
  2024/25 Tenant Satisfaction Measures 
  April 2025 

Fairplace Homes Tenant Satisfaction Measures 2024/25 

 

Background 

The Regulator of Social Housing (RSH) requires Registered Providers (RPs) to collect and 

publish Tenant Satisfaction Measures (TSMs).   

 

For small providers (less than 1,000 homes) measures generated from management data 

should be published annually and measures generated from tenant perception surveys 

should be collected and published at least once every two years. 

 

Perception Survey Methodology 

Following the decision for Fairplace Homes (“Fairplace”) to undertake a perception survey 

for this year’s TSMs publication, Fairplace decided to carry out a census survey and the 

TSM perception survey questionnaire was posted by Fairplace to all 25 tenants.  

 

Between March - April 2025, tenants were given two weeks to respond to the survey and six 

responses were received back. The survey is included in Schedule 1. 

 

Altair Consultancy supported Fairplace to collect, generate and validate the reported 

perception measures.  

 

Perception Survey Results 

Table 1 shows the results of the satisfaction survey based on the postal responses. 

 

Table 1: Satisfaction Survey Results  

Measure  Measure detail Satisfaction 
result 

TP01 Taking everything into account, how satisfied or dissatisfied are 
you with the service provided by Fairplace  

33.3% 

TP02  Has Fairplace carried out a repair to your home in the last 
twelve months? 

2 x Yes 

If yes, how satisfied or dissatisfied are you with the overall 
repairs service from Fairplace over the last twelve months  

100% 

TP03 Has Fairplace carried out a repair to your home in the last 
twelve months? 

Yes x 2 

If yes, how satisfied or dissatisfied are you with the time taken 
to complete your most recent repair after you reported it? 

100% 

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

33.3% 

TP05 Thinking about the condition of the property or building you live 
in, how satisfied or dissatisfied are you that Fairplace provides 
a home that is safe? 

66.7% 

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

33.3% 

TP07 How satisfied or dissatisfied are you that Fairplace keeps you 
informed about things that matter to you? 

33.3% 

TP08 To what extent do you agree or disagree with he following 
“Fairplace treats me fairly and with respect” 

66.7% 
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TP09 Have you made a complaint to Fairplace in the last twelve 
months? 

1 x Yes 

If yes, how satisfied or dissatisfied are you with Fairplace’s 
approach to complaint handling? 

0% 

TP10 Do you live in a building with communal areas, either inside or 
outside, that Fairplace is responsible for maintaining? 

1 x Yes 

If yes, how satisfied or dissatisfied are you that Fairplace keeps 
these communal areas clean and well maintained? 

100% 

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

40% 

TP12 How satisfied or dissatisfied are you with Fairplace’s approach 
to handling anti-social behaviour? 

0% 

 

 

Due, in part, to the small number of responses received and the way that satisfaction is 

calculated under the RSH survey requirements, some of the results show lower levels of 

satisfaction. Satisfaction level is calculated by adding up the number of respondents who 

reported they were very or fairly satisfied and then putting this as a percentage of the total 

number of respondents for that question, discounting the not applicable or don’t know 

answers. For the purpose of the calculation, results of ‘neither satisfied nor dissatisfied’ do 

not contribute to the calculation of the satisfaction level. If all six respondents replied that 

they were ‘neither satisfied nor dissatisfied’, this would be reported as 0% satisfaction. 

 

None of the surveys returned reported ‘fairly dissatisfied’ or ‘very dissatisfied’, or ‘disagree’ 

or ‘strongly disagree’ with any of the perception measures. 

 

Management Measures  

 

Fairplace’s management information metrics for 2024/25 are outlined below in Table 2.  

 

Table 2: Management Information TSMs  

Measure  Measure detail Management 
Data  

CH01(1) Number of stage 1 complaints relative to the size of landlord  
 

0 

CH01(2) Number of stage 2 complaints relative to the size of landlord 
 

0 

CH02(1) Proportion of stage 1 complaints responded to within the 
Complaint Handling Code timescale 
 

N/A 

CH02(2) Proportion of stage 2 complaints responded to within the 
Complaint Handling Code timescale 
 

N/A 

NM01(1) Number of anti-social behaviour cases relative to the size of 
landlord  
 

0 

NM01(2) Number of anti-social behaviour cases that involve hate 
incidents relative to the size of landlord 
 

0 

RP01 Proportion of homes that do not meet the Decent Homes 
Standard 

0 
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RP02(1) Proportion of non-emergency repairs completed within target 
timescale 
 

100%  

RP02(2) Proportion of emergency repairs completed within target 
timescale 
 

100% 

BS01 Proportion of homes for which all required gas safety checks 
have been carried out  
 

100% 

BS02 Proportion of homes for which all required fire risk 
assessments have been carried out 
 

100% 

BS03 Proportion of homes for which all asbestos management 
surveys or re-inspections have been carried out 
 

100% 

BS04 Proportion of homes for which all required legionella risk 
assessments have been carried out 
 

100% 

BS05 Proportion of homes for which all required communal 
passenger lift safety checks have been carried out 
 

N/A – no lifts 
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Schedule 1 

Customer Survey Questions 2024  

Please tick one box for each question  

      ✓ 

TP01  Taking everything into account, how 

satisfied or dissatisfied are you with the 

service provided by Fairplace?  

Very satisfied    

Fairly satisfied    

Neither satisfied nor dissatisfied    

Fairly dissatisfied    

Very dissatisfied    

        

      ✓ 

TP02  Has Fairplace 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 

Fairplace, over the last 12 months?  

Very satisfied    

Fairly satisfied    

Neither satisfied nor dissatisfied    

Fairly dissatisfied    

Very dissatisfied    

        

      ✓ 

TP03  Has Fairplace carried out a repair to your 

home in the last 12 months?  

Yes    

No    

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 

Fairplace 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 

Fairplace provides a home that is safe?  

Very satisfied    

Fairly satisfied    

Neither satisfied nor dissatisfied    

Fairly dissatisfied    

Very dissatisfied    

Not applicable/don’t know    
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      ✓ 

TP06  How satisfied or dissatisfied are you that 

Fairplace 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 that 

Fairplace 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 “Fairplace 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 Fairplace in 

the last 12 months?  

Yes    

No    

If yes, how satisfied or dissatisfied are you 

with Fairplace’s 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 

Fairplace is responsible for maintaining?  

Yes    

No    

If yes, ‘How satisfied or dissatisfied are 

you that Fairplace keeps these communal 

areas clean and well maintained?’  

Very satisfied    

Fairly satisfied    

Neither satisfied nor dissatisfied    

Fairly dissatisfied    

Very dissatisfied    

         

      ✓ 
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TP11  How satisfied or dissatisfied are you that 

Fairplace makes a positive contribution to 

your neighbourhood?  

Very satisfied     

Fairly satisfied    

Neither agree nor disagree    

Fairly dissatisfied     

Very dissatisfied     

Not applicable/don’t know    

        

      ✓ 

TP12  How satisfied or dissatisfied are you with 

Fairplace's approach to handling anti-

social behaviour?  

Very satisfied     

Fairly satisfied    

Neither agree nor disagree    

Fairly dissatisfied     

Very dissatisfied     

Not applicable/don’t know    

  

  

 

 

 

 


