for figure 12 and figure 13 charts: 3=No problem, 2=A moderate problem, 1= A serious problem 
**It is important to note that while data from 2006 to 2016 was collected every year, after 2016 data points result from results gathered from surveys conducted every other year. 

 

 

Historical Perceptions of Problems by Family HACE Residents, 2006 - 2020 Historical Perceptions of Problems by HACE Residents in Senior Sites, 2005 - 2020 
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Figure 12d: Perception of Groups Hanging Out
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Historical Perceptions of Problems by Family HACE Residents (Cont.) Historical Perceptions of Problems by HACE Residents in Senior Sites (Cont.) 

 
 

 

 

 
 

 

 

 
 

*Codes for figure 12 and figure 13 charts: 3=No problem, 2=A moderate problem, 1= A serious problem 
**It is important to note that while data from 2006 to 2016 was collected every year, after 2016 data points result from results gathered from surveys conducted every other year. 
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Perceptions of Other Problems by HACE Residents in Senior Sites, 2006 – 2020 (Figures 13g-l) 
 

 

 

 

 

 

 

*Codes for figure 12 and figure 13 charts: 3=No problem, 2=A moderate problem, 1= A serious problem 
**It is important to note that while data from 2006 to 2016 was collected every year, after 2016 data points result from results gathered from surveys conducted every other year. 
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3.4 Do residents use the programs and services available to them through HACE? 

Figure 14 shows use across all family housing developments for those programs and services that are 

available to them and that are offered by many organizations.  Because certain programs have unique 

uses to a particular population it is hard to measure actual uses, these questions will be modified in the 

2022 survey. Overall, the usage levels are low-to- moderate for residents in family housing, ranging 

between 0.9% and 14.5%.  

The most used programs include community net dental program at John E. Horan Garden Apartments 

(14.5%), the MCRC at John E. Horan Garden Apartments (14.3%) and the JFK Center at Harbor 

Homes (9.5%).  Early Connections at Harbor Homes (0.9%), Early Connections at John E. Goran 

Garden Apartments (1.3%), and the Nursing Center (2.6%) at John E. Horan Garden Apartments were 

the least utilize programs that HACE offered this year to family residents. 
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Figure 14: Use of HACE Programs Offered to Families by Development (N=537) 
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Residents of Friendship Apartments and Schmid Towers were asked if they used the following senior 

services: food boxes, flu shots, health screenings, medicine monitoring, nursing services, “Meals on 

Wheels”, personal care, home support, waiver services, and GECAC’s HomePlus program.  

Residents of Ostrow Apartments were only asked if they used applicable services such as food boxes, 

flu shots, health screenings, “Meals on Wheels”, and bus trips to Walmart.   

 

Figures 15a-d show that in 2020 ‘Meals on Wheels’ is the least used service across all three senior 

residences with less than 18% of seniors using “Meals on Wheels”.  

 

The most used services from each senior residence, are as follows: Friendship Apartments uses ‘food 

boxes’ (48.5%) most often, Schmid Towers and Ostrow Apartments use ‘flu shots’ (44.4% and 28.6%). 
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Figure 15a: Use of HACE Programs Offered to Seniors at Friendship Apartments (N=102)
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Figure 15b: Use of HACE Programs Offered to Seniors at Schmid Towers (n=86)
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Figure 15c: Use of HACE Programs Offered to Seniors at Ostrow Apartments (n=53)
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Figure 15d compares the use of applicable senior services for 2018 and 2020. There was a decrease in use 

of ‘nursing services’ (39.5 to 25.6%) and a slight decrease in 'waiver services’ (23.1 to 23.0). However, there 

was an increase in medicine monitoring, meals on wheels, personal care, and home support. 

 
 
 
 

3.4.1 Did residents participate in the family self-sufficiency program?  
 

In Figure 16, families were asked if they participated in the public housing family self-sufficiency 

program.  

 

Only 13.9% responded that they participated, while most (47.3%) reported that they did not 

participate.  

 

It is important to note that a large portion of residents (37.8%), were unsure if they 

participated in the family self-sufficiency program. If HACE already knows which residents 

do participate, the reason for such a high percentage residents who are “unsure” could be because 

the program is not applicable to them.  If that is the case, then perhaps in future surveys, this 

question should be considered for modification (if this does not apply to you, please move on to 

question___) or for possible elimination. 
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3.5 Are residents satisfied with their HACE manager’s office? 

When asked about their level of satisfaction with their manager’s office, residents across all 

housing developments indicated a high level of satisfaction.  Figure 17a shows that 91.9% of the 

residents responded “always” or “most of the time” to the question about whether their manager 

provides timely information about their lease and rules.  Regarding responsiveness to questions 

and concerns, 89.4% said “always” or “most of the time” and 92.3% said “always” or “most of 

the time” when asked if they considered their manager to be professional and courteous.   
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Figure 17b shows the bi-annual comparison of resident manager satisfaction from 2018 to 2020. 

Satisfaction with regard to ‘timely information about lease and rules,’ and ‘response to questions 

and concerns’ remained relatively the same over the two year period. There was an increase in 

resident satisfaction towards mangers being ‘professional and courteous’ (90.8% to 92.3%). 

 

 

 

Figure 17c shows how many residents among those responding to the survey had a need to 

contact their management office.  Some residents even provided the reason why they had a need 

to contact the management office.  

 

 25.6% of residents surveyed had a need to contact their management office. 

