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Listening,
learning,
and
improving
together



Executive summary

The Tenant Satisfaction Measures (TSMs) are a set of
standards introduced by the Regulator of Social Housing to
ensure landlords are accountable for the quality of their
services. The results of the TSMs are returned to the Regulator
annually and they cover key areas such as:

A Tenant Satisfaction Measures (TSM) event for our tenants and leaseholders took place
on Thursday 3 July 2025. The event was designed to show the results of the 2024/25
survey and to invite tenant feedback. We held three sets of workshops covering all of the
tenant perception survey headings and following the event we have used this insight to
create an action plan, targeting areas of improvement that matter to tenants the most. 

Keeping properties in good repair 
Maintaining building safety 
Respectful and helpful tenant engagement 
Effective complaint handling 
Neighbourhood management 

The workshop sessions were rich with insight. Tenants spoke candidly about what’s
working well and where improvements are needed. The feedback has directly informed the
action plan, which will guide our efforts to improve service delivery and tenant satisfaction
in the months and years ahead. 

As a housing service we know that trust takes time to build, we know that we have not
always got things right, but we are committed to improving and we are committed to
delivering excellent services for you. I’d like to express my thanks to all of the tenants and
councillors who attended the event and engaged in such a meaningful, open and honest
way, as well as all of you that sent questions and feedback in advance and since the
event.

I’d also like to thank the team who helped make the event a success as events like this
don’t happen without a lot of hard work behind the scenes. 

Andy Kefford

Andy Kefford
Strategic Head of Housing



What are the Tenant Satisfaction
Measures (TSMs)

The Regulator of Social Housing (RSH) is a non-departmental public body that oversees
registered providers of social housing. All social housing landlords must comply with a set
of regulatory standards that contain specific expectations and outcomes that must be
achieved.

Since April 2024 the RSH has powers to proactively enforce their standards through
regular performance monitoring and a new inspection regime. As part of this, the RSH
introduced a set of Tenant Satisfaction Measures (TSMs) to assess how well social
housing landlords in England are providing quality homes and services. These measures
aim to: 

These measures are not just about ticking boxes, they’re about understanding how
tenants truly feel about the services they receive and using that insight to drive meaningful
change.

The RSH collects Tenant Satisfaction Measures for all social landlords every year. The
measures include a set of management data covering landlord performance on key
services, as well as tenant satisfaction scores gathered from tenant satisfaction surveys.

The TSMs cover various aspects of housing management, including:

Increase transparency: Allow tenants to see how well their landlords are
performing compared to other landlords 
Identify areas for improvement: The TSMs are used by the Regulator to create a
risk profile for the sector and to help them identify which landlords may need to
improve the service they provide.

Tenant focused services: Measuring how well landlords provide quality and
efficient tenant focused services, including the repairs service. 
Building safety: Ensuring homes meet safety and decency standards and that
tenants perceive their home to be safe. 
Neighbourhood Management: Assessing the contribution the landlord makes to
the neighbourhood and community. 
Complaints: Monitoring compliance with the Housing Ombudsman complaint
handling code.

In November 2024 ARP Research conducted a survey on behalf of the council. Telephone
interviews were carried out with 540 ‘low cost rental accommodation’ tenant households
selected via a quota sample. This represents 11% of the total tenant population. These
surveys make up the tenant perception metrics, of which there are 12. At the end of March
2025 the remaining TSMs, the ‘management information’, of which there are 10 are
generated to complete the set of TSM results.

