
 

 

 

Appendix 2 – Tenant Satisfaction Measures 2024/2025 

Comparison with 2023/2024 data  

Management Information  

The rate of complaints has decreased from 2023/24, in comparison to the rate of ASB 
cases increasing. Four out of five safety measures meet internal target, with Gas 
Safety checks fractionally below. Response times for stage one complaints has 
improved and meets internal target and the response times for stage two complaints 
is also considered satisfactory (only one complaint was out of timescale by one day). 
The volume of repairs is comparable with last year and performance has improved for 
non-emergency repairs ensuring both repairs targets are met. 
 

 

 



 

 

Perception Measures  
 
 
The national evaluation of the 2023/24 TSM data highlighted the impact of return 
method on the level of satisfaction. The following table compares our published outturn 
for 2023/24 with our outturn for 2024/25. While a number of the measures have a 
slightly lower satisfaction rate, others have improved. All measures remain above the 
national average for 2023/24.  
 
It is likely that our lower rates are reflective of the increase of returns via email/internet 
(which generates lowers satisfaction rates), and the fact that this year's sample had a 
higher proportion of responses from General needs housing which are traditionally 
less satisfied than our Housing for older people and Sheltered 
housing tenants. 

 

 


