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TSM 
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Size 

Diff in Org 

Stock 

1 — Acuity Research & Practice 112 117,212 23.7% 1,166,858 10.0% 87 101,293 23.1% 819,889 12.4% 25 15,919 346,969 

2 — The Leadership Factor (TLF) 31 53,480 10.8% 594,894 9.0% 36 75,505 17.2% 773,934 9.8% (5) (22,025) (179,040) 

3 — IFF Research 32 44,638 9.0% 581,921 7.7% 34 45,297 10.3% 602,805 7.5% (2) (659) (20,884) 

4 ▲6 Service Insights 13 44,040 8.9% 193,210 22.8% 19 15,699 3.6% 157,521 10.0% (6) 28,341 35,689 

5 ▼1 Kwest Research 28 41,403 8.4% 480,637 8.6% 25 35,445 8.1% 468,744 7.6% 3 5,958 11,893 

6 ▲2 Housemark 7 36,143 7.3% 121,482 29.8% 6 16,299 3.7% 159,400 10.2% 1 19,844 (37,918) 

7 ▼2 In-house Team 37 34,335 6.9% 302,702 11.3% 31 28,476 6.5% 242,685 11.7% 6 5,859 60,017 

8 ▼1 Target Applications 13 20,120 4.1% 133,871 15.0% 14 16,886 3.9% 131,313 12.9% (1) 3,234 2,558 

9 ▼3 M.E.L Research 13 18,250 3.7% 111,349 16.4% 17 19,733 4.5% 133,188 14.8% (4) (1,483) (21,839) 

10 ▼1 ARP Research 16 15,445 3.1% 130,991 11.8% 17 15,705 3.6% 145,099 10.8% (1) (260) (14,108) 

11 ▲1 Viewpoint Research CIC 6 8,952 1.8% 77,057 11.6% 6 6,590 1.5% 77,057 8.6% - 2,362 - 

12 ▲1 BMG Research 6 8,457 1.7% 137,573 6.1% 5 5,364 1.2% 63,523 8.4% 1 3,093 74,050 

13 ▲2 Pexel Research Services 8 7,928 1.6% 89,025 8.9% 3 4,095 0.9% 58,233 7.0% 5 3,833 30,792 

14 ▼3 Maru Group 3 4,705 1.0% 51,502 9.1% 5 8,083 1.8% 90,325 8.9% (2) (3,378) (38,823) 

15 ▲1 GovMetric 2 3,908 0.8% 23,929 16.3% 1 4,090 0.9% 21,334 19.2% 1 (182) 2,595 

16 New PFA Research 2 3,661 0.7% 38,823 9.4% - - 0.0% -  2 3,661 38,823 

17 ▲4 Research Resource 2 3,639 0.7% 50,419 7.2% 1 3,050 0.7% 49,074 6.2% 1 589 1,345 

18 ▲2 Opinion Research Services 2 3,356 0.7% 50,974 6.6% 2 3,273 0.7% 50,974 6.4% - 83 - 

19 ▲10 In-House Research 2 3,044 0.6% 81,624 3.7% 1 737 0.2% 3,029 24.3% 1 2,307 78,595 

20 ▲3 Zebra Square 1 2,149 0.4% 11,400 18.9% 1 2,413 0.6% 11,400 21.2% - (264) - 

21 ▲4 Marketing Means 1 2,127 0.4% 3,797 56.0% 1 1,667 0.4% 3,797 43.9% - 460 - 

22 ▼4 TPTracker 3 1,927 0.4% 16,960 11.4% 5 3,777 0.9% 24,374 15.5% (2) (1,850) (7,414) 

23 ▼6 NWA Social Market Research 2 1,802 0.4% 7,214 25.0% 3 3,883 0.9% 30,175 12.9% (1) (2,081) (22,961) 

24 — Insight Team 1 1,565 0.3% 24,522 6.4% 1 1,874 0.4% 24,522 7.6% - (309) - 

25 ▼6 Survey Monkey 2 1,520 0.3% 8,444 18.0% 5 3,733 0.9% 24,369 15.3% (3) (2,213) (15,925) 

26 ▼12 Social Engine 1 1,415 0.3% 23,522 6.0% 1 4,567 1.0% 24,547 18.6% - (3,152) (1,025) 

27 ▼1 Outbound Survey Assistant 1 1,200 0.2% 13,314 9.0% 1 1,169 0.3% 13,314 8.8% - 31 - 