Stroud 2024/25 TSM data gathering:



Listening, learning, and improving
together: 

Housing’s Tenant Satisfaction Measures event: Thursday 3 July 2025 

Andy Kefford, Strategic Head of Housing
Tara Skidmore, Head of Assets & Investment (Council Housing)
Adrian Erwood, Operations Manager
Ben Roberts, Principal Resident Engagement Officer
Dave Forde, Tenant Engagement Officer
Stuart Pattison, Head of Tenant Relationships
Michelle Elliott, Tenant Relationships Manager
Ashley Heal, Heating and Electrical Manager
Charlie Mosse, ASB & Enforcement Officer

Venue: Sherborne House, Sherborne Close Stonehouse.
Officers in attendance:

Gary Luff
Dave Matthews
Elizabeth Stanley
Shyama Ananthan
Cath Moore

Councillors:

Mike Richter
Tenant Rep: 

Tenants/Leaseholders in attendance: 18
On Thursday 3 July the housing team hosted our second annual Tenant Satisfaction
Measures (TSM) event for our tenants and leaseholders. The intention was to share the
results of the 2024/25 TSMs with tenants and set out what tenant’s feel is going well and
the areas tenants want to see improvements. The aim of the event was to provide a safe
space where tenants could reflect on the TSM scores, offer suggestion of how the service
can improve and create a space for the council to listen so that tenants and leaseholder’s
views are at the forefront of how we run our services.
The TSM event began with an overview of the TSM framework, explaining what each
measure means, and we provided feedback of our 2024/25 results. From there, we broke
into interactive workshops, where tenants shared their experiences, concerns, and ideas
for improvement. The workshops were broken into three main headings, linked to the
Consumer Standards:

In this summary report, tenants feedback from the event is summarised under each of
these headings, which in turn has been used to create an action plan.

The Safety and Quality Standard
The Transparency, Influence and Accountability Standard
The Community and Neighbourhood Standard 



0% 20% 40% 60% 80% 100%

TP02 Repairs service 12.8% 10.9% 10.6% 25.5% 40.1%

0% 20% 40% 60% 80% 100%

TP03 Time taken repairs 17.1% 11.9% 8.2% 26.2% 36.6%

0% 20% 40% 60% 80% 100%

TP04 Home well maintained 9.6% 7.8% 14.7% 34.3% 33.6%

0% 20% 40% 60% 80% 100%

TP05 Time taken repairs 7.5% 30.5% 49.9%

Safety & Quality Standard
Facilitators: Tara Skidmore Adrian Erwood Ashley Heal

Satisfaction
with repairs
service:

65.7

Satisfaction
with time
taken for
repairs:

62.8

Satisfaction
with home
maintenance:

67.9

Satisfaction
with home
safety:

80.4

Very dissatisfied Fairly dissatisfied Neutral Fairly satisfied Very satisfied

Participants were asked if they could share their experiences related to planned and day-
to-day repairs and compliance work undertaken in their own or neighbouring homes.

Common themes across the tables:
Out of hours repairs (some historic issues)
Rebooking for parts because materials not on the van
Operatives/Engineers not having the right kit to do the work
Lack of escalation/understanding for repeating defects
Contractor’s attitude and behaviours
Lack of communication around updates
Frustrations with getting to speak to the right person/department
Time take for some repairs



Revised Repairs and Planned Maintenance policy approved in February 2025
that seeks to clarify areas around responsibilities, timescales and priorities. 
New material supplier contract commenced with Travis Perkins; local supplier,
easier to access and working together to improve individual van stocks held. 
Escalation rota in place for resource planners available for matters requiring
escalation
Recruitment in progress to fill trade positions. 
Increased training to be able to deliver more technical works with own staff and
reduce reliance on contractors
Review of service structure and delivery within current year service plan

Actions already in progress:

Initiate regular diagnostic sessions with resource planners and operational leads
to improve first contact resolutions 
Include contractors within scope of our toolbox talks, share feedback and embed
SDC values within the code of conduct
Include the Out of Hours feedback into the procurement for the Out of Hours
service provision from March 2026
Continually monitor van stock profiles with new material supplier targeting
increase in first time fixes
Review operatives equipment lists and ensure tools are in place to be able to
carry out works required

Improvements to take away:

The feedback generated and shared with officers supported our own understanding
and aims of the current Service Plan for 2025/26. The changes SDC currently have
in progress address many of the concerns and frustrations expressed across the
workshops. The feedback received, with specific examples of how this impacts on
the tenant experience, means that we have also sought to enhance those changes
currently underway with additional factors which will seek to improve the visibility and
transparency of the services that SDC provide. 

