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1. Introduction 

 

1.1. The Government plans to introduce a suite of Tenant Satisfaction Measures (TSMs1) as part 

of the bundle of information social housing providers will be expected to share with the 

Regulator of Social Housing (RSH). The RSH is consulting on these measures and this 

paper is SHAC’s response to the consultation2.  

 

1.2. The rationale is that these measures will help: 

 “make landlords’ performance more visible to tenants, and help tenants hold 

their landlords to account.”  

 

1.3. The latter part of the statement is based on two assumptions: 

 

• That tenants do not currently have enough power to hold their landlords to account; 

and 

• That information asymmetry is one of the factors creating an imbalance of power 

between tenant and landlord. 

 

1.4. SHAC contends that both of these are correct. However, while TSMs will increase the 

visibility of landlord performance, this will not automatically translate into increased power for 

tenants, and therefore improve housing association accountability. 

 

1.5. The information that tenants need is not a set of statistics in aggregate form, but rather 

information relating to them as individuals, or information about their block of flats or estate. 

It is for example a detailed breakdown of their services charges, the name and contact 

details of a staff member responsible for maintenance on their estate, or the fire safety report 

for their home.  

 
Note for tenants and residents 
 
1  The list of proposed TSMs is at Appendix I. 

 
2  Regulator of Social Housing consultation on tenant satisfaction measures 

www.gov.uk/government/news/regulator-of-social-housing-consults-on-tenant-satisfaction-
measures  

http://www.gov.uk/government/news/regulator-of-social-housing-consults-on-tenant-satisfaction-measures
http://www.gov.uk/government/news/regulator-of-social-housing-consults-on-tenant-satisfaction-measures
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1.6. A tenant who has water leaking through their light fitting, whose clothing and furniture has 

been destroyed by mould, who is battling to tackle infestations of mice and roaches, or who 

has been without a boiler for an entire winter, will find little solace in being provided with the 

figure for their landlord’s repairs satisfaction levels.  

 

1.7. If the intention is that the RSH will use the data in determining grades for landlords, many 

questions remain, for example: 

 

• Will the RSH publish league tables for each measure?  

• Will HAs be expected to attain minimum levels of satisfaction and response rates for 

each measure and overall?  

• What will happen if a landlord falls below the minimum expected? 

 

1.8. The RSH has very little power to compel a landlord to act, except in a limited range of 

extreme scenarios. Upon receiving evidence of a breach of a Regulatory Standard, the RSH 

might ultimately downgrade an association, and this might then concern investors who 

threaten to reprice an association’s debt, and this might worry the board enough to address 

the issue. It is a very indirect form of pressure which could take months to make an impact. 

 

1.9. The impact of the measures would be far greater if they were combined with: 

 

• A requirement for housing associations to publish their board papers and minutes; 

• A requirement for housing associations to support democratic tenants’ and residents’ 

associations; and 

• Greater enforcement powers for the Regulator. 

 
 

2. Validity of Landlord Reported Satisfaction Measures 

 

2.1. Nine of the 22 proposed TSMs will be measured through landlord tenant perception surveys. 

For the RSH to draw meaningful conclusions from this data, landlords and the RSH must set 

target response rates and publish these alongside reporting each of the nine measures. This 

will allow users of the data to assess the validity of drawing conclusions from the figures. 
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2.2. In October 2021, One Housing Group (OHG) consulted tenants and residents on the 

proposed merger with Riverside Housing Group, and subsequently reported that 49% of 

respondents were in favour of merger, 12% against, with the remainder undecided. However, 

only 804 OHG tenants (1.5%) replied to the consultation. The figures read very differently 

when placed in the context of turnout.  

 

2.3. Studies show that people are more likely to engage with surveys and ballots when they 

believe that the organisation will act on the feedback. Response rates can be driven up by 

rewarding those who complete surveys as a sign that the organisation values their feedback. 

The costs would not be prohibitive 

 

2.4. Conversely, low levels of confidence in an organisation’s integrity or responsiveness will 

supress turnout. Responsible landlords, tenants, and the RSH will therefore be able to draw 

conclusions from knowing the response rate. 

 

 

 

3. Meaningful Analysis 

 

3.1. For housing associations spanning multiple boroughs, the data should also be provided by 

the landlord and RSH in a way that allows analysis by local authority. In discussions with 

members and their political representatives, it is clear that there are regional variations in the 

standards of services provided. The more deprived boroughs and least well-resourced 

groups of tenants and residents appear to receive the poorest quality of service. 

 

 

4. Disability Discrimination 

 

4.1. For each of the nine TSMs being measured through landlord tenant perception surveys, the 

landlord should be required to publish satisfaction levels by the subset of those who have 

identified as disabled.  

 

4.2. Extensive research on housing and disability has long identified insufficient provision of 

accessible social homes and inadequate housing services for disabled people.  
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4.3. SHAC also has evidence of widespread discrimination against disabled HA tenants and 

residents, for example in refusing to make even the most inexpensive and simple 

adjustments to processes following a reasonable request, unsympathetic engagement,  

 

4.4. Little has been done to enforce landlord response to ensure compliance with the Equality Act 

2010, especially concerning provisions for disabled people. Presenting data on satisfaction 

rates amongst disabled tenants and residents compared to overall satisfaction levels would 

be one way of monitoring the issue. 

 

5. Service Charges 

 

5.1. There are no measures assessing landlord management of service charge management. 

Given the severe problems with service charge setting, and increasing levels of service 

charge abuse, this is gaping omission. Additional measures should be brought in which 

cover satisfaction with: 

 

• Accuracy of service charges; and 

• Standard of supporting information. 

 

6. In Conclusion 

 

6.1. SHAC welcomes the invitation to contribute to the discussion on TSMs. We seek the 

following: 

 

• Turnout targets must be set, and turnout levels must be reported for each measure;  

• Analysis by local authority must be possible for multi-borough associations; 

• Satisfaction levels by the subset of disabled tenants is essential; and  

• The Regulator must include service charge measures. 

 

6.2. We hope this contribution is useful and remain open to further discussion on strengthening 

the regulation of the sector. 

 
 
SHAC 
February 2022 
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Tenant satisfaction measures How measured 

RP - Keeping properties in good repair  

RP01: Homes that do not meet the Decent Homes Standard Landlord data 

RP02: Repairs completed within target timescale Landlord data 

TP02: Satisfaction with repairs Tenant survey 

TP03: Satisfaction with time taken to complete most recent repair Tenant survey 

BS Maintaining building safety 

BS01: Gas safety checks Landlord data 

BS02: Fire safety checks Landlord data 

BS03: Asbestos safety checks Landlord data 

BS04: Water safety checks Landlord data 

BS05: Lift safety checks Landlord data 

Electrical safety checks Landlord data 

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

Respectful and helpful engagement  

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

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

TP07: Agreement that the landlord treats tenants fairly and with respect Tenant survey 

NM Responsible neighbourhood management 

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

Percentage of communal areas meeting the required standard [footnote 1] Landlord data 

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

TP09: Satisfaction that the landlord makes a positive contribution to 
neighbourhoods Tenant survey 

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

Effective handling of complaints 

CH01: Complaints relative to the size of the landlord Landlord data 

CH02: Complaints responded to within Complaint Handling Code timescales Landlord data 

 

Landlord data = Measured by landlords directly 

Tenant Survey = Measured by doing tenant perception surveys 