 

 Of those residents who specified their reason for contact their manager:  

• 10.2% called about maintenance 

• 5.2% called about income changes 

• 4.1% called about recertification 

• 2.2% of residents listed “Other”.  
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Out of the “other” response, some residents provided a narrative, some included advisory board 

meetings, just to check in, needed information, rodent problem, rent transfer, and the smoking 

policy.  
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Figure 17c: Residents Participated in Call With Management Office
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3.5.1 Does the level of satisfaction with their HACE manager’s office vary by HACE housing development? 

As shown in Table 5, levels of satisfaction vary by HACE housing development with regard to “timely information about lease,” “responsiveness to 

questions and concerns,” and “courteous and professional” behavior.  Priscaro Apartments has the lowest satisfaction rate (78.6%) for “timely 

information about lease,” while Eastbrook and Lake City have the highest satisfaction rate at 100% responding either “always” or “most of the time” for 

the same category.  For “responsiveness to questions and concerns,” Priscaro Apartments has the lowest level of satisfaction (80.0%) while Scattered Sites 

showed the highest level of satisfaction (95.7%).  For “courteous and professional” behavior, Priscaro Apartments showed the lowest level of satisfaction 

at 84.6% and Schmid Towers show the highest satisfaction at 96.5%.  

Table 5: Variation in Satisfaction* with Manager’s Office by Housing Development 

 
 
 
 

* The number represents the percentage of respondents that indicated “Always” and “Most of the Time.”

Performance 
Criteria 

Housing Development 

Better 
Housing  

Bird 
Drive 

Eastbrook 
Erie 

Heights 
Friendship 
Apts. 

Harbor 
Homes 

Harbor 
Homes 
Annex 

Horan 
Garden 
Apts. 

Lake City 
Dwellings 

Ostrow 
Apts. 

Pineview 
Priscaro 
Apts. 

Scattered 
Sites 

Schmid Towers 

 n=13 n=16 n=20 n=73 n=97 n=80 n=32 n=110 n=11 n=47 n=18 n=14 n=143 n=86 

Timely 
Information 
about Lease & 
Rules 

92.3 81.3 100.0 93.1 95.9 85.9 93.4 89.6 100.0 94.2 88.9 78.6 93.0 92.9 

Responsive to 
Questions & 
Concerns 

84.6 86.7 95.0 88.9 88.6 87.3 85.7 84.5 90.0 88.4 88.9 80.0 95.7 85.7 

Courteous & 
Professional 

92.3 93.3 95.0 88.9 94.8 87.8 86.2 86.7 90.0 95.9 88.9 84.6 94.3 96.5 

Average 89.7 87.1 96.7 90.3 93.1 87.0 88.4 86.9 93.3 92.8 88.9 81.1 94.3 91.7 
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3.6 How do HACE residents perceive the upkeep and maintenance of their housing 

development? 

Figure 18 shows a high level of satisfaction with the maintenance of resident’s housing 

development.  Satisfaction with maintenance is very high, with over 87% of residents stating 

“always” or “most of the time” for all questions.   

The highest satisfaction expressed in the survey is with maintenance being “courteous and 

professional” (93.0%).   
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Figure 18b shows the bi-annual comparison of resident satisfaction with maintenance from 2018 

to 2020. Resident responses related to satisfaction with maintenance increased in all categories 

over the two-year period, the most notable increase seen in ‘maintains the exterior of the building 

well’ (87.8% to 89.9%).  

 

 

3.6.1 Do these perceptions of upkeep and maintenance vary by HACE housing 

development? 

A resident’s location/development also plays a role in the way respondents feel about upkeep and 

maintenance in all its aspects as presented in Table 6.   

 

Overall, Eastbrook had the highest level of satisfaction at 97.3%, while Bird Drive (68.5%) 

showed lower overall levels of satisfaction. 
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  Table 6: Variation in Satisfaction* with Residential Maintenance by Housing Development 

            * The number represents the percentage of respondents that indicated “Always” and “Most of the Time.” 
   
 

 
 
 
 
 
 
 
 

  
 

Maintenance 
Criteria  

Housing Development 

Better 
Housing Bird 

Drive 
Eastbrook 

Erie 
Heights 

Friendshi
p Apts. 

Harbor 
Homes 

Harbor 
Homes 
Annex 

Horan 
Garden 
Apts. 

Lake City 
Dwellings 

Ostrow 
Apts. 

Pineview 
Priscaro 
Apts. 

Scattered 
Sites 

Schmid 
Towers 

 n=13 n=16 n=20 n=73 n=97 n=80 n=32 n=110 n=11 n=47 n=18 n=14 n=143 n=86 

Maintains the 
exterior of the 
building well  

84.6 80.9 100.0 86.1 93.9 77.2 93.4 88.0 100.0 96.1 94.7 86.7 90.4 96.3 

Responds 
promptly to 
requests for 
repairs 

76.9 66.6 94.4 81.9 93.8 79.4 86.6 82.2 81.8 92.3 88.8 85.7 92.5 95.1 

Completes 
maintenance 
work properly 
the first time 

92.3 66.6 94.8 77.8 95.9 74.0 76.7 86.9 90.9 96.1 94.7 85.7 89.7 95.1 

Courteous and 
professional 100.0 60.0 100.0 97.2 93.8 84.9 90.0 89.2 100.0 100.0 89.5 92.9 94.4 97.5 

Average 88.5 68.5 97.3 85.8 94.4 78.9 86.7 86.6 93.2 96.1 91.9 87.8 91.8 96.0 



 

 

 
 
                                                              

                                                       Final Report: Safety and Services Resident Survey 2020          39 

 

3.7 How do residents keep up with information about HACE (e.g., through the 

website or the quarterly newsletter)? 