Conclusion summary:



0% 20% 40% 60% 80% 100%

TP06 Listens to views 14.8% 12.0% 17.9% 30.3% 25.0%

0% 20% 40% 60% 80% 100%

TP08 Fairly and with respect 10.5% 51.4% 28.4%

0% 20% 40% 60% 80% 100%

TP09 Approach to complaints 36.0% 17.3% 17.3% 20.0% 9.3%

Transparency, influence &
accountability standard
Facilitators: Stuart Pattison & Ben Roberts

Landlord
listens and
acts:

55.3

Landlord
keeps
tenants
informed:

66.9

Fair and
respectful
treatment:

79.8

Satisfaction
with
complaint
handling:

29.3

Very dissatisfied Fairly dissatisfied Neutral Fairly satisfied Very satisfied

To help guide the conversation and gather useful insights, we asked participants open-
ended questions such as: How open is the Council about its decisions? Do residents feel
they can genuinely influence the services they receive? Are we trusted and held
accountable—and if not, what gets in the way? These questions revealed a variety of
views and themes, which we recorded to help improve services and how we engage with
the community in the future.

Common themes across the tables:
Being treated fairly and with respect 
Information on performance should be clear, honest and robust
Service standards aren’t always clear or kept to
A lack of information on who to contact and who is responsible for what
Not enough communication or feedback
A need for officers to be more visible on estates and in the community
All tenants should have the opportunity to influence decisions 
It should be easier for tenants to get information and do things for themselves

0% 20% 40% 60% 80% 100%

TP07 Keeps informed 10.5% 8.6% 14.1% 31.4% 35.4%



We currently have a 12 month resident engagement and communication plan and
will adopt a new longer-term strategy by the end of the year
We have consulted residents on a range of new strategies, policies and
procedures to ensure appropriate services are delivered to meet all tenants’
needs
We have established new mechanisms for residents to influence service delivery,
scrutinise our performance and provide governance at the Housing Oversight
Board
Involved tenants have supported the production of our annual report.
We are updating our website content to make sure it is clear and easy to navigate
Housing Officers attend Community HUBS so they can be seen at a time and
place convenient for tenants
We are reviewing communal noticeboards to make sure tenants have access to
accurate information that affects them

Actions already in progress:

Create better options for tenants to report issues and self-serve online
Provide more timely information for all tenants on things that matter to them, such
as a newsletter or magazine
Update and share our service standards so tenants know what they should
expect and can hold us to account
Increase how often housing officers visit tenants in their home
Look at how we deal with complaints and feedback to improve how we learn from
our mistakes and take action to put things right

Improvements to take away:

The feedback gathered from tenants and leaseholders reinforces much of what we
already know about our service and aligns with the goals we’re working towards. It
also highlights new opportunities to improve the tenant experience—particularly
around feeling informed and having easier access to good quality information at a
time and place that is convenient for them. The discussions confirmed the
importance of fairness, respect, clear communication, and visible staff presence in
the community. While many improvements are already underway, such as better
engagement, clearer service standards, and more accessible information, the
feedback has helped us identify further actions to make our services even more
responsive and tenant-focused in the future.

Conclusion summary:



0% 20% 40% 60% 80% 100%

TP10 Communal areas clean 11.6% 9.9% 9.3% 28.5% 40.7%

0% 20% 40% 60% 80% 100%

TP12 Approach to ASB 15.7% 10.5% 16.5% 25.8% 31.5%

Neighbourhood & Community
Standard
Facilitators: Michelle Elliot & Charlie Moss

Communal
areas clean
and
maintained:

69.2

Positive
contribution to
neighbourhood:

62.6

Handling of
antisocial
behaviour:

57.3

Very dissatisfied Fairly dissatisfied Neutral Fairly satisfied Very satisfied

Michelle and Charlie spoke with each table about what it’s like living in the community.
This sparked a wide-ranging conversation with tenants and leaseholders, covering key
issues such as feeling safe in their homes, keeping communal areas clean and well-
maintained, and having easy access to services and support. People also shared ideas on
how the Council could work more closely with other organisations to help tenants feel
secure and better able to maintain their tenancies. These discussions highlighted
important themes that will help shape future improvements.

