
TENANT SATISFACTION  SURVEY
Housing Residents


27 out of 30 properties were occupied on site at the time of the survey.
All residents issued with a survey and 16 responses received.
59.26% return rate.


	Question 1



	Taking everything into account, how satisfied or dissatisfied are you with the service provided by Sherburn House Charity? 







	Question 2



	Has Sherburn House Charity carried out a repair to your home in the last 12 months? If yes, how satisfied or dissatisfied are you with the overall repairs service from Sherburn House Charity over the last 12 months?



	Five residents who returned questionnaires have not had a repair in the last 12 months.

	

	

	


	Question 3



	Has Sherburn House Charity caried out a repair to your home in the last 12 months? If yes, how satisfied or dissatisfied are you with the time taken to complete your most recent repair after you reported it?

Five residents who returned questionnaires have not had a repair in the last 12 months.



	

	

	

		Question 4



	How satisfied or dissatisfied are you that Sherburn House Charity provides a home that is well maintained?









	

		Question 5



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






	



	

	Question 6

	

	How satisfied or dissatisfied are you that Sherburn House Charity listens to your views and acts upon them?





	Question 7

	

	How satisfied or dissatisfied are you that Sherburn House Charity keeps you informed about things that matter to you?






	Question 8

	

	To what extent do you agree or disagree with the following, “Sherburn House Charity treats me fairly and with respect”?




	


Question 9

	

	Have you made a complaint to Sherburn House Charity in the last 12 months? If yes, how satisfied or dissatisfied are you with Sherburn House Charity’s approach to complaints handling?

	

	Twelve residents who returned questionnaires have not complained in the last 12 months.





	Question 10

	

	Do you live in a building with communal areas, either inside or outside, that Sherburn House Charity is responsible for maintaining? If yes, how satisfied or dissatisfied are you that Sherburn House Charity keeps the communal areas clean and well maintained?



	
Question 11

	


How satisfied or dissatisfied are you with Sherburn House Charity’s approach to handling anti-social behaviour?
	

	

	



Summary of Survey Approach

The survey was a census of all residents, 27 at the time of issue, carried out by postal questionnaire which were all hand delivered. Three properties were empty at the time of the survey. 
The survey began on 19 February 2026 and closed on 05 March 2026.
The survey is confidential and residents were able to return the survey by post to Ramsey House or via a collection box set up within an accessible resident communal room. Residents also had the opportunity to return the survey in person if they did not wish for their information to remain anonymised.  
Residents were able to seek assistance from staff if they did not wish for their survey to remain anonymised.  






TSM Management Information 2025-26
	
	Building Safety
	Result
	Calculation

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

	100%
	Number of dwelling units requiring gas safety checks is 12. All gas safety checks have been carried out and have valid gas certificates.


	BS02 

	Proportion of homes for which all required fire risk assessments (FRA’s) have been carried out.
	100%
	Number of dwelling units within properties that required FRA is 21 (Thornley House, Ferens House, Clergy Flats). FRA’s completed for all three buildings comprising 21 dwelling units.


	BS03

	Proportion of homes for which all required asbestos management surveys or re – inspections have been carried out.
	100%
	There are no properties with dwelling units requiring asbestos management survey or re inspection. Asbestos only in Beddell House and Ramsey House and asbestos management surveys complete for these areas.  


	BS04

	Proportion of homes for which all required legionella risk assessments (LRA’s) have been carried out.
	100%
	One property with 12 apartments requires LRA, Thornley House. All LRA’s and testing carried out.


	BS05

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

	  N/A
	No lifts in properties where dwelling units are.

	
	Anti-Social Behaviour
	
	

	NM01 (1)
	Number of anti-social behaviour cases per 1,000 homes.









	 33.3
	Total number of anti-social behaviour cases opened by or on behalf of the provider during the reporting year (including any ASB cases that involve hate incidents). Divided by number of dwelling units owned of the relevant social housing stock at year end. Multiplied by 1,000. This relates to one case in the year. 


	NM01 (2)
	Number of anti-social behaviour cases that involve hate incidents opened per 1,000 homes.



	 0
	No anti-social behaviour cases that involve hate crimes have been reported or opened.

	
	Decent Home Standard and Repairs
	
	

	RP01
	Proportion of homes that do not meet the Decent Homes Standard.
	 0
	Number of dwelling units owned to which the Decent Homes Standard applied which failed the Decent Homes Standard is zero.