As shown in Figure 19, most of the residents keep up with information about HACE by 

reading the quarterly newsletter (70.5%).  

It is important to note however, that while the survey reflected readership of more than 

70%, that percentage has seen a steady decline in survey years.  2020 readership is at its 

lowest point, down 11.9% from its highest point in 2013. 

With the knowledge that HACE has engaged a new public relations firm, it is hoped that the 

design and implementation of a proactive communications strategy will help to reverse this 

trend in future years. 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 

Only 147 (16.9%) residents responded that they have visited the HACE website, as indicated 

on Figure 20. This shows either a lack of interest/awareness in the HACE website by 

residents or unavailability of technology/internet access at the respondents’ home.  

We hope the HACE website will also benefit from the support of the new public relations 

firm and a proactive marketing communications strategy. 

KSRC has some additional ideas which shall be presented in in conjunction with our 

recommendations. 
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Figure 19: HACE Newsletter

2012 (N=1007) 2013 (N=933) 2014 (N=962)

2015 (N=959) 2016 (N=933) 2018 (N=835)

2020 (N=756)



 

 

 
 
                                                              

                                                       Final Report: Safety and Services Resident Survey 2020          40 

 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
  
 
 

129

(13.0%)

159

(17.0%)

187

(19.4%) 177

(18.4%)
148

(15.9%)
147

(17.6%) 128

(16.9%)

0

50

100

150

200

250

300

350

400

Visited Website

N
u

m
b

e
r 

o
f 

R
e

si
d

e
n

ts
 

Figure 20: HACE Website

2012 (N=1007) 2013 (N=933) 2014 (N=966) 2015 (N=961)

2016 (N=929) 2018 (N=833) 2020 (N=759)
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Table 7 shows residents access to information by housing development. Overall, residents’ access to HACE website, and Facebook page 

are low, while residents seem to read the HACE newsletters more frequently than accessing online resources. The majority of HACE 

residents have access to the internet.  

 

 
 Table 7: Variation in Access to Information by Housing Development  

 

Sources of 
Information 

Housing Development 

Better 
Housing Bird 

Drive 
Eastbrook 

Erie 
Heights 

Friendship 
Apts. 

Harbor 
Homes 

Harbor 
Homes 
Annex 

Horan 
Garden 
Apts. 

Lake City 
Dwellings 

Ostrow 
Apts. 

Pineview 
Priscaro 
Apts. 

Scattered 
Sites 

Schmid 
Towers 

 n=13 n=16 n=20 n=73 n=97 n=80 n=32 n=110 n=11 n=47 n=18 n=14 n=143 n=86 

Visited 
HACE 
website 

0.0 50.0 20.0 16.4 7.1 17.7 21.9 20.0 18.2 15.4 42.1 33.3 20.7 3.6 

Read HACE 
newsletter  

61.5 62.5 70.0 68.5 65.3 72.4 64.5 64.5 81.8 81.6 77.8 71.4 75.5 70.2 

Internet 
access 

76.9 87.6 95.0 86.3 50.0 64.5 78.1 77.8 100.0 43.1 100.0 100.0 89.0 44.4 

Visited 
HACE 
Facebook 
page 

15.4 20.0 15.0 6.9 6.2 12.7 12.5 9.5 9.1 5.8 21.1 20.0 13.7 7.1 

 
 

 * The number represents the percentage of respondents that indicated “Yes” when asked about having access to information about HACE 
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3.8 Would HACE residents recommend their neighborhood to friends and family in 

need of housing? 

On the average, 84.8% of residents from across all housing developments indicate they would 

recommend their neighborhood to friends or family members seeking housing, as shown in 

Figure 21.  This does not vary to any great extent between family sites and senior sites.  

Compared 2018, there is a decrease in the percentage of senior residents who would recommend 

their housing to friends and relatives and a slight increase for overall recommendations by 

families.   

Neither move is statistically significant. 
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Figure 21: Residents' Recommendation to Friends & Family
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3.8.1 Does the willingness to recommend their neighborhood vary by HACE 

housing development?  

Figure 22 shows a variation across developments in their willingness to recommend HACE 

housing with Ostrow (91.5%), Erie Heights (91.4%), and Schmid Towers (90.5%) being among 

the top three.  

Harbor Homes Annex residents were the least likely to recommend at 75.9 % 

 

 
 

 

0.0% 50.0% 100.0%

Overall (N=724)

Better Housing (n=13)

Bird Drive (n=15)

Eastbrook (n=18)

Erie Heights (n=70)

Friendship Apts. (n=95)

Harbor Homes (n=73)

Harbor Homes Annex (n=29)

Horan Garden Apts. (n=98)

Lake City Dwellings (n=10)

Ostrow Apts. (n=47)

Pineview (n=17)

Priscaro Apts. (n=14)

Scattered Sites (n=141)

Schmid Towers (n=84)

84.8%

76.9%

86.7%

77.8%

91.4%

76.8%

76.7%

75.9%

87.8%

80.0%

91.5%

88.2%

85.7%

86.5%

90.5%

Percent

H
o

u
si

n
g

 D
e

v
e

lo
p

m
e

n
t 

Figure 22a: Recommendation to Friends or Family by Housing Development, 2020
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Figure 22b shows the comparison of recommendation rates by development over a bi-annual 

period. Overall recommendation rate is relatively similar in 2020 compared to 2018, however 

there were several noticeable decreases in recommendation rates. Among those developments 

whose recommendation rates decreased, the most notable are Harbor Homes Annex decreasing 

by 14.3% (90.2% to 75.9%), followed by Lake City Dwellings decreasing by 12.3% (92.3% to 

