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Introduction

The Tenant Satisfaction Measures (TSMs)have been 
introduced by the Regulator of Social Housing (RSH) 
in England to measure how well landlords and 
registered providers are doing.
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In total there are 22 measures with 12 of the 
measures coming from our customer feedback 
surveys, whilst the other 10 are generated from our 
management information. 

The TSMs are divided into five categories:

• Building Safety 

• Anti-Social Behaviour 

• Decent Homes Standard & Repairs 

• Complaints 

• Tenant Perception Measures 

Your feedback is always important to us, and we 
see it as an opportunity to make positive changes 
where needed.

We’ll also continue to work with our Customer 
Engagement Group using the insights and 
feedback to shape what we do going forward. 

Thank you to everyone that took the time to take 
part in the survey.



Summary of our 
approach to surveys

Between 30th September 2024 and 25th October 
2024, we conducted telephone interviews and 
a small number of face to face interviews with 
customers to gauge their level of Tenant Satisfaction.
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As we manage less than 1,000 Low-Cost 
Home Ownership (LCHO) properties, our 
reporting focuses solely on Low-Cost Rent 
Accommodation (LCRA).

The responses we received were considered 
to be representative of our wider customer 
base and we therefore did not need to 
add ‘weighting’ to any of the results to give 
greater balance. 

There were no incentives offered to customers 
to complete the survey, and no household 
were excluded from the survey due to 
exceptional circumstances, as set out by the 
Regulator of Social Housing.

As well as the mandatory questions, 
respondents were also given the opportunity 
to say in their own words why they gave their 
overall satisfaction score and what they feel 
Arches Housing could do to improve their 
repairs service, complaint handling and the 
maintenance of communal areas.  

Key Information:

The results on the next page are based on 317 
customer responses. This currently provides a 
margin of error of +/- 4.71% which is within the 
Regulator of Social Housing’s guidelines and 
represents a response rate for Low-Cost Rental 
Accommodation of 26.7%.

Out of the 317 responses, 301 were 
conducted by telephone and 16 were 
conducted by face-to-face interviews. The 
face-to-face interviews were conducted for 
our supported housing customers, as this was 
deemed more reflective of the level of care 
that they receive.

Data Collection Partner:

We commissioned 
Housemark, the UK’s 
leading data insight 
company, to carry out 
this Tenant Satisfaction 
Survey.
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We are pleased to announce satisfaction levels from customers across all 12 tenant 
satisfaction measures increased from previous year. With overall satisfaction increasing by 
+7.4% to 83.9%.

Sample Data:

Results:
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We are delighted to see that our 
neighbourhood days were mentioned within 
our customers’ reasons for satisfaction. 

These days were a huge success last year and 
we will be continuing to hold them throughout 
2025/2026.

What you are 
telling us

All customers who completed the survey were asked 
to provide further feedback as to why they gave the 
score they did. 

Satisfaction:
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When considering scores from customers indicating that they were either very or fairly 
satisfied, the top five themes can be found below: 

Please check our website for a full list of activities planned for your local area.

Reasons for Satisfaction:
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Dissatisfaction:

Any dissatisfied respondents were also asked to give 
feedback on the reasons for dissatisfaction. 
When considering scores from customers indicating that they were either very or fairly 
dissatisfied, the top five themes can be found below:

The most common reason for dissatisfaction 
was the repairs experience, with customers 
reporting that waiting times were too long, 
and sometimes took multiple requests to report 
a repair properly. 

Some comments also mentioned heating and 
boiler issues, with multiple residents reporting 
long-standing issues with their boiler. 

The condition of properties was also 
mentioned, with people citing that upkeep 
such as plastering, painting or cleaning is 

often overlooked, leading to a poor living 
environment. 

Outdoor spaces, including fences were often 
mentioned. Communication was also a key 
factor, with customers citing unreturned calls 
and messages and a lack of transparency 
around processes being a reason for 
dissatisfaction. 

Another common theme was around service 
charges and customers understanding what 
they did and didn’t cover.

Reasons for Dissatisfaction:

Please note, we have extended 
our opening times from 9am - 3pm 

to 9am - 5pm from 1st April 2025
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What we are 
doing

Our repairs service featured highly in both satisfied 
and dissatisfied customer’s responses, highlighting 
that our repairs service is integral to our customer’s 
satisfaction. 
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We have developed an action plan to improve the services identified by customers as being 
a reason for dissatisfaction.
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Conclusion:

We are pleased with the encouraging progress 
reflected in this year’s Tenant Satisfaction Measures, 
with all satisfaction scores improving from the 
previous year. 

We are encouraged that many of our customers 
recognise the positive impact of our newly 
introduced initiatives, such as neighbourhood days, 
and they are satisfied with the services we provide.

However, feedback has highlighted key areas 
for improvement – particularly around repairs, 
communication, complaints and communal areas. 

We acknowledge the feedback given and the 
actions we will take to address them; all of our action 
points have clear time frames attached to them to 
ensure accountability and continued improvement.

We remain committed to engaging with our 
customers and acting on any feedback received. 

Feedback will continue to guide our efforts to deliver 
better services for our customers, and we thank all 
of our customers who took part in this year’s survey 
and look forward to updating our customers on 
improvements to services in the coming year.
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Telephone:   0114 228 8100

Address:       Arches Housing Limited
  122 Burngreave Road
  Burngreave
  Sheffield
  S3 9DE

www.archeshousing.org.uk


