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APRIL 2024 TO MARCH 202 ave
2 BARNSBURY

TSMs GENERATED FROM
THE TENANT PERCEPTION
SURVEY, OCTOBER 2025

The questions put to you by Acuity
Research & Practice Ltd in 2025 are
those asked of all social housing
landlords for tenant satisfaction

measures (TSMs) drawn un by the TPO2: 71% SATISFIED WITH TPO4: 72% SATISFIED TPO6: 58% OF YOU SATISFIED THAT
_ updy AREPAIR YOU HAD DONE THAT YOUR HOME WELISTEN TO AND ACT ON YOUR
Regulator of Social Housing (RoSH). IN THE LAST 12 MONTHS IS WELL MAINTAINED VIEWS
All figures shown here were collected, ¥ from 77.7% in 2023 4 from 70.5%in 2023 ¥ from 67.2% in 2023
;
generated and validated reported AVERAGE FOR SOCIAL HOUSING AVERAGE FOR SOCIAL HOUSING AVERAGE FOR SOCIAL HOUSING
perception measures. PROVIDERS IN 2025: 73.6% PROVIDERS IN 2025: 71.9% PROVIDERS IN 2025: 61.6%

L

TPO1:72% OF YOUWERE SATISFIED, ~ TP03:71% SATISFIEDWITHTHETIME  TP05:72% SAID YOU AGREED TP07: 70% SATISFIED WE KEEP
OVERALL, WITH OUR STANDARDS THE REPAIR TOOK TO COMPLETE THAT YOUR HOME FEELS SAFE YOU INFORMED ABOUT THE

¥ from 72.7%in 2023 ¥ from 79.2%in 2023 ¥ from 73% in 2023 THINGS THAT MATTER TO YOU
AVERAGE FOR SOCIAL HOUSING AVERAGE FOR SOCIAL HOUSING AVERAGE FOR SOCIAL HOUSING ¥ from 77.3%in 2023
PROVIDERS* IN 2025:71.8% PROVIDERS IN 2025: 69.5% PROVIDERS IN 2025: 77.6% AVERAGE FOR SOCIAL HOUSING

PROVIDERS IN 2025: 72%

BS01:100% OF OUR HOMES
HAD REQUIRED GAS SAFETY CHECKS
CARRIED OUT

BHA  SHP AVERAGE
2025 100% 100%

2024 99% 100%

TP10: 74% SAY WE KEEP TP12:73% SATISFIED WITH BS02: 100% OF OUR HOMES
TP08: 77% SAY WE TREAT YOU YOUR SHARED AREAS CLEAN HOW WE HANDLE ANY HAD REQUIRED FIRE RISK
FAIRLY AND WITH RESPECT AND WELL-MAINTAINED ANTISOCIAL BEHAVIOUR ASSESSMENTS CARRIED OUT
¥ from 78.3% in 2023 V¥ from 79.4% in 2023 4 from 62.5%in 2023 BHA  SHP AVERAGE
AVERAGE FOR SOCIAL HOUSING AVERAGE FOR SOCIAL HOUSING AVERAGE FOR SOCIAL HOUSING 2025 100% 100%
PROVIDERS IN 2025:77.9% PROVIDERS IN 2025: 66.7% PROVIDERS IN 2025: 59.5%

2024 100% 100%

TSMs generated from our BS03: 97.9% OF OUR HOMES HAD ALL

management figures THE REQUIRED ASBESTOS
MANAGEMENT OR REINSPECTIONS
CARRIED OUT

We supplement survey questions

with data we track and collect BHA ~ SHP AVERAGE
. 2025 97.9% 100%

during theyear. T TTITTL T

2024 100% 100%

These statistics estimate the figure

TP09: 48% OF THOSE OF YOU WHO TP11:70% SAY WEMAKE APOSITIVE oo >tatbtiG &timatethe Jigure e
MADE A COMPLAINT IN THE LAST 12 CONTRIBUTION TO YOUR we would report, based on actual
MONTHS WERE SATISFIED WITH THE NEIGHBOURHOOD performance, if we had 1000
WAY WE HANDLED YOURCOMPLAINT o _ homes rather than 300, as of 31 BS05:100% OF HOMES WITH
from 73.6%in 2023 March 2025 . To show h A SHARED PASSENGER LIFT CHECKED

4 from 47.7%in 2023 arc 'ho > OlW ow Wih FOR SAFETY

AVERAGE FOR SOCIAL HOUSING compare, we have also given the
AVERAGE FOR SOCIAL HOUSING . - . BHA SHP AVERAGE
PROVIDERS IN 2025: 35.5% PROVIDERS IN 2025: 64.6% median for other social landlords. 2025 100% 100%

We do annual audits of our services 2024 100% 100%
and standards which are scrutinised
and inspected by RoSH and related

professional bodies.

BS04: 100% OF OUR HOMES THAT RPO1: 1.3% OF OUR HOMES NB The figures for the CH, NM How did Acuity know this survey
REQUIRED A RISK ASSESSMENT FOR DID NOT MEET THE DECENT HOMES and RP indicators are for the gave areliable test of all your views?
LEGIONELLA CARRIED OUT STANDARD
------------------------------- 12 months to 31 March 2025. Acuity and RoSH recommend that

BHA  SHP AVERAGE BHA  SHP AVERAGE o : landlords with fewer than 1,000

o o 2025 1.3% 0.5% The BS indicators give the state )
2025 100% 100% TS0 el T homes have a sampling error of at
____________________________ of play at 31 March 2025. | o he 959 fid level
2024  100% 100% 2024 1.7% 0.5% east +5 /o.att e 95% con. ence e.ve .
-------------------------------------- Who took part in the Acuity The margin of error for this survey is
PLAINTS MADE PER 1000 HOMES REPAIRS COMPLETED WITHIN ) allowed all residents to respond if they
LANDLORD'S TIMESCALE The survey was carried out between wished so the survey is fully compliant.

BHA SHP AVERAGE August and November 2025, with all
2025 50.2 535 2025 2;’; :;'Z';VERAGE 300 BHA residents invited to take The census was used to check that
2024 5§3.5 416  ceeemeeeeieea- °oT B part. By the close of the survey, 95 those answering the questions
----------------------- 2024 93.7% 81.3% complete responses had been made up a representative sample
CHol (2): NUMBEROFSTAGETWO =~~~ 77777777 received along with a further five of tenanted households and age
COMPLAINTS MADE PER 1000HOMES  Rpo2 ii: 91% OF EMERGENCY REPAIRS  NCOMPlete responses, which arealso  groups in each neighbourhood

':g’; SHP AVERAGE COMPLETED WITHIN THE LANDLORD’s ~ "équired to be included. Did Acuity offer incentives to
2025 . 8.3
____________________________ TIMESCALE Almost half of the responses were encourage responses to the survey?
2024 20.1 53 BHA SHP AVERAGE made by phone (47) with 39 made Yes: a prize draw’ W|th the
""""""""""" 0, 0, . . .

2025 91%  94.9% online and 14 by post. three winners each getting

CHO2 (1): RESPONDED TO STAGE ONE 2024 97.5% 94.8% a £50 shopping voucher.
COMPLAINTS WITHIN THEHOUSING ~ ------------momsmmooeeoe
OMBUDSMAN'S TIMESCALE

BHA SHP AVERAGE
2025 93% 89.9%

2024 100% 84.6%

CHO02 (2): RESPONDED TO STAGE TWO
COMPLAINTS WITHIN THE HOUSING
OMBUDSMAN'S TIMESCALE

BHA SHP AVERAGE
2025 100% 88.9%

2024 80% 81.6%