80.0%) and Pineview Apartments decreasing by 11.8% (100.0% to 88.2%). Various developments 

showed increased recommendation rates, most notable of those developments include, Scattered 

Sites increasing by 7.0% (86.5% to 79.5%), Bird Drive increasing by 6.7% (80.0% to 86.7%), and 

Erie heights increasing by 5.5% (85.9% to 91.4%). Better Housing data was not collected in 

2018*. 
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Figure 22b: Recommendation to Friends or Family by Housing Development, 2018 (n=820) vs 
2020 (n=724)

2020

2018



 

 

 
 
                                                              

                                                       Final Report: Safety and Services Resident Survey 2020          45 

 
 

 3.9   Do residents believe that additional programs/services are needed? 

Residents from senior and family sites were asked if they felt that there were programs/services 

that could be beneficial to the residents and that were currently not being offered. 

Recommendations for programs/services included a variety of specific comments about 

suggested additions.  There were 87 residents who responded to this questions (representing 12% 

of all respondents). Listed among the recommendations for additional programs/services were 

requests for better security (n=4), free internet connection (n=6), and a communal pool or 

playground (n=4). Additional suggestions include the following:  

• Free internet connection 

• Security guard 

• Community pool/playground 

• Meet and greet events with neighbors 

• Weekly dinners 

• ESL classes 

• GED classes 

• Driving classes 

• Mental health awareness 

(A full list of comments is presented in Appendix C) 

 

4.0   Do residents require any COVID-19 related services? 
 
 
Residents were asked if they were in need of any services related to the COVID-19 outbreak. 30 residents 

(representing 3.51% of those surveyed) responded in some way to this question. 

 

Most residents who did respond listed the following as those supplies/support they are in need of:  

masks (n=11), hand sanitizer (n=7), rental assistance (reduction of rent) (n=5), and cleaning products (n=2)  

 

(The full list of comments associated with this question is presented in Appendix C).    
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5.0      Implications for Policy and Practice, and Future Recommendations  

Overall, these data from the 2020 Safety and Services Survey continues to indicate that HACE residents 

show a high level of satisfaction with their housing and the services provided by the Housing Authority, 

which has remained stable over a number of years. Residents perceive their neighborhoods to be quite 

safe.  While there is some variation across subgroups, there are no “red flags” that indicate any serious 

problem and/or specific issue that the residents have. In some instances, perceptions vary by segments 

of a given audience and are related to unique circumstances at a particular housing development. 

• With regard to safety in the 2020 survey, a significant majority HACE residents expressed a 

general belief that thy feel safe “always” or “most of the time,” both in situations common 

across all housing developments, as well as in situations that may only apply to their specific 

housing development.  

Responses ranged from a high of 90% for senior site residents feeling safe alone at night in 

home/apartment, to a low of 68.4%for family site residents walking alone, at night, in their 

neighborhood.  

• Family and senior residents have a highly positive perception of HACE security measures.  

More than 80% of resident respondents indicated that security lighting, cameras and the 

C.O.P.P.S. unit helped them to fee safe “always” or “most of the time”.  

• While HACE offers a variety of services to its residents, usage by family housing residents 

continues to be low-to-moderate.  In the 2020 survey, family resident services usage ranged 

from 0.9% to 14.5%. 

There appears to be a slight disconnect in the perceptions of resident safety in the parking 

areas (some appear to believe they are safer at night than in the day).  We have looked at the 

raw data to try to identify a reason or trend to explain this anomaly.   After thought and 

research, we believe there may be several reasons which might be cause for consideration in 

trying to better understand this disconnect: 

• The senior population may not have a reference plane to the parking area at night so they may not have 

a reason to question security at that time.  They may be in the parking lot only in the day and they may 

have security concerns then. 

• In any survey vehicle, some respondents tend to rush through the questionnaire and answer questions 

in a superlative fashion to have a chance to enter the sweepstakes.  That could be a factor. 
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• We do not know if some of the language translations may not be exact or may have a nuance that 

elicited a different response than that which was anticipated.  We experienced extreme difficulty 

sourcing trained translators and used Google Translations, but we will be looking to ensure a formal 

and comprehensive review in future surveys, before they are shared with residents. 

• The questions in this section were asked independently and were not connected to each other, so each 

question is presented and is treated as a stand-alone item.  In the future it may make sense to discuss all 

questions together with an introductory/explanative sentence, under a single topic of “parking lot 

security,” with follow-up questions based on residents’ perceptions of their security in the parking area 

during different parts of the day and night.  

 
Long term trends in this section of the survey have remained relatively stable over the past 11 

years and they have established a strong baseline.  It may be worthwhile for HACE to consider 

whether these security questions (as currently asked) are still relevant, or whether there is other 

information related to resident safety that HACE may wish to gather for future evaluation. 

• While still relatively low overall, senior resident service usage was much higher, ranging from 

10.2% for “Meals on Wheels” at Ostrow Apartments to 48.5% for food boxes at Friendship 

Apartments. 

