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Tenant Satisfaction Measures (TSMs) Background  

 

The Tenant Satisfaction measures (TSM’S) have been introduced by the Regulator of So-

cial Housing (RSH) in England to assess how well landlords are doing in providing good 

quality homes and services. These measures were introduced on the 1st April 2023.  

There are 22 measures in total. 12 of these measures come directly from our Customer 

feedback surveys, 10 measures come from the information we hold in our systems on 

operational activity.  

The measures have been designed to drive up standards and improve the quality of so-

cial housing by ensuring that landlords and housing providers are accountable for the 

services delivered to residents.  

For the Regulator to enforce these standards they introduced the TSMs to assess the 

performance of landlords like KCHA.  

The TSMs are intended to make a meaningful difference to you as residents, be possi-

ble for KCHA to carry out and something that the RSH can regulate.  

 

The measures focus on five key themes: 

• Keeping properties in good repair; 

• Maintaining building safety; 

• Respectful and helpful engagement; 

• Effective handling of complaints; 

• Responsible neighbourhood management  

 

All social housing landlords will be responsible for running tenant perception surveys to 

collect data for the tenant satisfaction measures TP01—TP12. Smaller landlords, with 

fewer than 1000 homes, like KCHA, will have the option of running this every year or 

every two years.   

The next three pages outline the 22 measures results for KCHA for the year 2025/2026, 

in relation to five key themes above. 
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All of the perception measures are taken from the annual TSM survey that was published to all 

KCHA residents in 2025.  
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We have analysed the data following the surveys, and continue to identify areas to           

focus on improving for residents.  

KCHA has a focus group which consists of Housing Staff and Board members.                     

The focus group hold meetings to collectively drill down into the data and discuss ways 

of implementing change to improve our service to residents.  

These arears highlighted following the survey run in 2025 are cleanliness of communal 

areas/grounds maintenance and how we handle complaints.  

Work is ongoing in these areas and we look forward to advising you of this soon.  

I am however, pleased to announce the introduction of Estate walkabouts in 2025. 

These walkabouts are a chance for the Housing Officers to be more accessible and visi-

ble to our communities and ensure that your Estates are clean and tidy, and represent 

the High Quality of Housing KCHA prides itself on.  

Tenant Perception surveys play a vital role in our Service improvement to you as ten-

ants, as the information provided helps us to tailor our service to the wants and needs 

of our residents.   

 

If you would like to now more about the TSMs or to discuss this document further, 

please contact Heather Nash, Housing Services Manager on 07951 966454 or email 

office@kcha.co.uk 

 

Further information can also be found at www.gov.uk (tenant satisfaction measures) 

Further information and guidance 


