


Briefing on Proposed Tenant Satisfaction Measures
This is a summary of the key points for the current consultation which is considering the introduction of Tenant Satisfactions Measures (TSM) for all Registered Providers in England. These measures will affect anyone who is a Registered Provider of Social Housing. 
This regulation should achieve the following goals: 
1. Social housing is well managed 
2. Tenants’ complaints are dealt with efficiently and effectively. 
3. Tenants are treated with fairness and respect and their diverse needs are taken into account. 
4. Social housing stock meets the decent homes standard. 
5. Landlords ensure social housing meets health and safety requirements and consider safety in the management of housing. 
6. Landlords comply with tenancy law and regulations and avoid unnecessary evictions. 
7. Tenants have access to information to hold their landlords to account. 
8. Tenants have opportunities to influence the decisions and priorities of their landlords with respect to their housing. 
9. Landlords take account of the views of tenants in the management of their homes. 
10. Landlords work with other agencies to contribute to the safety and well-being of the areas in which the homes they are responsible for are situated.
By introducing these measures, the Regulator of Social Housing (RSH) has established a set of principles for how they will operate: 
Remit – we can only require landlords to provide information that relates to our statutory objectives. 
Relevant – they need to support the aims set out in the white paper – providing information to tenants that can be used to hold their landlords to account and informing our regulation of landlords 
Accurate – they need to be well defined so that they are objective, can be used to make comparisons between landlords and so that they can be checked to make sure that they are not being manipulated to make a landlord’s performance look better than it really is. 
Responsive – they need to relate closely to the quality of the landlord’s service and provide an up-to-date picture of that performance. They should not encourage landlords to do things that run counter to the objectives of the white paper (for example, they should not encourage landlords to make it harder for tenants to make complaints). 
Deliverable – we need to make sure that landlords are able to collect and report the measures and that doing so does not cost more than the benefit that having the measures provides.
Similarly, the RSH sets 3 tests for this regulation: 
· Does it make a meaningful difference to tenants 
· Can it be deliverable by registered providers 
· Can it be capable of being regulated by the regulator


The TSMs will be made up of 22 measures. This will be include 12 tenant perception measures and 10 Registered Provider management measures.

The TSMs will have different requirements depending on the size of the RP. For those with over 1,000 dwellings there is a requirement to collect, report and publish findings annually. The reporting period each year will run from April 1st until March 31st. 

For the majority of almshouse RPs who have less than 1,000 dwellings there are some differences:
· It will only be necessary to collect and report every 2 years
· There is no requirement to collect data from April 1st – March 31st, charities have the freedom to decide what period suits their operations, such as your financial reporting year
· be able to undertake a census survey (i.e., inviting all tenants to participate) as a means of meeting our requirements in relation to sample size
· only be expected to undertake a high-level assessment of representativeness of the achieved sample and would not be expected to weigh responses unless there was clear evidence of significant bias
· be permitted to leave out data for at least some tenant perception measures from TSM data that they would be required to publish if the registered provider judges it is necessary in order to protect tenant confidentiality
There is an emphasis on the nature of surveys moving away from being ‘transactional’ i.e. only taking place after an event such as a repair. We believe that almshouses are generally better at gathering more personal feedback, but there is a need to formalise this feedback to ensure that we are providing consistently high standards. 
Members would be free to collect this data however they see fit, including face-to-face, telephone, postal, or email/online, and they would be allowed to use more than one collection method. Similarly,  RSH consider it appropriate that Registered Providers would be able to choose to conduct tenant perception surveys and calculate the perception measures either in-house or through an external contractor
The introduction of TSM relies on the government making the necessary legal changes to the powers of the RSH. It is not clear at this stage when this will be complete, however the proposed dates at this stage are:
· Regulator requirements (TSM Documents) would come into force on April 1st 2023
· First data would be collected between 1st April 2023 and March 31st 2024 
· Submission by Summer 2024


TAA/Jan 2022
