2024 Tenant Satisfaction Measures

Tenant Satisfaction Measures (TSMs) provide tenants with insight into how we perform
across key service areas.

Introduced by the Regulator of Social Housing, these measures are designed to
improve standards for people living in social housing.

TSMs are part of a new system that allows tenants to assess their landlord’s
performance and hold them accountable.

There are 22 measures in total, covering areas such as repairs, safety, and complaints.
This includes 12 customer perception measures, which reflect tenant satisfaction with
our services, such as how well we manage repairs or resolve complaints.

This year, 54 of our tenants participated out of 117 households.

Here are the results from our 2024 survey:

Satisfaction with the service provided by Rentplus Homes

Satisfaction with the overall repairs service

Satisfaction with the amount of time taken for a repair to be
completed

Satisfaction that Rentplus Homes provides a well-
maintained home

Satisfaction that Rentplus Homes provides a home that is
safe




Satisfaction that Rentplus Homes listens to tenant views
and acts upon them

Satisfaction that Rentplus Homes keeps tenants informed
about things that matter to them

Satisfaction that Rentplus Homes treats tenants fairly and
with respect

Satisfaction with Rentplus Homes’ approach to complaints

Satisfaction with communal areas being clean and well
maintained

Satisfaction that Rentplus Homes makes a positive
contribution to tenant neighbourhoods

Satisfaction with Rentplus Homes’ approach to anti-social
behaviour




Below are the figures measured using the landlord’s management information.

Complaints relative to the size of the landlord per 1000 units

Anti-social behaviour cases relative to the size of the
landlord per 1000 units

Homes that meet the Decent Homes Standard

Emergency repairs completed within the timescale

Standard repairs completed within the timescale

Percentage of homes with Gas Safety Checks

Percentage of homes with Fire Safety Checks




Percentage of homes with Legionella Checks

Percentage of homes with Lift Safety Checks
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