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Social Housing Regulation Act 2023

* The Social Housing (Regulation) Act lays foundations for changes to how social housing is managed. It
includes increased regulation of social landlords and new rules for protecting tenants from serious hazards
in their homes.

 Many of the provisions in the Act are responses to the tragedies of the 2017 Grenfell Tower fire and death
of two-year old Awaab Ishak, who died in 2020 from exposure to serious mould.

* The Act allows the Regulator of Social Housing to take action against social landlords before people are at risk
and hold landlords to account with regular inspections. It introduces new social housing consumer
standards and gives the Secretary of State power to require social landlords to investigate and rectify serious
health hazards.

* The Regulator has already consulted on and published the Tenant Satisfaction Measures and the
requirement on RPs to start collecting data start from 1st April 2023.
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Tenant Satisfaction Measures

* The Tenant Satisfaction Measures Standard requires all registered providers of social housing
to collect and report annually on their performance on a core set of defined measures to
provide tenants with greater transparency about their landlord’s performance.

* The TSMs comprise 12 tenant perception measures, to be obtained through tenant surveys
carried out by providers, and 10 landlord management information measures.

* Performance against those measures will be submitted annually to the regulator in summer
2024.

* |tis anticipated that the first year of data will be published in Autumn 2024.
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Tenant Perception Survey — initial NFDC results

Satisfaction is good in most cases
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It’s also good to have some
improvements to aim for:

Tpm“ - TPO6 (NFDC listen to your views and
Saﬁ:fafﬁon 83.3% 83.0% 821% 85.7% 70.2% 78.1% acts on them)
- TP0O9 (NFDCs approach to complaint
handling)

- TP10 (keeping communal areas well
maintained)

TPO2 Repairs TPO3 Repairs TPO4 Building TPOS5 Safety  TPO6 Listens to me  TPO7 Keeps me . . . .
Service Completion Time Maintenance informed - I()P?c-f}e(r:jllgl?goau?f?cs)g:jv)e contribution
274 o o o o o - TP12 (ASB satisfaction)
Responses * All of which are considered as part

of our evolving strategies, or a
Click specific workplan.
82.7% 25.0% 67.1% 73.3% 64.1% for Scores
O C o * * TP0O9 (complaints handling) is
based on 40 responses, with

62.5% of those respondents being
TPO8 Treats me  TPO9 Complaints  TP10 Communal TP TP12 ASB either fairly or very dissatisfied

airly andling reas 9 . .(.)ur, > NeW ForeSt

DISTRICT COUNCIL




'SATISFACTION LEAGUE TABLE - OVERALL SATISFACTION

TSM
Comparisons

ew Forest Distdct Coundl (291)

52 Registered Providers have supplied their Tenant Perception scores
captured during the first & months of the data collection window. The
average stock size is 19,000 and the average sample size iz 850, with

results based on a total of 44,246 surveys.

= QOwerall satisfaction varies based on stock size:
= Under 4000: 73.8%
= 4001 to 7500: 72.2%
= 7501 to 20000: 66.6%

Above 20000: 65.2%



COMPARISON TO OTHER REGISTERED PROVIDERS -

The blue dot shows your satisfaction scores compared to the best, average and worst on

0%

The overdll senvice provided by yourlandord

The overdl repairs sendce from your landiord over the last 12 months
The fime taken to complete your most recent repar after you reported it
Your londiord provides a home that is well maintained

Your landlord provides a home that is safe

Your landlord listens to your views and octs upon them

Your landlord keeps you informed about things that matter to you

My landord freats me fairly and vith respect

Your landlord 's approach to complaints handling

Your landlord keeps these communal areas clean, and well maintained
Your landiord makes a posiive contribufion to your neighbourhood

Your landlord’s approach to anfi-socia behaviour

@ New Forest District Council

results database. The chart is sorted in questionnaire order
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National survey of
189 landlords,
owning 2.2m homes

