RESIDENT SATISFACTION MEASURES 2025/26
Introduction

As part of our commitment to improve services to our residents we review
performance and feedback regularly.

As a registered provider of social housing, the regulator has introduced a set of Tenant
Satisfaction Measures which measures the performance of social housing landlords.
This includes a survey which gives residents an opportunity fo provide us with
feedback. The survey format is standardised so that it allows consistency of
performance review across all Registered Providers.

We are also required to report against a set of management performance measures
that indicate our performance in housing management and other landlord functions.

Overall there are 22 Tenant Satisfaction Measures (TSM's)

» Twelve customer perception measures:
These show satisfaction with the services we provide, for example, how well
we've kept communal areas clean and well maintained.

> Ten performance measures:
These show what we have done, for example, how many complaints were
dealt with on time. You can read more about the Tenant Satisfaction Measures
on the Regulator's website.

Methodology

We undertook a survey in September 2025. This included different approaches to
communication so that we were able to maximise completion rates. This included
opportunity fo complete in person, rather than on line, translation of survey info 5
different languages due to many of our residents having ESOL and incentive vouchers.

Our uptake was % of resident group. We provided a summary report of the survey to
our residents in check date (see final page below). For other performance information
this relates to the financial year 2024/25.

What we have learned

This year we saw a 36% increase in response rate. 68 residents responded. This year
we received a higher response rate from our rough sleeping services. Infensive

Support residents and also our new residents from Harbour Project are reporting the
highest levels of satisfaction rates (92%). Hope Street satisfaction also is high at 80%.



By contrast the Core Service has lower levels of satisfaction (45%) and higher levels of
dissatisfaction (27%).

Further analysis of the survey highlights the discrepancy between male and female
residents. Proportionately more female residents are reporting lower levels of
satisfaction than male residents (44% and 76%). Most female residents are based in
Core Service.

In response to concerns around safety, we have established a Women's Safer Spaces
initiative. This includes improving the physical environment, developing dedicated
women's support workers and reducing levels of anti-social behaviour.

Concerns in relation to how we handle complaints, reflects that we have had more
complaints following the launch of a new policy. The annual review of complaints just
prior to the survey highlighted a particular challenge for us which has been balancing
our landlord and support responsibilities to our residents. This requires us fo be
proactive in responding to concerns relating to disruptive behaviour around the
building and also being trauma informed in our support for those residents who are in
crisis.

What we will do

As well as the Women's Safer Spaces initiative, we continue to fund a resident
engagement officer who develops residents initiatives and promotes the 'resident’s
voice' through organising Meeting Place meetings which provide an opportunity for
residents to provide feedback to senior staff and trustees.

TSM | What we asked our residents Satisfaction %
Ref | about

2025 2024
TPI Overall satisfaction 68% 90%
TP2 Satisfaction with repairs 82% 83%
TP3 Time taken to complete most recent repair 79% 93%
TP4 Home is well maintained 68% 86%
TPS Home is safe 62% 90%
TP6 Landlord listens to views and acts upon them 79% 80%

TP7 Landlord keeps tenants informed about things

that matter 79% 88%

TP8 Agreement that landlord treats tenants fairly

and with respect 85% 100%

TP9 Landlord's approach to complaints 38% 62%

TP1O | Landlord keeps communal areas clean and

e o 0,
well-maintained 85 8




TP Lohdlord makes a positive confribution to b0 80%
neighbourhood
TP12 | Landlord's approach to handling anti-social 63% 809
behaviour (ASB)
POI Homes that do not meet the Decent Homes
0 0
Standard
RPO2 | Non-emergency repairs completed within . .
. 95% N%
target timescale
RPO2 Emergency repairs completed within target 93% 85,
timescale
BSOl | Gas safety checks completed 100% 100%
BSO2 | Fire safety checks completed 100% 100%
BSO3 | Asbestos safety checks completed N/a N/a
BSO4 | Water safety checks completed 100% 100%
BSOS | Lift safety checks completed 100% 100%
CHO1 | Number of Stage 1 complaints relative to the
size of the landlord (number of complaints per 214 1517
1,000 properties)
CHO1 | Number of Stage 2 complaints relative to the
size of the landlord (number of complaints per 0 0l
1,000 properties)
CHO2 | Stage 1 complaints responded to within 93% 93%
Complaint Handling Code timescales
CHO2 | Stage 2 complaints responded to within 0 o
Complaint Handling Code timescales
NMOI
Anti-social behaviour cases relative to the size 143 140
of the landlord (number of cases per 1,000
properties)
NMOI | Anti-social behaviour cases that involve hate
incidents, relative to the size of the landlord 39 45

(number of cases with hate incidents per 1,000
properties)




TENANT SATISFACTION MEASURES

In September 2025 we asked for feedback on the service Your Place provides so that we could

2025 RESULTS

see where we are working well and where there are areas for improvement.
68 of you shared your thoughts with us and this poster shares that feedback.

DEMOGRAPHICS
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= Female
= Male

= Unknown
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Agebands

18-25
26-35

66+

Project

-\
%

= The Harbour

W

Project

Ethnicity

= Core
= Hope Street

=155

= Asian / Asian
British

= Black / Black British

= Mixed

= Other

» Repairs satisfaction remains high, with many commenting on the speed and ease of repairs being

completed

VY V

68%

Overall Satisfaction
(90% 2024)

85%

Agree that we treat
you fairly and with
respect
(100% 2024)

38%

Satisfied with the
complaints
handling*
(62% 2024)

RESULTS

82%

Satisfied with repairs
service received
(83% 2024)

79%
Satisfied that we
keep you informed
about things that
matter
(92% 2024)

66%

Satisfied with how

we handles anti-

social behaviours
(84% 2024)

79%

Satisfied with time
taken to do repair
(83% 2024)

79%

Satisfied that we
listen to your views
and acts upon them

(83% 2024)

63%

Satisfied that we
make a positive
contribution to the
neighbourhood
(89% 2024)

68%

Satisfied we provide
a well-maintained
home
(88% 2024)

62%

Satisfied we provide
a safe home
(90% 2024)

85%

Satisfied communal

areas are kept clean

and well maintained
(90% 2024)

* The process for handling complaints has changed since last year. As a result, the complaints reported now are more
formal so satisfaction is already lower from the onset

HIGHLIGHTS

Increased response rate and satisfaction levels from our rough sleeping service residents.
Broad demographic response rate that reflects overall resident profile

AREAS FOR IMPROVEMENT

% Overall, women are less satisfied than men. We are developing a Women's Safer Spaces initiative to look at
addressing these concerns.

“ Improvements in complaint handling. We have established a Complaint Review Group to lead on
improvements.

+ Addressing concerns around anti social behaviour.



