
Boston Housing Authority  
Chapter 667 Housing 

Summary 2019 – 2021 
 

DHCD is working with the Center for Survey Research at the University of Massachusetts Boston to survey 
residents in the housing units it oversees. 
 

Fall 2019: 
• Surveys were sent to 6955 housing units (Chapter 667). 3352 surveys were filled out and returned. 

 
Fall 2021: 
• Surveys were sent to 8350 housing units (Chapter 667). 3787 surveys were filled out and returned.   

 
• In the Boston Housing Authority, surveys were sent to a total of 177 Boston housing units (Chapter  

667); 47 surveys were completed. 
 
This report provides some information about how the residents from the Boston Housing Authority who 
answered the survey responded. It compares their answers to those from residents in the entire state and to those 
from large LHAs in Metro Boston. These large LHAs in Metro Boston include: Arlington, Boston, Chelsea, 
Quincy, Waltham and Watertown. 
 
 
 

Communication 
 
• Communication with management: Residents were asked about how they interacted with their Housing 

Authorities in this peer group in the last 12 months. The table below shows what percentage of residents said 
they did each of the following: 

 

 
 
 
 
 
 
 
 
 
 
 
 
* Large LHAs in Metro Boston: Arlington, Boston, Chelsea, Quincy, Waltham and Watertown. 

 
 Boston Housing 

Authority 
Large LHAs in 
Metro Boston* 

Entire 
State 

Felt they were usually or always treated with courtesy  
and respect when they contacted management………. 79% 77% 84% 

Knew the Executive Director held a meeting with 
residents.......................................................................... 14% 32% 43% 



Maintenance and Repair 
 
• Communication with maintenance staff:  Residents were asked about their interactions with the Boston 

Housing Authority maintenance staff in the last 12 months.  

 
• Overall maintenance Respondents were asked how they would they rate overall building maintenance  

(such as clean halls and stairways and having lights and elevators that work) and outdoor space maintenance 
(such as litter removal and clear walkways) in the last 12 months. 
 

Building maintenance:  

Boston Housing Authority Large LHAs in  
Metro Boston 

 
Entire State 

   

Outdoor maintenance: 
Boston Housing Authority Large LHAs in  

Metro Boston 
 

Entire State 

   
 

 Boston Housing 
Authority 

Large LHAs in 
Metro Boston 

Entire 
State 

Felt they were treated with courtesy and respect when they 
contacted maintenance……………………..………………. 81% 83% 88% 

Were contacted by the Housing Authority before entering 
their apartment………………………………………………. 93% 90% 91% 



• Heating and Water Problems:  More than one third of respondents had a problem with their heating and 
about three quarters had a plumbing problem in the last 12 months. 

 
• Heating Problems 

 
How many times did residents completely lose heat?  
The chart below shows how many times respondents had completely lost heat in the last 12 months.  
The green part of the bars shows what percentage of residents did not have the problem at all. The yellow 
shows who had the problem one time. The orange shows those who had the problem 2-3 times. And the red 
shows those who had the problem 4 or more times in the last 12 months.  
 

 
 

How long did it usually take for heat to come back on?  For those respondents who reported completely losing 
heat, we asked how long it usually took for the heat to come back on – less than 24 hours, 24 - 48 hours, or more 
than 48 hours. 
Boston Housing Authority  Large LHAs in  

Metro Boston 
 

Entire State 

   

 
Boston Housing 

Authority 
Large LHAs in 
Metro Boston 

Entire 
State 

Had any heating problem………………….………………. 43% 35% 36% 

Had any water problem…………………………………... 72% 59% 57% 



• Other Heating Problems 
 
In the last 12 months did residents have other heating problems?   
The chart below shows what percentage of residents experienced other heating problems in the last 12 months.  

 

 
 
• Water or Plumbing Problems 

 
How many times did residents have no hot water in their apartment?   
The chart below shows how many times respondents did not have no hot water in their apartment in the  
last 12 months. The green part of the bars shows what percentage of residents did not have the problem at 
all. The yellow shows who had the problem one time. The orange shows those who had the problem 2-3 
times.  And the red shows those who had the problem 4 or more times in the last 12 months.  
 
 

 



How long did it usually take for hot water to come back on?  For those respondents who reported not 
having hot water in their apartment, we asked how long it usually took for hot water to come back on – less 
than 24 hours, 24 - 48 hours, or more than 48 hours.  
 
 
 

Boston Housing  
Authority 

Large LHAs in  
Metro Boston 

 
Entire State 

   
 
 

• Other Water or Plumbing Problems 
 
In the last 12 months did residents have other water or plumbing problems?   
The chart below shows how many times respondents had other water or plumbing problems in the last 12 months.  
 

 
 
 

 



Safety 

 
Respondents were asked how safe they felt in their development. The charts below show what percentage of 
residents said they felt “very safe”, “mostly” safe, “somewhat safe”, or “not safe at all” in their development in the 
last 12 months. 
  

 
 

Reasons why respondents felt unsafe in their development:  Respondents were asked why they felt unsafe in 
their development. This chart shows what specific concerns respondents mentioned.   

 

 
 
 

Boston Housing Authority  Large LHAs in  
Metro Boston 

 
Entire State 

   



Overall Satisfaction 

 
Respondents were asked about their overall satisfaction living in their development. The chart below shows 
what percentage of people said they were “very satisfied”, “mostly satisfied”, “mostly dissatisfied”, or “very 
dissatisfied”. 
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