27 ▼5 Explain Market Research 1 1,200 0.2% 5,868 20.4% 2 2,762 0.6% 22,881 12.1% (1) (1,562) (17,013) 

29 ▲1 The Learning Foundation (TLF) 1 1,191 0.2% 5,171 23.0% 1 1,041 0.2% 5,171 20.1% - 150 - 

30 ▼3 Integrity Connect 1 1,100 0.2% 3,479 31.6% 1 1,140 0.3% 3,479 32.8% - (40) - 

31 New Darmax Research 1 1,039 0.2% 19,180 5.4% - - 0.0% -  1 1,039 19,180 

31 New QPSMR 1 1,039 0.2% 15,465 6.7% - - 0.0% -  1 1,039 15,465 

33 New SMSR (Survey Market & Social Researc 1 1,004 0.2% 22,961 4.4% - -  -  1 1,004 22,961 

34 New Lake Market Research (Lake) 1 713 0.1% 3,391 21.0% - -  -  1 713 3,391 

35 New Voicescape 1 597 0.1% 3,274 18.2% - -  -  1 597 3,274 

36 New HWLincs 1 347 0.1% 1,787 19.4% - - 0.0% -  1 347 1,787 

37 ▼9 Callerz 1 310 0.1% 1,351 22.9% 2 753 0.2% 2,684 28.1% (1) (443) (1,333) 

   

Total 

  

494,961 

  

4,609,941 

   

434,399 

  

4,238,840 

   

60,562 
 

371,101 

 
 Statistics are based on data from 343 housing organisations that had a survey company for TSM data in both 2024 and 2025.  



 

 

Survey Responses 

by Method 

2025 2024 Change (2025-2024) 

Housing 

Associations 
Local Authorities Total 

Housing 

Associations 
Local Authorities Total 

Housing 

Associations 
Local Authorities Difference 

Telephone 194,924 100,387 295,311 186,987 91,065 278,052 7,937 9,322 ▲17,259 

Internet 43,233 33,409 76,642 46,687 38,624 85,311 (3,454) (5,215) ▼8,669 

Face to Face 44,154 9,110 53,264 20,059 7,446 27,505 24,095 1,664 ▲25,759 

Postal 19,636 20,611 40,247 18,966 30,356 49,322 670 (9,745) ▼9,075 

SMS 2,669 4,617 7,286 5,593 3,680 9,273 (2,924) 937 ▼1,987 

Other 192 511 703 1,015 2,656 3,671 (823) (2,145) ▼2,968 

Grand Total 304,808 168,645 473,453 279,307 173,827 453,134 25,501 (5,182) ▲20,319 
 

 

 Key Insights  

Overall responses increased by 20,319 in 2025, with Housing Associations (HAs) rising by 25,501, partly offset by a 5,182 decline among Local Authorities (LAs). 

Telephone surveys remain dominant, growing by 17.3K, and now represent the largest share of total responses (~62%). 

Face-to-face responses more than doubled (+25.8K) — a strong rebound suggesting improved tenant engagement through direct interaction. 

Online and postal methods declined significantly (−8.7K and −9.1K respectively), possibly reflecting reduced digital participation and postal response fatigue. 

SMS and “Other” methods saw further drops (−2K to −3K), indicating marginal use in 2025. 

 Key Takeaway  

Tenant feedback is increasingly shifting toward personal engagement methods — especially telephone and in-person surveys, aligning with the Regulator of Social Housing’s guidance on improving 

data quality and inclusivity in Tenant Satisfaction Measures (TSMs). 

However, digital response rates fell, suggesting that landlords may need renewed focus on accessible, multichannel engagement strategies to capture a broader tenant voice. 
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Top 15 Performing Housing Associations – Repairs Spend Efficiency vs Tenant Satisfaction 
 

 
Organisation Name 

Group 

Stock 

Total Repairs 

Completed 

Repairs Completed 

in Target 

Timescale (%) 

Repairs 

Expenditure 

(£) 

Cost per 

Repair 

(£) 

R&M Cost 

per Home 

(£) 

 
Repairs Model 

Teign Housing 3,797 10,746 94.7% 859,000 79.9 226.2 DLO + External Contractor 

Bespoke Supportive Tenancies (BeST) 2,111 12,377 84.5% 1,329,538 107.4 629.8 External Contractor Only 

