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 Proposed Tenant Satisfaction Measure (TSM) Standard 

 

1. Required outcome 
 
1.1. Registered providers must collect and provide information to support effective scrutiny by tenants of their landlord’s performance in managing their 
homes and neighbourhoods. 
 
2. Specific expectations 
 
2.1 Registered providers must meet the regulator’s requirements in relation to the tenant satisfaction measures set by the regulator as set out in Tenant 
Satisfaction Measures: Technical Requirements and Tenant Satisfaction Measures: Tenant Survey Requirements. 
 
2.2 Registered providers must: 
 
a. collect information specified by the regulator relating to their performance against the tenant satisfaction measures. The information must be collected 
within a timeframe set by the regulator and must meet the regulator’s requirements in Tenant Satisfaction Measures: Technical Requirements and 
Tenant Satisfaction Measures: Tenant Survey Requirements. 
 
b. annually publish their performance against the tenant satisfaction measures. This should include information about how they have met the regulator’s 
requirements set out in Tenant Satisfaction Measures: Technical Requirements and Tenant Satisfaction Measures: Tenant Survey Requirements. This 
information must be published in a manner that is timely, clear, and easily accessed by tenants. 
 
c. annually submit to the regulator information specified by the regulator relating to their performance against those measures. The information must be 
submitted within a timeframe and in a form determined by the regulator. 
 
2.3 In meeting paragraphs 2.1 and 2.2 above, registered providers must ensure that the information is an accurate, reliable, valid, and transparent 
reflection of their performance against the tenant satisfaction measures. 
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Proposed Tenant Satisfaction Measures (TSM) 
 
 Perception measures – tenant satisfaction survey method 
 Management information 

Theme Code Issue TSM 

Overall satisfaction TP01 Overall satisfaction Proportion of respondents who report that they are very 
satisfied or fairly satisfied with the overall service from their 
landlord. 
 
The question used to generate this TSM would need to be 
asked as a perception survey using the following wording: 
 
‘Taking everything into account, how satisfied or 
dissatisfied are you with the service provided by your 
landlord?’ 

Keeping Properties in 
Good Repair 
  
  
 

RP01 Homes that do not meet the Decent Homes Standard Proportion of homes that do not meet the Decent 
Homes Standard. 

RP02 Repairs completed within target timescale Proportion of (non-emergency) responsive repairs 
completed within the provider’s target timescale during 
the reporting year. 
 
For context, providers must also report their target 
timescales for completing (non-emergency) responsive 
repairs used to generate this TSM. 

TP02 Satisfaction with repairs Proportion of respondents who have received a repair in 
the last 12 months who report that they are very satisfied or 
fairly satisfied with the repairs service. 
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The question used to generate this TSM would need to be 
asked as a perception survey using the following wording: 
 
First question 
 
‘Has your landlord carried out a repair to your home in 
the last 12 months?’ Yes/No. 
 
If yes, Second question 
 
‘How satisfied or dissatisfied are you with the repairs 
service you have received to your home from your 
landlord over the last 12 months?’ 

TP03 Satisfaction with time taken to complete most recent 
repair 

Proportion of respondents who have received a repair in 
the last 12 months who report that they are very satisfied or 
fairly satisfied with the time taken to complete their most 
recent repair. 
 
The question used to generate this TSM would need to be 
asked as a perception survey using the following wording: 
 
First question 
 
‘Has your landlord carried out a repair to your home in 
the last 12 months?’ Yes/No. 
 
If yes, Second question 
 
‘How satisfied or dissatisfied are you with the time 
taken to complete your most recent repair after you 
reported it?’ 

Maintaining Building 
Safety 

BS01 Gas safety checks Proportion of homes for which all required gas safety 
checks have been carried out. 
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BS02 Fire safety checks Proportion of homes for which all required fire risk 
assessments have been carried out. 

BS03 Asbestos safety checks Proportion of homes for which all required asbestos 
management surveys or re-inspections have been 
carried out. 

BS04 Water safety checks Proportion of homes for which all required legionella 
risk assessments have been carried out. 

BS05 Lift safety checks Proportion of homes for which all required communal 
passenger lift safety checks have been carried out. 

TP04 Satisfaction that the home is well maintained and safe to 
live in 

Proportion of respondents who report that they are very 
satisfied or fairly satisfied that their home is well maintained 
and safe to live in. 
 

The question used to generate this TSM would need to be 

asked as a perception survey using the following wording: 
 
‘Thinking specifically about the building you live in … 
How satisfied or dissatisfied are you that your landlord 
provides a home that is well maintained and safe for 
you to live in?’ 

