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National TSM results 2023/24 year-end . quries presented n these tabis sre numerical meaning that Quartie 1 represents the owest

values and Quartile 3 the highest. The top performing quartile is highlighted in a darker shade.

TPOL: Proportion of respondents who report that they are satisfied with the overall service from their landlord. 63.0% 69.4% 78.0%
TPO2: Proportion of respondents who have received a repair in the last 12 months who report that they are

satisfied with the overall repairs service. 64.5% 70.4% 787%
TPO3: Proportion of respondents who have received a repair in the last 12 months who report that they are

satisfied with the time taken to complete their most recent repair. 59.0% 66.4% 75.5%
TPO4: Proportion of respondents who report that they are satisfied that their home is well maintained. 63.3% 69.4% 77.8%
TPOS: Proportion of respondents who report that they are satisfied that their home is safe. 70.0% 76.1% 822%
TPOB: Proportion of respondents who report that they are satisfied that their landlord listens to tenant

Views and acts upon them. 51.3% 58.9% 67:3%
TPO7: Proportion of respondents who report that they are satisfied that their landlord keeps them informed

‘about lhings that matter to them. 627% 69.5% 767%
TPOB: Proportion of respondents who report that they agree their landlord treats them fairly and with respect. 70.0% 76.3% 83.3%
TPO9: Proportion of respondents who report making a complaint in the last 12 months who are satisfied with

their landlord's approach to complaints handling. 26.0% 33.8% 40.0%
TPIO: Proportion of respondents with communal areas who report that they are satisfied that their landiord keeps

communal areas clean and well maintained. 58.7% 65.5% 728%
TP Proportion of respondents who report that they are satisfied that their landlord makes a positive

contribution to the neighbourhood. 56.0% 625% 2%
TPI2: Proportion of respondents who report that they are satisfied with their landlord’s approach to handling S10% s70% 636%

anti-social behaviour.
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TSM Management Measures

BSOL: Proportion of homes for which all required gas safety checks have been carried out. 99.97% 394%
BSO2: Proportion of homes for which all required fire risk assessments have been carried out. 100.00% 727%
BSO3: Proportion of homes for which all required asbestos management surveys or re-inspections have been carried out. 100.00% 65.3%
BS04: Proportion of homes for which all required legionella risk assessments have been carried out. 100.00% 80.0%
BSOS Proportion of homes for which all required communal passenger lift safety checks have been carried out. 100.00% 80.8%
RPOL: Proportion of homes that do not meet the Decent Homes Standard. 031% 256%
oM Management Mesaures
RPOT: Proportion of homes that do not meet the Decent Homes Standard. 001% 031% 2.80%
RPO2(1): Proportion of non-emergency responsive repairs completed within the landlord's target timescale. 724% 815% 885%
RPO2(2): Proportion of emergency responsive repairs completed within the landlord's target timescale. 87.7% 948% 985%
Responsive repairs that had not been completed (work-in-progress) at period end as a % of completed responsive repairs 37% 74% 10.5%
NMOT: Number of anti-social behaviour cases, opened per 1,000 homes 225 386 61.0
NMO2: Number of anti-social behaviour cases that involve hate incidents opened per 1000 homes 03 o7 13
CHOI(1): Number of stage one complaints received per 1,000 homes. 249 397 724
CHOI(2): Number of stage two complaints received per 1000 homes. 30 53 101
CHO2(1): Proportion of stage one complaints responded to within the Housing Ombudsman'’s Complaint Handling Code timescales. 636% 85.0% 95.0%

CHO2(2): Proportion of stage two complaints responded to within the Housing Ombudsman’s Complaint Handling Code timescales. 631% 833% 986%