Once again, a solid communications strategy to make residents aware of services, to explain 

how a resident can inquire about or register for services and a means to actively promote 

those services should lead to significant increases in the future.  It may be worthwhile to have 

more detailed discussions with residents to identify which services will never be used and to 

be sure the mix of services available are the ones that residents will not only want, but also 

those services that residents, family and seniors alike, will actually use. 

Overall, the authority should consider focusing its efforts on an evaluation of the type, 

content and format of information about the programs offered by HACE or their partners to 

the residents to get increases in usage of all programs.  At the same time HACE should not 

be carrying this burden alone; the authority should share this data with its partner 

organizations and encourage them to assist in developing approaches to increase resident 

usage and access to their programs/services. 

Based on the input received from residents, the Authority may also wish to consider changing 

its focus and efforts on improving outreach to residents for HACE programs, specific to each 

development, compared to a variety of diverse programs offered by a myriad of external 

social service agencies. 
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• While there were no major issues in the site management and maintenance section of the 

survey, only 25% of residents believed they had a need to reach out and connect with HACE 

site managers. 

Once again, we believe an effective communication strategy will help to enhance the already 

good relationship HACE enjoys with its resident community, as long as messages are 

properly targeted, delivering focused messages which are perceived to have value for residents 

and which summarize the benefits of easy-to-achieve goals.   

Using lessons learned as a result of the COVID-19 global pandemic, there is a real 

opportunity for HACE site managers to explore virtual tools which will help residents to 

reach out and connect with site management and maintenance personnel, even in a time of 

required social distancing.  Site managers should be considering exploration of a variety of 

virtual programs, from Google Hangouts and Meet, to Zoom, Face Time, Duo and Adobe 

Connect. 

People everywhere are becoming more and more comfortable with virtual platforms and the 

more experienced someone in a management role can be with virtual technology, the more 

relaxed they may be as they reach out to their constituencies. 

Even after recovery from the pandemic, KSRC believes virtual interaction will become a 

permanent part of our work and social structure.  The more comfortable HACE residents 

and mangers may become with virtual technologies, they will be better capable of effectively 

communicating with residents virtually.  The more comfortable residents become with virtual 

technologies, the more likely they will be to reach-out to management to ask questions and 

maintenance for notification of service issues and to request timely repairs.  

• We mentioned this in the body of the report and on several occasions here in  this section, 

but from the falling numbers in readership for the HACE newsletter, and the steady low 

numbers for the HACE website and social media, there is a real need (which we believe 

HACE has already identified) for a comprehensive study and overhaul of its corporate 

communications and its interpersonal communications with residents. 

With most Americans having access to a cellular phone, and some sort of internet access, the 

potential to explore new ways to communicate more effectively with residents is out there for 

discovery.  In 2020 we were not able to incorporate a telephone survey or an internet-based 

survey a part of this effort, but we should be able to make significant strides in this area so 

those avenues may be open and available to us for consideration in 2022. 



 

 

 
 
                                                              

                                                       Final Report: Safety and Services Resident Survey 2020          49 

KSRC has extensive experience in the development of marketing and communications and 

we stand ready to assist HACE and its public relations firm in any way we can. 

• In 2020, 65 HACE residents (and 8.4% of survey respondents listed one of the six languages 

used in survey translations as their primary language. 

While not as powerful as the Annual HACE Summer Picnic, the use of translated surveys 

proved to be a valuable tool when the Safety and Services Resident Survey process was 

limited to direct mail only, due to restrictions resulting from the COVID-19 global pandemic. 

With the knowledge that the survey format can be easily translated via Google and digitally 

printed by Printing Concepts at little or no increase in cost, KSRC recommends that the 

translations remain part of survey methodology, in future years.  

• Speaking of COVID-19, we were surprised at how few responses and comments came back 

in the completed surveys.  We did not receive any comments where residents were concerned 

about their health or welfare in a HACE development/complex, nor did we see anything that 

told us HACE site managers were not maintain their individual properties in a clean and safe 

manner.  

One particular item of interest in the question related to additional support/services was the 

number of residents who requested access to the internet.  There are programs designed to 

provide low or no-cost wifi and it may be of value for the HACE management team to 

consider avenues to secure on-site wifi for all HACE facilities/developments.   

Even if provided in conjunction with a commercial partner, HACE-sponsored wifi could 

open up an exclusive communication channel with residents and be perceived as a value-

added benefit of residency in a HACE development. 

 Internet access available to residents can be designed to default to the HACE website upon 

login.  As part of website redesign there can even be a brief landing page where important 

messages, maintenance notifications, news and links may be viewed by and/or promoted to a 

resident before he/she could enter his/her passcode to gain access to the web.  

The burden of content would then be upon HACE and its partners to ensure that the 

messages delivered to residents were engaging, to encourage them to ask questions, to 

participate more actively in HACE-sponsored programs and to encourage residents to 

interact technically with management. 
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KSRC believes there may be significant potential for HACE in this area. 

• KSRC would like to engage in future discussions with HACE leadership to better understand 

the type of sociodemographic information HACE would like to obtain and evaluate.  

 It appeared to us that some of sociodemographic information provided to KSRC appeared 

to mix race and culture by category.  This made it difficult to truly identify percentages of 

groups, because there were no cultural qualifiers. (For example, if residents had identified 

themselves as “black,” we did not have any way of knowing what percentage of that 

population were also Hispanic. 

We would like to better understand the rationale behind the categories offered to residents 

upon application and whether they might be requirements of (or be tied to) categories 

required by federal or state programs. 

 

KSRC sincerely appreciates the opportunity to support HACE once again on the Authority’s Safety and 

Services Resident Survey.   

