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Tenant Satisfaction Measures (TSM’s) Update 2024-25


Tenant Satisfaction Measures are required to be reported by the Regulator of Social Housing from 1.4.24.

There are 22 tenant satisfaction measures, covering five themes. Ten of these are measured by landlords directly, and 12 are measured by landlords carrying out tenant perception surveys.

Tenant Perception Surveys
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There are also 10 Management Information Measures required to be reported to the Regulator (via LCC). These are incorporated with the BITMO Key Performance Indicators and are not therefore dealt with in detail here. 





Management Information Measures

· CH01: Complaints relative to the size of the landlord
· CH02: Complaints responded to within Complaint Handling Code timescales
· NM01: Anti-social behaviour (ASB) cases relative to the size of the landlord
· RP01: Homes that do not meet the Decent Homes Standard
· RP02: Repairs completed within target timescale
· BS01: Gas safety checks
· BS02: Fire safety checks
· BS03: Asbestos safety checks
· BS04: Water safety checks
· BS05: Lift safety checks

Tenant Perception Surveys

A rolling system of gathering sample data on behalf of LCC and BITMO tenants is undertaken by the firm Acuity.   
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Conclusion re Tenant Perception Surveys 2024-25

There are many areas of good and growing performance, whilst there is also continued ambition to enhance performance across all areas of operation.
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Tenant Perception Surveys

BITMO BITMO LCC LCC

Measure

2023-24 2024-25 2023-24 Var 2024-25 Var

Notes

% % % %

Overall Satisfaction TP01 Satisfied

71 75 66 5 66 9 1

Repairs last 12 months TP02 Satisfied

77 82 70 7 70 12 2

Time Taken Repairs TP03 Satisfied

73 82 67 6 68 14 2

Well Maintained Home TP04 Satisfied

76 73 67 9 67 6

Safe Home TP05 Satisfied

80 79 74 6 72 7

Listens & Acts TP06 Satisfied

62 65 55 7 54 11 3

Kept Informed TP07 Satisfied

75 78 67 8 66 12 4

Fairly & with Respect TP08 Agrees

80 79 74 6 73 6 5

Complaints Handling TP09 Satisfied

27 41 29 -2 26 15 5

Communal Areas TP10 Satisfied

79 69 64 15 62 7 7

Neighbourhood ContributionTP11 Satisfied

75 71 60 15 51 20 8

Approach to ASB TP12 Satisfied

55 51 53 2 52 -1 9

Supplementary questions:

Neighbourhood Appearance Satisfied

59 57 58 1 51 6 10

Safety in Neighbourhood Safe

58 64 63 -5 60 4 11

Easy to Deal With Satisfied

74 77 65 9 65 12 4

Advice & Support Agrees

56 62 50 6 45 17 12

Friendly & Approachable 

Staff

Agrees

60 65 62 -2 52 13 13

VFM Rent Satisfied

65 67 67 -2 54 13 14

Good Reputation Agrees

54 53 37 17 36 17 15
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Notes

1. Overall satisfaction. Highest score yet for Q4 2024-25. Increased margin of approval 2024-5 compared to LCC.

2. Repairs. Again highest score for Q4 2024-25. Increased margin of approval 2024-25 compared to LCC.

3. Listens and acts. 62-65% (LCC c55%).

4. Informing and easy to deal with. Increases in satisfaction year on year and compared to LCC.

5. Fairly and with respect. Consistent high scores year on year (c80%).

6. Complaint handling. Major increase in satisfaction.

7. Communal areas. Decrease in satisfaction 79-69%. (LCC 64-62%).

8. Neighbourhood contribution. Slight decrease for year at 70% but well ahead of LCC.

9. Approach to ASB. Decrease 55-51% and slightly lower than LCC in 2024-25.

10. Neighbourhood appearance. Decrease 59-57%, LCC decrease larger at 6%.

11. Safety in neighbourhood. Increase 58-64% and now ahead of LCC (60%).

12. Advice & support. Increased satisfaction year on year and compared to LCC but less than 3 above.

13. Friendly approachable staff. Increase from 60-65% year on year (LCC decrease 10% to 52%).

14. Value for Money Rent.  Consistent at 2/3rds of tenants. Decrease in overall LCC satisfaction.

15. Good reputation. Consistently ahead of LCC but ambition to enhance further.
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Tenant Satisfaction Measure

Overall satisfaction

Satisfaction with repairs

Satisfaction with time taken to complete most recent repair

Satisfaction that the home is well maintained

Satisfaction that the home is safe

Satisfaction that the landlord listens to tenant views and acts upon them

Satisfaction that the landlord keeps tenants informed about things that matter to
them

‘Agreement that the landlord treats tenants fairly and with respect

Satisfaction with the landlord's approach to handling complaints

Satisfaction that the landlord keeps communal areas clean and well maintained
Satisfaction that the landlord makes a positive contribution to neighbourhoods

Satisfaction with the landlord’s approach to handling anti-social behaviour

Collection
method

Perception
survey




