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Tenant Satisfaction Measures Report 2025/26 

Tenant Survey Requirements
Summary:
Hilldale Housing Association is a provider of Specialised Supported Housing and Temporary accommodation, with all our properties designed and adapted to enable the delivery of Care and Support services. These services support individuals with a range of needs inc. learning disability, autism, mental health conditions and other complex needs. We work in partnership with a variety of Care Providers, some of which are CQC-registered who deliver tailored support to our tenants on a day-to-day basis.
Collection Method:
Hilldale commissioned Acuity to carry out an independent satisfaction survey of its tenants, based on the Tenant Satisfaction Measures (TSMs) set by the Regulator of Social Housing. Acuity are a specialist research and benchmarking consultancy focused on the social housing sector in England. Hilldale tenants were contacted via a combination of postal and online surveys to participate in the TSM survey.
A full and detailed report of the results is published on our website alongside this report. The report provides a full view of the approach, feedback and scores and analysis of the data including recommendations for next steps.  
Timing of Survey:
Acuity began to Survey tenants from November 2025 until end of March 2026
Sample size:
We attempted to survey all tenants. Of the number of tenants attempted, 167 completed a survey, landlords with under 2,500 properties are expected to achieve a sampling error of at least ±5% at the 95% confidence level. For Hilldale, 167 responses were received. This response is high enough to conclude that the findings are accurate to within ±7.0% for the year. Whilst outside of the margin of error, this is common for smaller landlords, and the Regulator will be satisfied that best endeavours have been undertaken to meet the target.
Exceptional Circumstances:
119 tenants were reported as no capacity and excluded from the survey.
Hilldale TSM Questionnaire 
Hilldale asked the below set of questions as part of the 2025/2026 survey collection. We did not ask any additional questions. 
TP01-Taking everything into account, how satisfied or dissatisfied are you with the service provided by your landlord?
 Very satisfied - Fairly satisfied - Neither satisfied nor dissatisfied - Fairly dissatisfied - Very dissatisfied. 
TP02- Has your landlord carried out a repair to your home in the last 12 months? Yes/No 
If yes, how satisfied or dissatisfied are you with the overall repairs service from your landlord over the last 12 months?
 Very satisfied - Fairly satisfied - Neither satisfied nor dissatisfied - Fairly dissatisfied - Very dissatisfied.
 TP03- If yes, how satisfied or dissatisfied are you with the time taken to complete your most recent repair after you reported it? 
Very satisfied - Fairly satisfied - Neither satisfied nor dissatisfied - Fairly dissatisfied - Very dissatisfied. 
TP04-How satisfied or dissatisfied are you that your landlord provides a home that is well maintained? 
Very satisfied - Fairly satisfied - Neither satisfied nor dissatisfied - Fairly dissatisfied - Very dissatisfied.
 TP05- Thinking about the condition of the property or building you live in, how satisfied or dissatisfied are you that your landlord provides a home that is safe? 
Very satisfied - Fairly satisfied - Neither satisfied nor dissatisfied - Fairly dissatisfied - Very dissatisfied - not applicable/don’t Know 
TP06- How satisfied or dissatisfied are you that your landlord listens to your views and acts upon them?
 Very satisfied - Fairly satisfied - Neither satisfied nor dissatisfied - Fairly dissatisfied - Very dissatisfied - not applicable/don’t Know
 TP07-How satisfied or dissatisfied are you with the way your landlord keeps you informed about things that matter to you? 
Very satisfied - Fairly satisfied - Neither satisfied nor dissatisfied - Fairly dissatisfied - Very dissatisfied - not applicable/don’t Know
 TP08- To what extent do you agree or disagree with the following statement? My landlord treats me fairly and with respect.
 Strongly agree-agree-Neither agree nor disagree -Disagree -Strongly disagree - not applicable/don’t Know.
 TP09- Have you made a complaint to your landlord in the last 12 months? 
Yes/No If yes, how satisfied or dissatisfied are you with your landlords approach to complaints handling? 
Very satisfied - Fairly satisfied - Neither satisfied nor dissatisfied - Fairly dissatisfied - Very dissatisfied.
 TP10- Do you live in a building with communal areas, either inside or outside, that your landlord is responsible for maintaining? 
Yes/No If yes, how satisfied or dissatisfied are you that your landlord keeps these communal areas clean and well-maintained? 
Very satisfied - Fairly satisfied - Neither satisfied nor dissatisfied - Fairly dissatisfied - Very dissatisfied. 
TP11- How satisfied or dissatisfied are you that your landlord makes a positive contribution to your neighbourhood? 
Very satisfied - Fairly satisfied - Neither satisfied nor dissatisfied - Fairly dissatisfied - Very dissatisfied - not applicable/don’t Know 
TP12- How satisfied or dissatisfied are you with your landlords approach to handling anti-social behaviour? 
Very satisfied - Fairly satisfied - Neither satisfied nor dissatisfied - Fairly dissatisfied - Very dissatisfied - not applicable/don’t Know
Results:
All results are calculated and provided in a document by Acuity, the results for comparison are below in addition to the report 
	TSM
	2024/25 TSM Results
Percentage satisfied
	2025/26 TSM Results
Percentage satisfied
	Responded
(2025/26)

	Variance

	TP01
Satisfied are you with the service provided by your landlord?