While we are extremely saddened by the loss of our founder, counsel and dear friend, Dr. Joyce Miller, 

to cancer on December 25th, KSRC remains very strong as a company and we are well-prepared to serve 

and support our clients in a number of ways beyond those for which we have traditionally been known 

and utilized. 

We would welcome any opportunity to serve and support HACE in the design and execution of any of 

the initiatives related to the observations and recpommendations identified in this report.   
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Appendix A: Postcard, Cover Letters, and Questionnaires 

 



 Resident Safety & Service Survey 2020 

Dear Resident:                        September 12, 2020 

In approximately one week you will receive a short annual safety and services survey from KeyStone 

Research Corporation (KSRC) who has been selected to conduct this survey for the Housing Authority 

of the City of Erie (HACE). 

This survey asks residents how they feel about crime, safety, and conditions in their neighborhoods.  

Your answers to the survey questions are very important to us.  The responses will help HACE to 

improve programs that promote safety in your neighborhood and improve services to residents. 

Responses will be kept confidential by KSRC.  Your name is not on the survey form and the 

information from all residents is added together before a final report is given to HACE.    

All residents who send in their completed survey will have their name included in a prize drawing for 

five $50 Visa gift cards. One lucky resident will receive a $250 Visa gift. 

Please complete the survey once you receive it. It will only take 5 minutes of your time.  

Mike Fraley, Executive Director, Housing Authority of the City of Erie 

606 Holland, Erie PA 16501 (814) 452-2425 



 

 

 

® Visa is a registered trademark of Visa, Inc.  

 

 

3823 West 12th Street, Erie, PA, 16505  Ph: 814-836-9295 Fax: 814-836-9615 Email: info@ksrc.biz   www.ksrc.biz 

 

September 18, 2020 

 

Dear Resident: 

We hope you and your family are safe during this time of having to deal with the coronavirus. Having a safe place 

to live, work, and raise families is very important.  Every two years, KeyStone Research Corporation (KSRC) 

conducts an opinion survey for the Housing Authority of the City of Erie (HACE) to learn how residents feel about 

crime, safety, and services in their neighborhoods.   

Your answers to the questions on the enclosed survey will help the Housing Authority get accurate information about 

what residents think.  This will help HACE improve programs that promote safety and improve services to residents. 

Upon receipt of the completed survey, your household will be entered into a drawing for a chance to win one of five 

$50 Visa® gift cards.  One lucky HACE resident will win a $250 Visa gift card. A drawing will occur and the lucky 

winners will be announced on December 1st, 2020. 

Your entry number is _______________________.  (Please know that the information you provide will be kept 

confidential by KSRC.  Your name is not on the survey form and the results from all resident surveys will be combined 

together before a summary report is presented to the Housing Authority.)  

To complete the survey you must be the head of household, at least 18 years of age, and you must have lived at this 

address for at least six months.  The survey will take less than five minutes to complete. We would appreciate 

receiving your completed survey by Monday, September 28, 2020. 

Here is what you need to do now: 

▪ Complete the survey questions (remember—do not put your name anywhere on the survey) 

▪ Return the completed survey in the enclosed stamped, business reply envelope 

▪ Upon receipt of your completed survey, you will be entered into the gift card drawing.  

 

If you have questions about the survey, please contact Nichole Bukowski at (814) 836-9295 x108 or by email at 

nicholeb@ksrc.biz.  

 

Thank you very much for your help. 

 

Sincerely,  

 

 

Joyce Miller, Ph.D. 

CEO and President  

KeyStone Research Corporation 

Project Director  



 
 

 

 
3823 West 12th Street, Erie, PA, 16505  Ph: 814-836-9295 Fax: 814-836-9615 Email: info@ksrc.biz   www.ksrc.biz 

September 28, 2020 

 

 

Dear Resident: 

 

This is the 2nd mailing of the Housing Authority’s Resident Safety & Services Survey 2020 being 

conducted by KeyStone Research Corporation.   

If you have not yet completed and returned the survey, here is what you need to do now: 

 Complete the survey questions (remember—do not put your name anywhere on the survey) 

 Return the completed survey in the enclosed stamped, business reply envelope 

Upon receipt of completed survey your household will be entered into a drawing for a chance to win to 

a wonderful prize – five $50 Visa gift cards.  One lucky resident will win a $250 Visa Gift Card. A drawing 

will occur, and the winners announced on December 1st, 2020. 

To complete the survey, you must be the head of household, at least 18 years of age, and you must have 

lived at this address for at least six months.  The survey will take less than five minutes to complete.      

We would appreciate receiving your completed survey by Monday, October 5, 2020. 

Your answers to the questions on the enclosed survey will help the Housing Authority get accurate 

information about what residents think.  This will help HACE improve programs that promote safety and 

improve services to residents. 

The information you provide will be kept confidential by KSRC.  Your name is not on the survey form and 

the information from all residents is added together before a summary report is given to the Housing 

Authority. For mailing purposes, the survey form has a site number so that KSRC can identify the number 

of surveys that have been returned from each neighborhood. 

If you have questions about the survey, please contact us at (814) 836-9295 x108 or nicholeb@ksrc.biz.  

 

Thank you very much for your help. 

