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 (excludes Out Of Hours repairs)

Monthly Metrics:

Satisfied: 145

Surveyed: 186

Target July YTD 2024/25

86.0% 78.0% 79.2% 85.9%
85.9%

82.2%

78.0% 79.2%
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Monthly Metrics:

First Time Fix: 2,842

No. of Repairs: 3,163

Target July YTD 2024/25

92.0% 89.9% 89.0% 90.4%
90.4%89.4% 89.9%
89.0%
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Monthly Metrics:

In Time: 331

No. of Repairs: 332

Target July YTD 2024/25

98.0% 99.7% 99.1% 98.5%

98.5%98.7%
99.7% 99.1%
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Target July YTD 2024/25

Total No. Voids: 302

1.00% 1.92% 1.92% NEW

Monthly Metrics:

2.08%
1.92%

2.31%

2.19%

2.07%

1.94%

1.82%

1.70%

1.58%

1.46%

1.34%

1.20%

1.08%

1.00%
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Annual Metrics:

No. Decent: 12,516

Total Stock: 15,518

Target Q1 2025 2024/25 2023/24

79% 80.7% 80.7% 78.4%

68.0%
72.6%

78.4% 80.7% 80.7%
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Total FRAs: 1,635

No. Compliant: 1,634

Monthly Metrics:

Target July YTD 2024/25

100% 99.9% 99.9% 99.9%

99.9%
99.4%

99.9% 99.9%
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Total: 13,662

No. Compliant: 13,629

Monthly Metrics:

Target July YTD 2024/25

100% 99.76% 99.76% 99.93%

99.93%99.85%99.76% 99.76%
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Total Required: 15,699

No. Complaint: 15,452

Monthly Metrics:

Target July YTD 2024/25

100% 98.4% 98.4% 98.2%

98.2%98.4% 98.4% 98.4%
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Total Required: 1,126

No. Complaint: 1,125

Monthly Metrics:

Target July YTD 2024/25

100% 99.9% 99.9% 100%

100%100% 99.9% 99.9%
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No. Compliant: 162

Monthly Metrics:

Total Required: 167

Target July YTD 2024/25

100% 97.0% 97.0% 99.3%

99.3%100%

97.0% 97.0%
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Total Required: 274

100%

Target

No. Compliant:

July YTD 2024/25

99.6% 99.6% 100%

273

Monthly Metrics:

100%100% 99.6% 99.6%
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(YTD, not in-month)

 YTD Charged: £37,982,364

YTD Collected: £37,455,021

YTD Metrics:

Target Tolerance YTD July 2024/25

98.0% 97.0% 98.6% 98.6%

98.6%
99.1%

98.6% 98.6%
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 (YTD, not in-month)

Monthly Metrics:

YTD Collected: £8,244,380

YTD Charged: £9,059,941

Target Tolerance YTD July 2024/25

96.0%
Not

Set
91.0% 93.9%

93.9%
91.1% 91.0% 91.0%
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Target July YTD 2024/25

97.0% 102.0% 91.6% 98.3%

Monthly Metrics:

Collected: £898,181

Charged: £880,444

98.3%
91.4%

102.0%

91.6%
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Total Graded: 2,873

Passed: 2,639

Monthly Metrics:

Target July YTD 2023/24

93.0% 91.9% 93.0% 90.6%
90.6%

92.5% 91.9% 93.0%
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Target July YTD 2024/25

2,622 178 178 1,615

Monthly Metrics:

Audits to date: 178

% completed: 7%

1,615

75
178 178
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Monthly Metrics:

Compliant: #

Total: #

Target July YTD 2024/25

100% 100% 100% 100%

100%100% 100% 100%
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Monthly Metrics:

Compliant: 1,117

Total Plans: 1,152

Target July YTD 2023/24

100.0% 97.0% 97.0% 98.0%

98.0%98.4% 97.0% 97.0%
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The Regulator of Social Housing (RSH) introduced a suite of 22 statutory Tenant Satisfaction Measures (TSMs) for social housing landlords to report on from 2023/24 onwards.

The TSMs are aimed at helping tenants and landlords gain a better understanding of how well their services are performing in comparison with other providers. 

There are 22 TSMs in total, covering overall satisfaction and five themes. Ten of the TSMs will be measured by landlords through their own internal KPI monitoring, and the remaining twelve measured through tenant 

perception surveys. 

The themes are:

1.Overall satisfaction

2.Keeping properties in good repair

3.Maintaining building safety & safety checks

4.Respectful and helpful engagement

5.Effective handling of complaints

6.Responsible neighbourhood management

The following two slides set out the results of our annual TSM perception survey and TSM KPIs for 2024/25 and show them alongside the results from the 2022/23 trial run of the TSM perception survey questions and 

2022/23 TSM KPIs. The 2025/26 results are only for the month of May 2025 so far.
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0. Our Ref RSH Ref

TSM 01 CE 01 TP 01

1. Our Ref RSH Ref

TSM 02 TP 02

TSM 03 TP 03

TSM 04 TP 04

TSM 05 NI 158 RP 01

TSM 06 HMPI 185 RP 02

2. Our Ref RSH Ref

TSM 07 TP 05

2. Our Ref RSH Ref

TSM 08 GS 01 BS 01

TSM 09 1.6 BS 02

TSM 010 2.6 BS 03

TSM 011 2.9 BS 04

TSM 012 2.7 BS 05

Satisfaction that the home is well-maintained

Homes that do not meet the Decent Homes Standard

Repairs completed within target timescale

Maintaining building safety 

Overall satisfaction

Overall satisfaction with the service provided by the landlord

Keeping properties in good repair

Satisfaction with repairs

Satisfaction with time taken to complete most recent repair

Lift safety checks

Satisfaction that the home is safe

Safety checks

Gas safety checks

Fire safety checks

Asbestos safety checks

Water safety checks
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3. Our Ref RSH Ref

TSM 013 TP 06

TSM 014 TP 07

TSM 015 TP 08

4. Our Ref RSH Ref

TSM 016 TP 09

TSM 017 CH 01

TSM 017 CH 01

TSM 018 CH 02

5. Our Ref RSH Ref

TSM 019 TP 10

TSM 020 TP 11

TSM 021 TP 12

TSM 022 NM 01

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

Anti-social behaviour cases relative to the size of the landlord

Satisfaction with the landlord’s approach to handling of complaints

Satisfaction that the landlord makes a positive contribution to neighbourhoods

Complaints relative to the size of the landlord (Stage 1)

Complaints relative to the size of the landlord (Stage 2)

Complaints responded to within Complaint Handling Code timescales

Responsible neighbourhood management

Satisfaction that the landlord keeps communal areas clean and well-maintained

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

Respectful and helpful engagement

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

Agreement that the landlord treats tenants fairly and with respect

Effective handling of complaints
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