	89%

	74%
(123 satisfied)
	167
	-16%

	TP02 how satisfied or dissatisfied are you with the overall repairs service from your landlord over the last 12 months
	82%
	75%
(96 satisfied)
	126
	-8%

	TP03 satisfied are you with the time taken to complete your most recent repair after you reported it? 

	80%
	68%
(85 satisfied)
	123
	-12%

	TP04 How satisfied or dissatisfied are you that your landlord provides a home that is well maintained? 

	87%
	74%
(119 satisfied)
	161
	-13%

	TP05 Thinking about the condition of the property or building you live in, how satisfied or dissatisfied are you that your landlord provides a home that is safe
	89%
	76%
(125 satisfied)
	168
	-13%

	TP06 How satisfied or dissatisfied are you that your landlord listens to your views and acts upon them?

	84%
	67%
(92 satisfied)
	155
	-17%

	TP07 How satisfied or dissatisfied are you with the way your landlord keeps you informed about things that matter to you? 

	81%
	68%
(97 satisfied)
	155
	-12%

	TP08 To what extent do you agree or disagree with the following statement? My landlord treats me fairly and with respect.

	90%
	79%
(115 satisfied)
	156
	-11%

	TP09 how satisfied or dissatisfied are you with your landlords approach to complaints handling? 

	66%
	64%
(35 satisfied)
	52
	-2%

	TP10 how satisfied or dissatisfied are you that your landlord keeps these communal areas clean and well-maintained?
	79%
	71%
(88 satisfied)
	123
	-8%

	TP11 How satisfied or dissatisfied are you that your landlord makes a positive contribution to your neighbourhood? 

	65%
	59%
(77 satisfied)
	158
	-6%

	TP12 How satisfied or dissatisfied are you with your landlords approach to handling anti-social behaviour? 

	80%
	61%
(71 satisfied)
	157
	-18%



Management information data results:
In addition to the Tenant Perception Measures collected through the tenant survey and independently administered by Acuity, the Regulator of Social Housing requires landlords to report a series of Management Information Measures as part of the Tenant Satisfaction Measures (TSM) framework.
These measures are derived from organisational performance data rather than tenant survey responses and provide an objective assessment of service delivery. The measures cover four key areas: building safety, repairs, complaints handling and neighbourhood management. Together with the perception measures, they provide a comprehensive view of landlord performance and help ensure transparency and accountability to tenants and the Regulator of Social Housing. These are:
	CH01 
	Complaints relative to the size of the landlord, 1.stage 1 complaints and 2. Stage 2 complaints received per 1,000 homes

	CH02 
	Complaints responded to within Complaint Handling Code timescales 

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

1. anti-social behaviour cases, of which 
2. anti-social behaviour cases that involve hate incidents 

opened per 1,000 homes. 

	RP01 
	Homes that do not meet the Decent Homes Standard 

	RP02 
	Repairs completed within target timescale 

	BS01 
	Gas safety checks      

	BS02 
	Fire safety checks 

	BS03 
	Asbestos safety checks 

	BS04 
	Water safety checks 

	BS05 
	Lift safety checks

The results below present our performance against the required Management Information Measures for the reporting period.




	TSM
	2024/2025 TSM Results
	2025/26 TSM Results
	Variance

	CH01 (Complaints relative to the size of the landlord, 1.stage 1 complaints and 2. Stage 2 complaints received per 1,000 homes)
	Stage 1 – 33.8
Stage 2 – 1.9
	Stage 1 – 25.3
Stage 2 – 6.3
	-8.5
+4.4

	CH02 (Complaints responded to within Complaint Handling Code timescales)
	Stage 1 – 86.1
Stage 2 – 100%
	Stage 1 – 89.2%
Stage 2 – 85.7%
	+3.1%
-14.3%

	NM01 (Anti-social behaviour cases relative to the size of the landlord 

1. anti-social behaviour cases, of which 
2. anti-social behaviour cases that involve hate incidents 

opened per 1,000 homes.)
	ASB – 93
Hate Crime – 0.90
	ASB-99.4
Hate Crime- 0.9
	+1.4
0

	RP01 (Homes that do not meet the Decent Homes Standard)
	0%
	0.3%
	-0.3%

	RP02 (Repairs completed within target timescale )
	Non-emergency – 99.2%
Emergency – 99.6%
	Non-emergency – 98.9%
Emergency – 97.3%
	-0.3%
-2.3%

	BS01 Gas safety checks      
	100%
	100%
	0%

	BS02 Fire safety checks
	100%
	99%
	-1%

	BS03 Asbestos safety checks
	100%
	100%
	0%

	BS04 Water safety checks
	100%
	100%
	0%

	BS05 Lift safety checks
	100%
	100%
	0%
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