 

Sincerely,  

 

Joyce Miller 

CEO and President  

KeyStone Research Corporation 

 



 

 

 
3823 West 12th Street, Erie, PA, 16505  Ph: 814-836-9295 Fax: 814-836-9615 Email: info@ksrc.biz   www.ksrc.biz 

 

 

November 27, 2020 

 

Dear Resident: 

 

 

This is the 3rd and final opportunity for residents of the Housing Authority’s to complete the 2020 Resident 

Safety & Services Survey being conducted by KeyStone Research Corporation.    

If you have not yet completed and returned the survey, please do this right now: 

 Complete the survey questions (remember—do not put your name anywhere on the survey) 

 Return the completed survey in the enclosed stamped, business reply envelope 

Upon receipt of completed survey your household will be entered into a drawing for a chance to win to a 

wonderful prize – five $50 Visa gift cards. One lucky HACE resident will win a $250 Visa gift card. A drawing 

will occur, and the winners will be announced on December 11, 2020. 

To complete the survey, you must be the head of household, at least 18 years of age, and you must have 

lived at this address for at least six months.  The survey will take less than five minutes to complete. To be 

included in the final tabulation, we need your survey by December 10, 2020. 

Your answers to the questions on the enclosed survey will help the Housing Authority get accurate 

information about what residents think.  This will help HACE improve programs that promote safety and 

improve services to residents. 

The information you provide will be kept confidential by KSRC.  Your name is not on the survey form and the 

information from all residents is added together before a summary report is given to the Housing Authority. 

For mailing purposes, the survey form has a site number so that KSRC can identify the sites that have 

returned the survey.  

If you have questions about the survey, please contact us at (814) 836-9295 x108 or nicholeb@ksrc.biz.  

 

Thank you very much for your help. 

 

Sincerely,  

 

 

 

Joyce Miller 

CEO and President  

KeyStone Research Corporation 

This is Your Last Chance to Win One 
of Five $50 Visa Gift Cards. 

One lucky HACE resident will  
Win a $250 Visa Gift Card! 



Hello; 

On behalf of everyone at the Housing Authority of the City of Erie (HACE), I am asking you to please share 

your thoughts and ideas on safety and the services we provide by taking our 2020 Resident Survey.  It will 

only take a couple of minutes to complete.  The information & comments you provide will help us to 

ensure we are doing everything we can to provide and improve programs that promote safety and 

improve quality of life for HACE residents. 

Everything you need is contained in this packet, including a postage-paid return envelope. Your responses 

to the survey will remain confidential, but by returning the survey by September 28th, this special number 

_________ will enter you in a drawing to win one of five $50 Visa gift cards or the grand prize of a $250 

Visa gift card. 

We would greatly appreciate your thoughts. 

Thank you for participating in our 2020 Safety and Services Resident Survey. 

Best regards, 

 

Michael R. Fraley 

Executive Director 

Housing Authority of the City of Erie 
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Appendix A: Additional Program Comments (sections 3.9 and 4.0)  

 



 

 
 
 
Section 3.9 – Do residents require COVID019 related services? 
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• Cleaning of air and heating filters in units.” 

• “Cleaning parking lot and area surrounding. I always have to 

clean that area and playground.” 

• “Close contact with others is still going on.” 

• “Face masks, free wifi, free COVID-19 testing.” 

• “Face masks, hand sanitizer, cleaning procedures.” 

• “Face shield or masks and hand sanitizer are not provided yet.” 

• “Give out more masks.” 

• “Gloves, masks, hand sanitizer.” 

• “Hand sanitizer.” 

• “Hand sanitizer and masks, still have not received these yet.” 

• “Help with rent.” 

• “Home maintenance.” 

• “Kids and adults out always with no masks on.” 

• “Lower the rent, because we have a child that has a disability 

and our father has a low income.” 

• “Many of the residents do not wear masks or exercise 

cleanliness.” 

• “Masks.” 

• “Masks and hand sanitizer, assistance with food during 

quarantine/isolation.” 

• “Masks, hand sanitizer and cleaning supplies.” 

• “My internet glitches and my son has issues doing his cyber 

homework with the Erie School District. I know it's not your 

problem but spectrum won't come out. I've called them.” 

• “Nothing was offered.” 
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• “Providing more masks.” 

• “Rent decrease.” 

• “Rental assistance.” 

• “Resources to help those struggling to pay bills and rent.” 

• “Stop the insanity and open up.” 

• “Stricter rules about wearing masks. Leave mail boxes alone, 

stay out of peoples yard all ages, and no dogs.” 

• “Thank you for the extra masks.” 

• “The Manager could be a little nicer. I have respect for her but 

she has to respect us too.” 

• ‘They can provide masks.” 

 



 

 

 
 
Section 4.0 – Do residents believe that additional programs/services are needed? 

 

  

 
                                                               
                                                         Final Report: Safety and Services Resident Survey 2020           

 

• “A Wi-Fi hotspot accessible to residents in Harbor Homes area would be nice for those 
who can't afford to purchase through vendors.” 

• “Annual garage sale” 

• “Basic cable, and package delivery to residents.” 

• “Better parking for visitors” 

• “Bible study group” 

• “Center for learning English as an adult.” 

• “Central air” 

• “Citizenship class for Russian-speaking community. I started it at church, because it was 
requested by many people.” 

• “Community pool” 

• “Could you offer rides to tenants to have doctor appointments outside of Erie County. I 
have a Rheumatologist appointment in New Castle because my old doctor has COVID 
and I have no one to take me and the lift does not go outside of Erie County. I have RA 
and PSA and now no way to get to the doctor.” 

