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Tenant Satisfaction Measures

The Regulator of Social Housing requires all landlords to collect and publish performance information. The intention
is to make landlords’ performance more visible and accessible to residents. The Tenant Satisfaction Measures (TSMs)
are split into two categories. These are the Tenant Perception Measures which are collected by conducting a resident
satisfaction survey.

You can find a copy of the questionnaire we used to collect satisfaction data here

We adopted a census approach to collecting satisfaction data, this means we sent a survey to all residents that fit the
criteria set by the Regulator of Social Housing. We took this approach as we wanted to ensure all our residents had an
opportunity to express their views.

However, this meant for the purposes of collecting TSM data we did not include residents who pay a market rent or
leaseholders. Although we did survey these residents their responses were not included in the generation of TSM results.

The other category uses management information to generate the results, these include how we deal with complaints
and anti-social behaviour. We also report on how we are performing in relation to Health and Safety, such as fire
regulations and water safety checks. We reported our TSM results to the Regulator earlier in the year and you can find
all the details below. If you have any question regarding the TSMs please email feedback@abbeyfield.com

TSMs - Tenant Perception Measures %
TPO1: Overall satisfaction 91
TPO2: Satisfaction with repairs 80
TPO3: Satisfaction with time taken to complete most repairs 70
TPO4: Satisfaction that the home is well maintained 88
TPOS5: Satisfaction that the home is safe 89
TPOG6: Satisfaction that the landlord listens to tenant views and acts upon them 76
TPO7: Satisfaction that the landlord keeps tenants informed about things that matter to them 77
TPO8: Agreement that the landlord treats tenants fairly and with respect 94
TPO9: Satisfaction with the landlord’s approach to handling complaints 47
TP10: Satisfaction that the landlord keeps communal areas clean and well maintained 89
TP11: Satisfaction that the landlord makes a positive contribution to neighbourhoods 71
TP12: Satisfaction with the landlord’s approach to handling anti-social behaviour 78
CHO1 | Complaints relative to the size of the landlord 115

CHO2 | Complaints responded to within Complaint Handling Code timescales 95

NMO1 | Anti-social behaviour cases relative to the size of the landlord 19

RPO1 Homes that do not meet the Decent Homes Standard 0%

RPO2 | Repairs completed within target timescale 62%

BSO1 Gas safety checks 98%

BSO2 | Fire safety checks 99%

BSO3 | Asbestos safety checks

BSO4 | Water safety checks

S05 Lift safety checks
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https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.abbeyfield.com%2Fmedia%2Fxgdj4sf5%2Fhousing-satisfaction-survey-202324.pdf&data=05%7C02%7CL.Sabri%40abbeyfield.com%7Cd4b4cf4b785f46af91df08dcdd4a65d1%7Cde01ff1b99a340c4bbf236d588fcda55%7C1%7C0%7C638628558800926119%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=d0Kw6H5LAQyYt3dHIaO2P9BCWlw5m86l5r2NazHCVfE%3D&reserved=0
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