	RP02 (1)

	Proportion of non-emergency responsive repairs completed within the landlord’s target timescale.
	93%
	Number of non-emergency responsive repairs completed within the target timescale during the reporting year (14). Divided by number of non-emergency responsive repairs completed during the reported year (15). Multiplied by 100. The reduction refers to only one repair not completed within timescale at resident request due to wanting works delayed until after Christmas period. 


	RP02 (2)

	Proportion of emergency responsive repairs completed within the landlord’s target timescale.

	100%
	All emergency responsive repairs (28) have been completed within the time scale.

	
	Complaints
	
	

	CH01 (1)
	Number of stage one complaints received per 1,000 homes.

	  0

	No stage one complaints received.

	CH01 (2)
	Number of stage two complaints received per 1,000 homes.

	 0

	No stage two complaints received.

	CH02 (1)

	Proportion of stage one complaints responded to within the Housing Ombudsman’s Complaints Handling Code timescales.

	N/A
	No stage one complaints received.

	CH02 (2)

	Proportion of stage two complaints responded to within the Housing Ombudsman’s Complaint Handling Code timescales. 

	N/A

	No stage two complaints received.






Summary of Results

The overall return rate of tenant satisfaction surveys has dropped slightly from 2025 to 2026, by approximately 5% but the number of responses remain the same.  
The survey results show excellent levels of satisfaction with the services provided by Sherburn House Charity (SHC). Overall satisfaction levels have increased from 93% in 2025 to 100% in 2026 and 100% of residents are satisfied with five areas in particular. These areas are overall satisfaction with the repairs service, homes are well maintained, SHC provides safe homes and satisfaction with SHC’s approach to handling complaints and Anti-Social Behaviour. 
The satisfaction of the time taken to complete a resident’s most recent repair after reporting it, increased from 81% in 2025 to 94% in 2026.
Satisfaction levels were maintained in 2026 in two areas; when asked if SHC treats residents fairly and with respect and in relation to the cleanliness and maintenance of communal areas. 
Results show a reduction in satisfaction in relation to SHC listening to resident views and acting on them (94% in 2025 to 88% in 2026), and SHC keeping residents informed about things that matter to them (100% in 2025 to 94% in 2026). Despite this reduction, satisfaction remains high and the percentage difference relates to only one response. 
Reviewing the results has identified some points to consider and areas of improvement. Whilst the TSM Management Information shows no formal complaints received by SHC, four residents have said they are satisfied with SHC’s approach to complaints handling suggesting residents feel like they have complained. This shows there can be differences in perception of what is a complaint. 
SHC could consider how response rates are improved and how to encourage increased participation in the completion of surveys. Despite only a very small decrease in satisfaction in two areas, it would be helpful for SHC to understand the reasons for the answers, therefore adding an open comments box to the survey to enable the explanation of scores or to comment on services in 2027 would be a welcome addition. Both actions will be added to SHC’s Service Improvement Plan 2026-2027. 


73%	

	 [PERCENTAGE]


Very Satisfied	Fairly satisfied	Neither satisfied nor dissatisfied	Fairly dissatisfied	Very dissatisfied	8	3	



Very satisfied	Fairly Satisfied	Neither Satisfied nor Dissatisfied	Fairly dissatisfied	Very dissatisfied	8	2	1	


 [PERCENTAGE]
 [PERCENTAGE]

Very satisifed	Fairly satisifed	Neither satisfied nor dissatisfied	Fairly dissatisifed	very dissatisfied	10	6	



Very Satisfied	Fairly satisfied	Neither satisfied nor dissatisfied	Fairly dissatisifed	Very dissasitfied	14	2	



Very satisfied	Fairly satisfied	Neither satisfied nor dissatisfied	Fairly dissatisfied	Very dissatisfied	Not applicable/don’t know	11	3	1	1	



Very satisfied	Fairly satisfied	Neither satisfied nor dissatisfied	Fairly dissatisfied	Very dissatisfied	Not applicable/don’t know	10	5	1	



Strongly agree	Agree	Neither agree nor Disagree	Fairly dissatisfied	Very dissatisfied	Not applicable/don’t know	10	5	1	



Very satisfied	Fairly satisfied	Neither satisfied nor dissatisfied	Fairly dissatisifed	very dissatisfied	3	1	



Very satisfied	Fairly Satisfied	Neither Satisfied nor Dissatisfied	Fairly dissatisfied	Very dissatisfied	8	3	1	



Very satisfied	Fairly Satisfied	Neither Satisfied nor Dissatisfied	Fairly dissatisfied	Very dissatisfied	Not applicable - no anti social behaviour	6	2	2	




Very Satisfied	Fairly satisfied	Neither satisfied nor dissatisfied	Fairly dissatisfied	Very dissastisfied	12	3	
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