• “Create a playground” 

• “Driving classes” 

• “ESL classes for adults” 

• “Financial literacy, budgeting education, classes about improving your credit or paying 
down debt.” 

• “Free internet” 

• “Free internet would be good” 

• “Functional exercise equipment and internet access” 

• “Gears boys and girls clubs” 

• “GED classes” 

• “Get to know your neighbor events” 

• “Give the training to residents for the house maintenance program such sometimes there 
blocks to basement water, bathroom and light problems.” 

• “Help to become a home owner” 

• “Higher education classes” 

• “Hire a service to clean stove exhaust pipes to the roof. Smells from years of buildup 
come into my apartment when it's windy outside and it stinks.” 

• “Holiday dinners” 

• “How to use cellphones for seniors” 

• “I am very disappointed with all the drug activity that goes on in the. There’s at least 2-3 
dealers in the building.” 

• “I think they should tell people to clean their yards, pick up paper would make it a lot 
neater, my floor needs done in the worst way, and it would benefit me from tripping.” 

• “I think we need to have some kind of activities or Bing, something. People around here 
are driving themselves crazy.” 

• “I would be great to have online payment available. Parking problems in snow seasons, 
not enough spaces.” 

• “I would like to be transferred out of Harbor Homes” 
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• “I would love to see a computer set up the way they have at the library. Automatic shut off 
after one hour and maybe a code that could be entered so that no one person 
monopolizes it with a 25 cent fee” 

• “I would love to see the weekday dinners come back that were here from catering service 
that stopped in 2013.” 

• “I would offer to clean the library if I'm allowed, our library is no taken care of. A lot of dust 
and gnats.” 

• “If there was a small nursery school nearby it would be quite beneficial to small nursing 
children nearby.” 

• “Internet access or Wi-Fi” 

• “Internet service” 

• “It would be better if you could send letters in Nepali language too.” 

• “It would be nice if there was a playground and/or swimming pool nearby that my children 
could go to.” 

• “Kids playground” 

• “Make bus trips more available” 

• “Meals served daily. Full time on premises advocate, gym or exercise, bigger laundry, 
monthly meetings, make people aware of the rules, changes and address concerns.” 

• “Meet and greet for new residents” 

• “Mental health awareness” 

• “More activities for young adults.” 

• “More houses with wheelchair access” 

• “More information for security and respect for people and more for children. I have called 
911 for shooting and guns and they shot me in my own house and it was a juvenile who 
asked for my help.” 

• “More inside activities” 

• “More kid related activities, like chess or basketball” 

• “My house was recently robbed, I do not feel safe there are no security cameras in my 
area.” 

• “Need neighborhood watch? Someone to respond and address problems with other 
tenants not following lease.” 

• “Night guards” 

• “Night security to drive around and make sure no one is causing problems or destroying 
stuff. Kids without adult supervision.” 

• “One month of free rent to help residents” 

• “Parenting classes, cleaning houses properly.” 

• “Parents keep watch over their kids, no big dogs, no loud parties and no loud music, keep 
yards clean, there are drafts in windows and doors as much rent as I am paying things 
should be kept in better shape.” 

• “People aren't wearing their masks the correct way” 

• “Please make the city fix the streets that happen to have many pot holes. These streets 
make the community look better if they were fixed.” 

• “Program that assists with maintenance.” 

• “Programs don't help single people, just big families don't care about everyone.” 

• “Programs or training on sensitivity although I don't people would attend. It’s so sad how 
people treat each other here.” 
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• “Recycling” 

• “Regular family get together” 

• “Rent reduction for low income persons” 

• “Repairing more things inside the household. Putting a window in the bathrooms for 
circulation” 

• “Repairs and maintenance at older sites is needed, no repair work has been done in our 
home for the past 9 years. Bathtub is severely degraded.” 

• “Security guard” 

• “Security guard” 

• “Security on site” 

• “Security, especially at night time” 

• “Semi-yearly fire drills” 

• “Senior assistance with removal of items accumulated, need to have flooring and painting 
assistance.” 

• “Senior services” 

• “Speaking with new tenants about rules that have to be enforced as far as, make shift 
fences that are a danger to our children, throwing food out the backyards where we now 
have a rodent infestation, and lastly keeping their units clean! We shouldn't have to be 
forced to live in those conditions!” 

• “Stricter masks rules, and screen new residents for age and be aware of red flags, drug 
dealers and use.” 

• “Tenant council meetings” 

• “The community room to be used by residents, family and friends would be nice.” 

• “The road has potholes. It would be better if lines were drawn in parking lot. It would be 
better if all the parked cars have parking permits” 

• “There are some residents that do not keep the outside of their homes very clean of 
clutter.” 

• “They paint the post but not the interior of our panels coming into our home. Electrical 
fixtures only half work, exterior doors are not aligned which leaves big gaps, other 
residents just leave garbage everywhere and when they mow lawn please don’t mow 
over our outside lights.” 

• “This building was once a place for seniors. There was once a tenant council. Now there 
is nothing. I know the virus has kept us from doing things, but this was before.” 

• “Upgrade the inside of our apartment” 

• “Weight loss, including a nutritionist, assigned parking or lined spaces - too many non-
residents parking. Residents participation in keeping parking areas clean, replanting 
grass in yards and parking lot entrance areas.” 

• “Why is the community room not finished yet, the residents miss it.” 

• “Wish we had an activity director” 

• “Yes, the parking lot in the back by the church needs way more lights on during 
evening/night hours and all cameras around parking areas, apartments need to be 
working 24/7 always.” 
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