First Garden Cities Homes 2,135 8,749 94.3% 1,341,000 153.2 628.1 DLO Only 

Pickering & Ferens Homes 1,429 6,189 99.6% 1,192,460 192.7 834.5 External Contractor Only 

Walsall Housing Group (WHG) Ltd. 20,943 81,803 84.1% 13,316,000 162.8 635.8 DLO Only 

Coastline Housing Ltd. 4,690 15,659 82.8% 2,523,000 161.1 538.0 DLO Only 

Golden Lane Housing 2,869 13,248 95.6% 2,487,000 187.7 866.9 DLO + External Contractor 

Futures Housing Group 9,721 27,199 92.1% 5,204,000 191.3 535.3 DLO + External Contractor 

Torus 37,864 156,674 98.2% 32,009,000 204.3 845.4 DLO + External Contractor 

Manningham Housing Association Ltd. 1,351 7,077 87.7% 1,341,000 189.5 992.6 DLO Only 

EastendHomes Ltd. 2,325 13,219 85.9% 2,472,000 187.0 1,063.2 DLO Only 

Nehemiah Housing 1,245 5,733 92.4% 1,155,000 201.5 927.7 External Contractor Only 

Anchor Hanover Group 39,014 163,982 75.3% 31,743,000 193.6 813.6 External Contractor Only 

Vico Homes (formerly WDH) 31,118 109,365 94.1% 28,532,000 260.9 916.9 DLO + External Contractor 

Inclusion Housing 4,346 23,453 83.1% 5,442,000 232.0 1,252.2 DLO Only 
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Housing Associations with the Lowest Repairs Spend Efficiency vs Repairs Satisfaction 
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Repairs Performance vs Satisfaction across Housing Associations 
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Repairs Performance vs Satisfaction across Local Authorities 
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Top 20 Housing Associations by Satisfaction-to-Cost Performance 

Measures how efficiently each HA converts repair spending into resident satisfaction. Higher % = More efficient. 

Company Name Group Stock Operating Surplus- 

to-Stock Ratio 

Repairs Satisfaction 

(%) 

Routine Repairs & 

Maintenance 

Expenditure (2025) (£) 

Repairs Satisfaction-to- 

Cost Ratio 

Teign Housing 3,797 614 74.0 859,000 32.7% 

Coastline Housing Ltd. 4,690 1,911 85.9 2,523,000 16.0% 

Futures Housing Group 9,721 2,195 80.3 5,204,000 15.0% 

Walsall Housing Group (WHG) Ltd. 20,943 1,853 79.6 13,316,000 12.5% 

First Garden Cities Homes 2,135 3,012 76.3 1,341,000 12.1% 

Housing Solutions Group 5,811 4,044 87.4 4,787,000 10.6% 

Anchor Hanover Group 39,014 1,222 86.2 31,743,000 10.6% 

Cross Keys Homes 11,263 2,875 85.5 9,367,000 10.3% 

Bespoke Supportive Tenancies (BeST) 2,111 2,697 60.8 1,329,538 9.7% 

Trent & Dove Housing Ltd. 6,315 1,377 80.8 5,309,000 9.6% 

Vico Homes (formerly WDH) 31,118 1,630 87.0 28,532,000 9.5% 

Aster Group 43,996 1,075 84.8 39,332,000 9.5% 

Housing 21 20,373 1,841 90.1 19,399,000 9.5% 

Cottsway Housing Association Ltd. 5,192 3,686 86.6 4,761,000 9.4% 

Ocean Housing Group Ltd. 4,241 2,928 84.4 3,832,000 9.3% 

Torus 37,864 1,819 76.3 32,009,000 9.0% 

Great Places Housing Group 19,265 2,604 73.9 15,843,000 9.0% 

Golden Lane Housing 2,869 1,573 76.1 2,487,000 8.8% 

Red Kite Community Housing Ltd. 5,697 2,129 70.0 4,713,000 8.5% 

Chelmer Housing Partnership (CHP) 10,117 2,991 82.0 9,809,000 8.5% 

      
 

 

Note: Repairs Satisfaction-to-Cost Ratio represents the ratio of resident satisfaction achieved per £ spent on Repairs & Maintenance per home. 

A higher score indicates better value and performance efficiency. 

The Operating Surplus-to-Stock Ratio indicates the level of operating surplus generated per home owned or managed. 

It reflects how efficiently the organisation converts its housing operations into financial surplus — higher values denote better financial performance and vice versa. 
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