Tenant Satisfaction Measures (TSMs) 2025 to 2026
Tenant Satisfaction Measures (TSMs) were introduced by the Regulator of Social Housing under the Social Housing Regulatory Act 2023. These measures are designed to assess how effectively social landlords deliver quality homes and services.
Since 2023/24, all social housing providers are required to report their performance annually, covering the period from 1 April to 31 March.
The TSM framework focuses on five key areas:
· Housing repairs
· Building safety
· Tenant engagement
· Complaints handling
· Neighbourhood management
In total, there are 22 measures that must be reported. These include:
· 12 tenant perception measures, which reflect tenants’ satisfaction with the services provided
· 10 management information measures, based on internal performance data
These measures provide valuable insight into performance, helping landlords identify strengths and areas that need improvement.
Tenant perception measures
These 12 measures come from an independent tenant perception survey for 2025/26, shown against the Housemark national median and Housemark London medians.
	Measure
	Brent
	National median
	London median

	TP01: Overall satisfaction
	51.6%
	72.8%
	61.6%

	TP02: Satisfaction with repairs
	57.5%
	74.0%
	64.5%

	TP03: Time taken to complete the most recent repair
	54.7%
	69.8%
	60.2%

	TP04: Home is well maintained
	50.0%
	72.7%
	62.8%

	TP05: Home is safe
	61.5%
	78.3%
	68.6%

	TP06: Landlord listens to views and acts on them
	45.6%
	62.3%
	52.7%

	TP07: Landlord keeps tenants informed
	61.5%
	72.5%
	72.5%

	TP08: Treated fairly and with respect
	62.8%
	78.3%
	71.7%

	TP09: Approach to handling complaints
	21.7%
	35.9%
	26.2%

	TP10: Communal areas clean and well maintained
	54.8%
	66.9%
	62.5%

	TP11: Positive contribution to neighbourhoods
	54.7%
	64.9%
	67.2%

	TP12: Approach to handling anti-social behaviour
	49.8%
	60.1%
	59.3%



Whilst we recognise that our scores are below the medians, this improved position is  a move in the direction and we will form the basis for further work that needs to be done to ensure the residents experience continues to improve.
Appendices
View TSM appendices: survey approach and survey questions
Management information measures
These 10 measures are based on the Council’s own data, audited by Housemark, and are shown for the last three years so trends are clear.
Complaints
Figures are complaints received per 1,000 homes, and the proportion responded to within the Housing Ombudsman’s Complaint Handling Code timescales.
	Measure
	Brent 2025/26
	Brent 2024/25
	Brent 2023/24

	Stage 1 complaints received per 1,000 homes
	93.4
	62.2
	36.0

	Stage 2 complaints received per 1,000 homes
	17.5
	10.9
	6.0

	Stage 1 responded to in timescale (10 working days)
	84.4%
	81.8%
	99.3%

	Stage 2 responded to in timescale (20 working days)
	50.3%
	98.9%
	73.5%



Complaint volumes have risen each year at both stages (Stage 1 from 36.0 to 93.4 per 1,000; Stage 2 from 6.0 to 17.5). The higher volumes create pressure but also reflect a more accessible complaints process and greater resident awareness of the right to complain which we have been prioritising over 2025/26. Stage 1 timeliness improved to 84.4% (from 81.8%), while Stage 2 timeliness fell to 50.3% as volumes and case complexity rose.
Neighbourhood management - anti-social behaviour
	Measure
	Brent 2025/26
	Brent 2024/25
	Brent 2023/24

	ASB cases opened per 1,000 homes
	13.5
	10.8
	101.4

	Hate-related ASB cases opened per 1,000 homes
	0.8
	0.1
	0.4


ASB cases opened per 1,000 homes (13.5) are broadly in line with 2024/25 (10.8). Hate-related cases remain a small number (0.8 per 1,000). We recognise the need to ensure that every hate-related case is treated seriously and we must continue to work to deliver safe, well-managed neighbourhoods.
Decent Homes Standard and responsive repairs
	Measure
	Brent 2025/26
	Brent 2024/25
	Brent 2023/24

	Homes that do not meet the Decent Homes Standard
	5.3%
	4.8%
	5.1%

	Non-emergency repairs completed within target
	83.2%
	77.9%
	53.3%

	Emergency repairs completed within target
	98.5%
	87.5%
	100.0%



The proportion of homes not meeting the Decent Homes Standard (5.3%) is broadly stable year on year and is underpinned by significantly more robust stock condition data. Repairs performance has improved strongly: non-emergency repairs completed within target rose from 53.3% in 2023/24 to 83.2% in 2025/26, and emergency repairs stand at 98.5%. Maintaining high performance on emergency repairs, where resident safety is most directly affected, remains a priority.
Building safety
Figures show the proportion of homes for which all required safety checks have been carried out. During 2025/26 the Council significantly strengthened this data and the reconciliation and remediation of asset and compliance records, giving a more complete and auditable basis for reporting.
	Measure
	Brent 2025/26
	Brent 2024/25
	Brent 2023/24

	BS01: Gas safety checks
	95.9%
	99.3%
	99.1%

	BS02: Fire risk assessments
	60.7%
	0%
	76.5%

	BS03: Asbestos surveys / re-inspections
	3.0%
	0%
	100%

	BS04: Legionella (water) risk assessments
	46.6%
	0%
	99.5%

	BS05: Communal passenger lift safety checks
	96.7%
	0%
	92.4%



Following our self-referral to the Regulator of Social Housing, compliance remains a high priority and we have a recovery plan in place to ensure effective programmes in place to keep residents safe in their homes and informed.
Our commitment to improvement
The results in this report, and the independent assurance work behind them, give us and our residents an honest picture of where we stand.
We continue to meet regularly with the Regulator of Social Housing to update them on our performance and to ensure that, where we are not yet at the required level, our position improves as quickly as possible. We will continue to work with independent experts, where applicable, to provide further assurance.
Notes on the data
1. The tenant perception measures are drawn from an independent tenant perception survey for 2025/26; benchmarks are the Housemark national and London medians.
1. The management information measures are based on the Council’s own performance and compliance data and have been independently audited by Housemark.
1. This report contains aggregate performance information only and no personal data relating to individual residents.
1. Further detail on the survey approach and survey questions is available in the published TSM appendices.