Common themes across the tables:
Fly tipping and litter is a common issue that affects tenants across the district
There are a lot of green, open recreational spaces across the district which are
generally well maintained
Dealing with anti-social behaviour can be complicated and tenants understand it
can sometimes take time to resolve
Most officers are helpful and considerate but sometimes behaviours are
inappropriate or they lack time and care
Tenants don’t always know who to contact and officers are not as visible in the
community as tenants would like
Independent Living Hubs are welcoming, inclusive and well used places

0% 20% 40% 60% 80% 100%

TP11 Positive contribution to neighbourhood 8.4% 9.1% 19.9% 36.1% 26.5%



We have improved how we deal with abandoned vehicles to make the process
clearer for tenants and quicker to get issues resolved
We have implemented a new IT system to manage reports of anti-social
behaviour and tailor our support to residents
We have launched a number of nature recovery projects with tenants and local
children to improve green spaces and biodiversity across the district
We are reviewing our Cleaner Estates Strategy to ensure it meets tenants needs
now and in the future

Actions already in progress:

Publicise seasonal grounds maintenance schedules and service standards and
involve tenants more in monitoring quality and performance
Support more local environmental projects to improve our natural spaces and
biodiversity
Officers to do more regular estate walkabouts and on-site meetings with residents
Give more help to tenants to deal with waste and keep estates tidy
Do more in partnership with other agencies, local groups and residents to keep
estates clean, safe and tidy
Tailor our approach to issues such as anti-social behaviour and crime to better
meet the needs of individual tenants and groups
Gather more feedback from tenants on how satisfied they are with our approach
to anti-social behaviour

Improvements to take away:

The general feedback in the room was tenants felt listened to. Overall tenants felt
officers do a good job. More could be done in terms of cleaning in and around the
communal areas of both general needs and Independent Living sites and tenants
want to be involved in improving our green spaces. There is already a lot of focus on
issues such as anti-social behaviour and rubbish across the district and tenants want
to make sure this remains a priority as these are things that affect their everyday
lives.

Conclusion summary:



Tenant feedback from event

It was nice to meet
other people.
Tenant from
Nailsworth

We asked attendees to tell us what they enjoyed most about the event and how we
could improve future events.

It was nice to have a chance
to engage with other tenants.

Maybe next time you could
include a moaning session?

Tenant from Nailsworth

It was interesting to hear
other people’s views. In the
future, if you inform tenants

of the property you are using
for meetings you would get

more tenants attending.
Tenant from Nailsworth

It was nice meeting others
& discussing various

topics relevant to tenants.
Next time communicate

the location venue &
include frontline staff.

Tenant from Nailsworth

It was very well
focused and brief

but thorough.
Tenant from

Dursley

I liked the overall
discussion. More

tables needed
next time.

Tenant from
Stonehouse

It was great talking to
other tenants, talking to

officers, giving us a
greater understanding

of what we should
expect as residents.

Next time we need site
Officers and frontline
staff to come to gain

their perspective.
Tenant from
Stonehouse

Well structured
session.

Tenant from
Dursley

Good discussions, first
hand accounts &

information from sites.
Next time it would be
useful to include Site

Officers & Call Handlers.
Tenant from Cashes

Green

Good communication
and feedback. Next

time, bring Site
Officer to the

meeting.
Tenant from
Stonehouse

It was good to have
written information. Next

time, give Officers
training in presenting

voices and how to speak
to large groups.

Tenant from Chalford Hill

It was nice to be listened
to. Next time, please

ensure other SDC
staff/various roles attend.
Tenant from StonehouseI liked having the ability to

talk to actual people, to be
heard. Next time, have the

frontline workers at a
workshop to actually hear
the people face to face.

