Town & Country Housing TSMs (2025-2026)

TSM Metric Rented Shared
residents owners

TPO1 |Overall Satisfaction 73.90% 52.00%
TPO2 [Repairs Satisfaction 75.60%
TPO3 |Repairs: Satisfaction with time taken 71.00%
TPO4 |Home is well maintained 73.80%
TPO5 [Home is safe 80.50% 64.40%
TPO6 |TCH listens and acts on views 69.60% 49.40%
TPO7 [TCH keeps you informed 81.10% 68.70%
TPO8 |[TCH treats me fairly and with respect 83.20% 67.50%
TP0O9 [Satisfied with complaints handling 35.60% 27.40%
TP10 |Satisfied communal areas are clean and well maintained 70.90% 46.90%
TP11 |TCH makes a positive contribution to the neighbourhood 71.90% 47.20%
TP12 |Satisfied with approach to handling ASB 65.80% 56.00%
CHO1 |Complaints (Stage one) per 1,000 properties 59.50 59.90
CHO1 [Complaints (Stage two) per 1,000 properties 18.40 22.20
CHO2 [Complaints responded to within Complaint Handling Code timescales (Stage one) 46.56% 55.29%
CHO2 |Complaints responded to within Complaint Handline Code timescales (Stage two) 58.74% 62.50%
NMO1 |Anti-social behaviour cases per 1,000 properties 43.60
RPO1 |Home that do not meet the Decent Homes Standard 2.00%
RP0O2 (Repairs completed within target timescale (non-emergency) 72.20%
RPO2 |Repairs completed within target timescale (emergency) 96.60%
BS01 |Proportion of homes for which all required gas safety checks have been carried out 100.00%
BS02 (Proportion of homes for which all required fire risk assessments have been carried out 96.20%
BS03 |Proportion of homes for which all required asbestos management surveys or re-inspections have been carried out 100.00%
BS04 |Proportion of homes for which all required legionella risk assessments have been carried out 100.00%
BS0O5 |Proportion of homes for which all required communal passenger lift safety checks have been carried out 99.40%
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