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The Regulator of Social Housing has introduced Tenant Satisfaction Measures (TSMs) to assess how effectively social housing landlords provide quality homes and services to their residents. These measures help residents understand how well YMCA Cheshire is performing and identify areas where improvements may be needed.
TSMs also provide the Regulator with a consistent way of monitoring landlord performance across the social housing sector. Since April 2023, all registered providers of social housing have been required to collect and report this information.
This report presents the Tenant Satisfaction Measure results for YMCA Cheshire and Services for the reporting period 1 April 2025 to 31 March 2026. The findings reflect residents' views and experiences of the homes and services provided during this period.


Key
🟢 Green – We're at or above target
🟠 Amber – We're slightly below target
🔴 Red – We're below target
Management Information Measures
	Measure
	Target
	Achieved
	Last Year
	Status

	Number of Stage 1 complaints received per 1,000 properties
	N/A
	18.7
	
	

	Number of Stage 2 complaints received per 1,000 properties
	N/A
	8
	
	

	Stage 1 complaints responded to within Housing Ombudsman timescales
	100%
	100%
	100%
	🟢

	Stage 2 complaints responded to within Housing Ombudsman timescales
	100%
	100%
	100%
	🟢

	Anti-social behaviour cases per 1,000 properties
	N/A
	4.2
	
	

	Anti-social behaviour cases involving hate crime per 1,000 properties
	N/A
	0
	
	

	Non-emergency repairs completed within target timescale
	90%
	77.04%
	73%
	🔴

	Emergency repairs completed within target timescale
	95%
	89%
	78%
	🔴

	Homes that did not meet the Decent Homes Standard at 31 March
	0%
	0%
	0%
	🟢

	Homes that have had all necessary gas safety checks
	100%
	100%
	100%
	🟢

	Homes that have had all necessary fire safety checks
	100%
	100%
	100%
	🟢

	Homes that have had required asbestos surveys or re-inspections
	100%
	100%
	100%
	🟢

	Homes that have had all necessary legionella risk assessments
	100%
	100%
	100%
	🟢

	Buildings where communal passenger lifts have had necessary safety checks
	100%
	100%
	100%
	🟢




Tenant Perception Measures
	Measure
	Target
	Achieved
	Last Year
	Status

	Overall satisfaction
	80%
	75.4%
	85%
	🟠

	Satisfaction with repairs
	80%
	88%
	90%
	🔴

	Satisfaction with time taken to complete most recent repair
	80%
	78%
	80%
	🟠

	Satisfaction that the home is well maintained
	80%
	79%
	75%
	🟠

	Satisfaction that the home is safe
	80%
	81%
	76%
	🟢

	Satisfaction that YMCA listens to tenant views and acts upon them
	80%
	78%
	89%
	🟠

	Satisfaction that YMCA keeps tenants informed about things that matter to them
	80%
	70.3%
	86%
	🟠

	Agreement that YMCA treats tenants fairly and with respect
	95%
	82%
	89%
	🟢

	Satisfaction with YMCA's approach to handling complaints
	95%
	73.3%
	85%
	🔴

	Satisfaction that YMCA keeps communal areas clean and well maintained
	95%
	78%
	94.5%
	🔴

	Satisfaction that YMCA makes a positive contribution to neighbourhoods
	95%
	85.3%
	93.5
	🔴

	Satisfaction with YMCA's approach to handling anti-social behaviour
	95%
	90%
	93.5
	🟠



Meeting the Regulators methodological requirements of surveying and publishing tenant perception measures 
The following table contains details of YMCA’s approach to collecting data and our response to the requirements of the Regulators requirements:-
	Requirement
	Response

	Required sample size to attain required level of statistical accuracy (+/- 5%)
	Estimated at 206 (which is calculated based on 440 total residents as at 31st August 2025)

	What was the achieved sample size?
	370 face-to-face surveys attempted 192 of those engaged with the survey

	What was the timing of the survey?
	April 2025 to April 2026

	What data collection methods were employed?
	In-person surveys conducted during Compliance Officer property visits.


	What sample method was employed?
	Census i.e. every resident was theoretically included in the sample though we were only able to visit ~84.09% in practice.

	What is the representativeness of the survey sample?
	Of the 192 residents who completed the survey, 81% were living in Supported Exempt Accommodation, with the remaining 19% living in other accommodation types.


	Has any weighting been applied when presenting the survey results?
	None.

	Were any external contractors involved in data collection? What was their role?
	No.

	Number of households not included due to ‘exceptional circumstances’
	No households were excluded from sampling. However, we do have a number of residents who are in specialised supported accommodation and some of those lack capacity to respond effectively to these specific questions.

	Reasons for failure to meet the required sample size
	192 surveys completed against a target of 206, a shortfall of 14. Of the 370 approached, 178 did not complete the survey. Recorded reasons included 90 residents unavailable, 54 uninterested or unable to engage and 34 experiencing significant language or communication barriers. 

	Type and amount of incentives used to encourage survey completion
	None.

	Other methodological issues likely to have a material impact on the
	None.

	What is the confidence level?
	The indicative confidence level used was 95%, with an estimated margin of error of approximately ±5.3 percentage points. 




Conclusion and Learning Points
This year has been a period of significant growth for YMCA Cheshire, with an increase in both the number of properties we oversee and the range of services we deliver. While this growth has allowed us to support more people across a wider geographical area, we recognise that it has also presented challenges in maintaining the high standards we expect.
Overall tenant satisfaction has reduced from 85% to 75.4%. Resident engagement with the survey was also lower this year, which may have influenced the results. 
The expansion of our services and increased geographical reach have placed additional demands on our teams and existing processes. We recognise the need to strengthen communication, consistency and resident engagement as we continue to grow.
Despite these challenges, we have seen improvements in several areas, including emergency and non-emergency repair completion times. We have also maintained 100% compliance across the reported property safety measures, demonstrating our continued commitment to providing safe homes.
Our key learning points and priorities for improvement are:
· Resident engagement: Improve opportunities for residents to share their views and increase participation in future surveys, particularly across our expanding services.
· Communication: Strengthen how we keep residents informed and demonstrate that their feedback is listened to and acted upon.
· Repairs: Continue improving emergency and non-emergency repair response times to achieve our performance targets.
· Complaints: We have maintained 100% compliance with the Housing Ombudsman's complaint response timescales. However, satisfaction with our approach to handling complaints has reduced. We recognise that responding within the required timescales does not always mean residents are satisfied with the outcome. We will continue to review how complaints are managed, improve communication throughout the process and use feedback to strengthen our services.
· Service growth: Review our systems, resources and oversight arrangements to ensure the quality and consistency of services are maintained as we grow.
We recognise that growth must not come at the expense of quality. The results provide valuable learning and will help shape our priorities for 2026/27.
YMCA Cheshire remains committed to continuous improvement, providing safe and well-maintained homes and ensuring residents feel respected, supported and listened to.
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YMCA enables people to develop their full potential in mind, body and spirit. Inspired by, and faithful to, our Christian values,
we create supportive, inclusive and energising communities, where young people can truly belong, contribute and thrive.
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