
Providing safe, warm and affordable homes

Measuring our 
performance –
and your 
satisfaction
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Back in October we mentioned 
the Tenant Satisfaction Measures 
(TSMs).

They’ll be launched in April.
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1. Keeping properties in good 
repair

2. Maintaining building safety

3. Respectful and helpful 
engagement

4. Effective handling of 
complaints

5. Responsible neighbourhood 
management

Themes 
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Perception 

1. Overall satisfaction (85%)

2. Satisfaction with repairs (95%)

3. Satisfaction with time taken to 
complete most recent repair 
(?)

4. Satisfaction that the home is 
well maintained (90%)

5. Satisfaction that the home is 
safe (90%)

Providing safe, warm and affordable homes



Providing safe, warm and affordable homes

Perception 

6. Satisfaction that SHAL listens 
to tenant views and acts on 
them (82%)

7. Satisfaction that SHAL keeps 
tenants informed about the 
things that matter to them 
(81%)

8. Agreement that SHAL treats 
tenants fairly (85%) and with 
respect (94%)
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Perception 

9. Satisfaction with SHAL’s 
approach to handling 
complaints (?)

10. Satisfaction that SHAL keeps 
communal areas cleans and 
well maintained (?)

11. Satisfaction that SHAL makes a 
positive contribution to 
neighbourhoods (?)
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Perception 

12. Satisfaction with SHAL’s 
approach to handling anti-
social behaviour (65%)
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Data

1. Homes that do not meet the 
Decent Homes Standard

2. Repairs completed within 
target timescales (66% & 84%)

Providing safe, warm and affordable homes



Providing safe, warm and affordable homes

Data

3. Gas safety checks (100%)

4. Fire safety checks (100%)

5. Asbestos safety checks (100% 
& 86%)

6. Water safety checks (N/A)

7. Lift safety checks (100%)
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Data

8. Complaints relative to the size 
of the landlord (47)

9. Complaints responded to 
within Complaint Handling 
Code timescales (71%)

10. Anti-social behaviour cases 
relative to the size of the 
landlord (49)
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We’ll be coming out to all tenants 
again this year and the TSMs will 
be included.

We had a 40% response rate in 
2019 (which was fantastic) and we 
want to even better this time.
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What are your 
priorities?
Have the last couple of years 
changed what you think and how 
you feel?
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