Averages score of 189
landlords

Overall satisfaction with
Landlord

72.3% (large urban local
authorities is 62.3%,
compared to 77.5% for
smaller, often more rural,
housing associations)

Satisfaction with repairs
services

74.5%

Satisfaction with landlord’s
complaint-handling

34%

Proportion of complaints per
1,000 homes

21.8%

Satisfaction that landlord
listens

61%

Emergency repairs

completed on time

95%

Routine repairs completed
on time

80%

(7% increase from
September)




Market
Research
Company

Survey of
63 RPs
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TSM Comparison
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TSM Comparisons

TSM Comparisons
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TSMs — End of December results
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TSM Dashboard

Reporting Month: December

4 . s
RPO1 Decent Home Standard RP02 Emergency Repairs ) RP02 Non Emergency Repairs BSO1 Gas Safety
80.00% 80.00% 80.00% 80.00%
o AB-—— 10000% 0.00% M 100.00% 0.00% M 100.00% 0.00% A—-——- 100.00%
96.78% 91.23% 92.69% 97.98%
L (Snapshot) ) B4 (Cumulative) J BN (Cumulative) L (Snapshot)
- 7 s
This measure will be based on the percentage This measure will be based on the percentage of repairs the landlord has done within the target This measure will be based on the
of a landlord’s homes that do not meet the time they have set for themselves percentage of homes that have had all the
Decent Homes Standard. necessary gas safety checks.
This will measure both emergency and non-emergency repairs requested by tenants.
& -
4 . . ' 4 .
BS02 Fire Safety BS03 Asbestos Management BS04 Water Safety BSOS Lift Safety
80.00% 30.00% 80.00% 80.00%
0.00% — 10000 0.00% = 10000 0.00% M 00005 0.00% M1 10000%
96.36% 98.27% 97.81% 96.74%
s (Snapshot) e (Snapshot) ) BN (Snapshot) L (Snapshot)
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Emergency TSM Emergency Jobs Raised Emergency Jobs Within

Calculation Comparison Comparison Timeframe Comparison

99.01%- 203~ 201

LStM th: 97. (+1.38%) : (+71
ast Month: 97.66% (+ %) ) | Last Month: 214 (+11) ) L ) .

Repair Tracker

®Emergency Jobs Carried Out ® Emergency Jobs Within T/F © TSM Calculation (%)
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TSMs — End of December results

M

CHO1 Stage 1 Received Complaints (" CcHor Stage 2 Received Complaints (" cHO2 Stage 1 Complaints Response j CHO2 Stage 2 Complaints Response |
80.00% 20.00% 20.00% 80.00%
0.00% '—-'—A msll 100.00% 0.00% __A wll 100.00% 0.00% 00 10000% 0.00 A_;_‘ B 100.00%
0,
3.10% 0.40% 94.63% 100.00%
(Cumulative) b L (Cumulative) J BN (Cumulative) y L8 (Cumulative) >
_ | _ | a 1@
This measure will be based on the number of complaints the landlord receives for each 1,000 This measure will be based on the percentage of complaints the landlord responds to within the
homes they own. times set by the Housing Ombudsman's Complaint Handling Code.
V IR
7 ) ) ) N B
NMO1 Anti Social Behaviour Cases NMO1 ASB of Hate Crime Cases
80.00% 80.00%
0.00% '-——-.A sl 100.00% 0.00% __A sl 100.00%
2.15% 0.06%
g (Cumulative) )L (Cumulative) y
b

This measure will be based on the number of anti-social behaviour cases opened for each 1,000

homes the landlord owns, including the number of cases that involve hate incidents.
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Questions?

New Forest

DISTRICT COUNCIL



	Slide 1: Tenant Satisfaction Measures  
	Slide 2: Social Housing Regulation Act 2023
	Slide 3: Tenant Satisfaction Measures
	Slide 4: Tenant Perception Survey – initial NFDC results
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10: TSMs – End of December results
	Slide 11
	Slide 12: TSMs – End of December results
	Slide 13