Effective Handling of 
Complaints 
  
  
  

CH01 Complaints relative to the size of the landlord Number of: 
 
1. Stage one complaints received per 1,000 homes 
during the reporting year and 
 
2. Stage two complaints received per 1,000 homes 
during the reporting year. 
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Providers must adhere to the definitions of ‘complaint’, 
‘stage one’ and ‘stage two’ as set out in the Housing 
Ombudsman’s Complaint Handling Code. 

CH02 Complaints responded to within Complaint Handling Code 
timescales 

Proportion of: 
 
1.Stage one complaints responded to within the 
Housing Ombudsman’s Complaint Handling Code 
timescales and 
 
2. Stage two complaints responded to within the 
Housing Ombudsman’s Complaint Handling Code 
timescales. 

TP11 Satisfaction with the landlord’s approach to handling of 
complaints 

Proportion of respondents who report that they are very 
satisfied or fairly satisfied with their landlord’s handling of 
complaints. 
 

The question used to generate this TSM would need to be 

asked as a perception survey using the following wording: 
 
‘How satisfied or dissatisfied are you with your 
landlord’s approach to complaints handling?’ 

TP12 Tenant knowledge of how to make a complaint Proportion of respondents who report that they strongly 
agree or agree with the statement “I know how to make a 
complaint to my landlord if I am not happy with the service I 
receive”. 
 

The question used to generate this TSM would need to be 

asked as a perception survey using the following wording: 
 
‘To what extent do you agree or disagree with the 
following’: 
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“I know how to make a complaint to my landlord if I am 
not happy with the service I receive?” 

Respectful and Helpful 
Engagement 
  
  

TP05 Satisfaction that the landlord listens to tenant views and 
acts upon them 

Proportion of respondents who report that they are very 
satisfied or fairly satisfied that their landlord listens to 
tenant views and acts upon them. 
 
The question used to generate this TSM would need to be 
asked as a perception survey using the following wording: 
 
‘How satisfied or dissatisfied are you with the extent to 
which your landlord listens to your views and acts 
upon them?’ 

TP06 Satisfaction that the landlord keeps tenants informed 
about things that matter to them 

Proportion of respondents who report that they are very 
satisfied or fairly satisfied that their landlord keeps tenants 
informed about things that matter to them as a tenant. 
 
The question used to generate this TSM would need to be 
asked as a perception survey using the following wording: 
 
‘How satisfied or dissatisfied are you with the way your 
landlord keeps you informed about things that matter 
to you as a tenant?’ 

TP07 Agreement that the landlord treats tenants fairly and with 
respect 

Proportion of respondents who report that they strongly 
agree or agree that their landlord treats them fairly and with 
respect. 
 
The question used to generate this TSM would need to be 
asked as a perception survey using the following wording: 
 
‘To what extent do you agree or disagree with the 
following “my landlord treats me fairly and with 
respect”?’ 



APPENDIX B – TENANT SATISFACTION MEASURES 
 

7 
 

Responsible 
neighbourhood 
management 
  
  
  

NM01 Anti-social behaviour cases relative to the size of the 
landlord 

Number of ASB cases opened per 1,000 homes by or 
on behalf of the registered provider during the 
reporting year. 

TP08 Satisfaction that the landlord keeps communal areas 
clean, safe and well maintained 

Proportion of respondents who report that they are very 
satisfied or fairly satisfied that their landlord keeps 
communal areas clean, safe and well maintained. 
 
The question used to generate this TSM would need to be 
asked as a perception survey using the following wording: 
 
First question: ‘Do you live in a building with communal 
areas, either inside or outside, that you share with 
other people who live in the building?’ 
 
Yes/No. 
 
If yes, Second question 
 
‘How satisfied or dissatisfied are you that your landlord 
keeps these communal areas clean, safe and well 
maintained?’ 

TP09 Satisfaction that the landlord makes a positive contribution 
to neighbourhoods 

Proportion of respondents who report that they are very 
satisfied or fairly satisfied with the extent to which their 
landlord makes a positive contribution to the 
neighbourhood. 
 
The question used to generate this TSM would need to be 
asked as a perception survey and our lead option for the 
wording is: 
 
‘Thinking about what your landlord does to improve 
your neighbourhood as a place to live… How satisfied 
or dissatisfied are you with the extent to which your 
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landlord makes a positive contribution to your 
neighbourhood?’ 
 
We are also seeking views on the following alternative 
perception survey wording on responsible neighbourhood 
management: 
 
‘How satisfied or dissatisfied are you with your 
neighbourhood as a place to live?’ 

TP10 Satisfaction with the landlord’s approach to handling of 
anti-social behaviour 

Proportion of respondents who report that they are very 
satisfied or fairly satisfied with their landlord’s handling of 
anti-social behaviour. 
 
The question used to generate this TSM must be asked as 
a perception survey using the following wording: 
 
‘How satisfied or dissatisfied are you with your 
landlord’s approach to handling anti-social behaviour?’ 
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