Tenants Satisfaction Measures & Our
Performance in Delivering Services

Here’s how we've done against the Tenant Satisfaction Measures (TSMs)
before our Annual Report comes out on 30th September.

This report covers our performance from 1st April 2025 to 31°* March 2026.

We used data from Housemark, an independent group,
to compare our performance with other housing providers.

These measures started on 1st April 2023, and they help us to understand
how well we're providing homes and services.

Here’s how the groups are ranked:
One:Top25% (& Two: Second 25% (2

Three: Third 25% (3 Four: Bottom 25% (&
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Proportion of respondents who report
that they are satisfied with the overall 78 4%
®

service from their landlord.

Proportion of respondents who have
received a repair in the last 12 months

who report that they are satisfied with
the overall repairs service.

Proportion of respondents who have 1
received a repair in the last 12 months who 0/
report that they are satisfied with the time ® O

taken to complete their most recent repair




Proportion of respondents who report
that they are satisfied that their home is
well maintained

Proportion of respondents who report
that they are satisfied that their home is

safe

Proportion of respondents who report
that they are satisfied that their landlord
listens to tenant views and acts upon
them




Proportion of respondents who report
that they are satisfied that their landlord
keeps them informed about things that
matter to them

Proportion of respondents who report
that they agree their landlord treats them
fairly and with respect

Proportion of respondents who report
making a complaint in the last 12 months
who are satisfied with their landlord’s
approach to complaints handling

13 80

1




Proportion of respondents with communal
areas who report that they are satisfied 6 1 70/
that their landlord keeps communal areas ® 0

clean and well maintained.

Satisfaction that the landlord makes a

positive contribution to neighbourhoods 6 6 3 %

Satisfaction with the landlord’s approach 3

to handling anti-social behaviour 5 6 8 0/ ‘
. 0




Number of complaints received Stage 1
per 1,000 homes

Number of complaints received Stage 2
per 1,000 homes

Proportion of stage 1 complaints
responded to within the Housing
Ombudsman’s Complaint Handling Code
timescales




Proportion of stage 2 complaints
responded to within the Housing
Ombudsman’s Complaint Handling Code
timescales

Number of anti-social behaviour cases
opened per 1,000 homes

Number of anti-social behaviour cases
that involve hate incidents opened per
1,000 homes

100%




Proportion of homes that do not meet the

Decent Homes Standard O %

3

Proportion of non-emergency responsive

repairs completed within the landlord’s 8 1 8 %
®

target timescale (upto 60 working days)

Proportion of emergency responsive

repairs completed within the landlord’s 9 6 O O/ |
target timescale (24Hours) ® o




Proportion of homes for which all required

gas safety checks have been carried out. 1 O O %

Proportion of homes for which all required

fire risk assessments have been carried 1 O O %

out.

Proportion of homes for which all required 4

asbestos management surveys or re- 3 8 8 O/
Inspections have been carried out. ® O




Proportion of homes for which all required

legionella risk assessments have been 1 O O 0/
carried out. 0

Proportion of homes for which all required

communal passenger lift safety checks 1 O O %

have been carried out.

Our timescales are working days

Routine Repairs 21 days Roofing repairs 45 days
Gas Repairs 21 days Damp & Mould 1, 5, 10, 180 days
Larger works 21 days Compliance 1, 30, 90, 180 days




Our commitment to improvement

The bdht board is dedicated to keeping all our customers safe and improving our
services. We've created an action plan to address areas where we're not performing as
well.

Here's what we're focusing on:

Asbestos
Repairs timescales
Anti Social Behavour
Communal Areas

We'll share more details about our actions in the Annual Report at the end of
September.
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