Tenant from Leonard
Stanley

I liked how everyone could
have a say and be listened to.
You can improve it next time

by having the Tenants’
Officers here.

Tenant from Leonard Stanley

Very important to hear from
tenants first hand,

informative & positive.
Continue to do what you are
doing!! A positive future for
both landlord and tenant. 

Tenant from Dursley

Friendly, great people, felt
we were listened to,

everything explained in the
appropriate way. We all had
a voice and were listened to.

I think the location was
great. Maybe involvement of
other SDC staff next event.

Tenant from Stonehouse

It was good being able to
talk to other tenants and

hear their values and
concerns. Next time make
communication easier and

have more Housing
Officers present.

Tenant from Stroud



Based on the issues and themes identified in this report from the breakout sessions.
The plan is designed to address the concerns raised by tenants and improve service
delivery, communication, and engagement.

Action Plan

You said We listened When by
Noticeboards
lack contact

information for
housing officers

or teams.

We are updating noticeboards across the
district to have consistent information

where all residents can “find your housing
officer” and other relevant information.

Work due to start early
September 2025. Target

date for completion
Spring 2026.

Repairs take too
long as often the

parts are not on the
van

We have reviewed our materials supply
chain and have secured a new contract

with Travis Perkins.

In line with this review, we have also
undertaken a review of all operatives' van

stocks and will reprofile them. 

The contract with Travis
Perkins is now in place. 
We have also included a

new pop-up store for
additional items needed
within the south of the
district which allows
easier access to our
operatives as well as

having the Travis
Perkins store within the

north of the district.
The review of van stock

items per trade has
been undertaken and
the new stock profiles
will be implemented by

31 December 2025. 

Review Site Officer
workload and

consider additional
support or

redistribution of
tasks.

Site officers now work to a rota,
allowing time management to be

more efficient.

Started 04 August 2025
– Ongoing

Introduce a
seasonal weeding

schedule at
independent living

sites.

We now have a dedicated grounds
maintenance team. A grounds maintenance

schedule including a weed spraying
program is due to be scheduled. 

Started 04 August 2025
– Ongoing



You said We listened When by

End of March 2026
Tenants would like

more regular
walkabouts and on-

site meetings.

Resident Involvement Team are recruiting
tenant estate walkabout monitors who will join

the Housing Officer to identify issues.

End of March 2026
We are introducing housing leadership team
walk abouts where senior housing staff will

visit local areas.

End of March 2026

October 2025

December 2025Provide more
timely information
for all tenants on
things that matter
to them, such as a

newsletter or
magazine.

The council publishes an annual report but
acknowledge that frequent newsletters are

an important communication tool.

We will reintroduce a regular newsletter
for tenants that wish to receive it.

December 2025

December 2025Autumn 2025

We will recruit to a communications officer
to support better publications. December 2025June 2026

End of March 2026Increase how often
housing officers

visit tenants in their
home.

We have launched a “finding silent voices”
project which means we will visit those

tenants who we have not had contact from in
the last 24 months as a priority.

August 2025

End of March 2026

We will also roll out a series of regular
housing officer home visits both on request

and on a regular basis.

October 2025 and
ongoing

We have started a review of our service
standards and response times and will

publish these for tenants. We will report back
how we are performing against those

standards via newsletters and the annual
report.

November 2025 and
ongoing

Publish service
standards so

tenants know what
to expect and can
hold the service to

account.

We are introducing a new satisfaction
survey to gather feedback from reporters
so we can continually learn and tailor our

approach.
December 2025

Ensure anti-social
behaviour is
tackled and

tenants get the
right support

We will implement a new Cleaner Estates
Strategy before the end of the year. We

have set up a new joint working agreement
with other Community Services at the

Council to improve how waste and
abandoned vehicles are dealt with. We will

support a Council pilot to look at
alternative ways of managing bulky waste

collections

November 2025 and
ongoing

Deal with fly
tipping, litter and

abandoned
vehicles


