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Special Attention:

Section 8 Public Housing Agencies; Notice PIH 2000-02 (HA)

Public Housing Office Directors Issued: January 4, 2000
Expires: January 31, 2001

Cross References:

Subject: Cust omrer Survey of Section 8 Tenant-Based Program
Participants - OVB Approval 2528-0170 expires
9/ 30/ 2002

1. Purpose This notice inforns public housing agenci es (PHAs)
and HOD field staff of the January 2000 commencenent of a
custoner survey to assess the quality of housing | eased under the
Section 8 tenant-based program The custonmer survey is intended
to provide val uabl e custonmer feedback to HUD and PHAs concerni ng
participants’ satisfaction with their housing units and

nei ghbor hoods. Attached for your information is a copy of the
custoner survey and cover letter.

Under an Executive Order for “Setting Customer Service
St andards”, the entire Federal governnent was asked to ensure
that the highest quality of service is provided to the Anerican
peopl e. HUD and ot her agencies were asked to “survey custoners
to determine the kind and quality of services they want and their
| evel of satisfaction with existing services”. This survey wll
provi de a neasure of custoner satisfaction for the Section 8
t enant - based prograns. The survey will al so generate val uabl e
out cone neasures for HUD to report on Section 8 program
performance under the Governnent Performance and Results Act of
1993 (GPRA)

2. Background 1In 1995, the Departnent considered whether a
tenant survey m ght be a good neans of gathering information
about whether units | eased under the Section 8 tenant-based
prograns neet housing quality standards (HQS). The Departnent’s
O fice of Policy Devel opnent and Research devel oped and tested
two mail survey questionnaires from 1995 to 1998. The pil ot
tests of the surveys resulted in high rates of return and highly
accurate participant responses. Participants reliably reported
whet her or not their units net HQ. The Departnent concl uded
fromthe pilots that it is worthwhile to automate the custoner
survey and undertake the nationw de systematic gathering of
information fromrandomy sel ected participants to help PHAs and
HUD eval uat e whet her housing | eased under the Section 8 tenant-
based program neets HQS, and to |learn nore about the
characteristics of nei ghborhoods where participants choose

housi ng.




3. Custoner Survey Procedures The Departnent has devel oped a
process to continuously survey Section 8 participants from al
PHAs. HUD will use the Multifam|ly Tenant Characteristics System
(MICS) to generate nonthly random sanpl es of Section 8 famlies
to whom surveys will be mailed. To the extent possible, the
famlies selected will be those whose units have passed HQS
inspection within the last five nonths. The Departnent is using
a mailing contractor to mail the surveys nonthly and to receive
the survey responses. The nmailing contractor will track receipt
of survey responses and wll send up to two survey rem nders to
encourage participants to reply. The contractor will scan the
conpl eted participant surveys and transmt the survey results
back to HUD on a nonthly basis. The Departnent plans to report
the survey results for each PHA in a new MICS nonthly or
quarterly report that wll be devel oped and i npl enented during
Fi scal Year 2000.

The custonmer survey has been designed to have little if any
i npact on PHAS’ admi nistrative responsibilities. Participants
who receive the surveys will be given a toll free nunber at the
Department’ s Public and I ndian Housing I nformation Resource
Center where they may call with any questions or concerns about
the survey. However, sone participants may still call their PHAs
or HUD field offices for nore information about the survey.
Pl ease encourage famlies to conplete and return the surveys,
assure themthat their responses wll be kept confidential, and
refer themto the toll free nunber if necessary.

4. Use of the Survey Data The custoner survey will allow HUD to
provide particlpant teedback to PHAs to help theminprove their
Section 8 prograns, and it will help HUD to focus its nonitoring
and technical assistance resources where survey results indicate
t hat i nprovenent may be needed. The survey wll provide HUD s
policy, program and budget managers with inproved neasures for
tracki ng nati onw de housing conditions of Section 8 participants
over tinme.

| look forward to the successful inplenentation of the
Section 8 custoner survey, and hope that by fiscal year end we
wi |l have useful information to share wth PHAs about
participants’ views of their Section 8 housing. Thank you for
your cooperation in this inportant effort.

/s/

Harol d Lucas
Assi stant Secretary for
Publ i c and I ndi an Housi ng

Attachment (not included in this file)



