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HouseMark is the data-driven solutions 

provider for the UK housing sector.

Cost and performance 

comparisons with over 

300 social landlords

Shared learning and 

networking through our 

clubs and events

Targeted support around data 

quality, analysis, compliance, 

VFM and service design
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About
The TSMs



TSMs

• Final TSMs published September 2022

• 12 perception measures

• 10 management information measures

• Key themes: Overall perception; responsive 
repairs; building safety; communal areas; anti-
social behaviour; complaints; engagement and 
respect

• Collect and report for 2023-24 financial year

• BUT some challenges for landlords in getting 
ready



Perception
trends



Overall negative trend



The 11 major variables

Overall 
satisfaction 

score

Contextual variables

Location / urbanisation

Tenant age

Tenure type

Landlord size

Methodological 
variables

Sample selection

Collection method

Response scale

Survey timing Performance

Quick and easy contact 
resolution

Respectful and helpful 
engagement

Responsive repairs



Satisfaction variables – repairs example



Making the most
of feedback



Focussing on scores

Barriers to making use of feedback data

Question overload and survey fatigue

Internal capacity

Data maturity

Fragmented approach to surveying



Low levels of data maturity

91% of housing 
professionals think 

there are some data 
quality issues in their 

organisation



Data collection Reporting and 
governance

Analysis and 
action

Service re-
design

Tracker surveys for 
perception

Multi-channel approach

Streamlined transactional 
surveys

Real-time data

Batch outsourcing (in line 
with internal skills)

Joint procurement

Using perception results for 
governance

Using transactional results 
for contractor management 
and issue resolution

Bringing both together in 
voice of the customer 
dashboards

Developing data strategies

Training for executives and 
boards

Centralised team 
responsible for survey 
design, analysis and 
strategy

Clear processes for 
internal follow-up

Sentiment and free text 
analysis to identify root 
causes

Customer segmentation 
to inform service design

Co-design over 
consultation

Making interactions easy 
and minimising hand-offs

Focus on the role of the 
housing officer and 
reviewing patch sizes

Cross-team working and 
information sharing

System access on-the-go 
(e.g. iPads)

Making the most of feedback – key trends



Management
information trends



Good progress on building safety



Repair volumes down



ASB increasing



Complaints rising



Contact centre strain
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Preparing for
MI TSMs



MI advice

• Set up a rapid results working group

• Review building safety denominator

• Consider your definition of a formal complaint

• Consider your definition of an ASB case

• Review your repairs completions times

• Look at the difference between repairs raised and 
completed

• Consider a Housemark ‘ready check’
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