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TSM Return

30 June
Deadline

Regulator

Compliance > Results
exceptionally positive results may garner scrutiny 

Data collection method 
• Seasonal trends
• Satisfaction differences (phone v online) 

Internal Stakeholders
• How do we improve?
• What activity will most improve tenant satisfaction 
(and TSM scores)?

Beyond Compliance



Understanding and acting on your 
TSM results

June 2024



Hello! 
Jonathan has worked in the housing sector 
for over 20 years helping social housing 
providers improve performance and achieve 
value-for-money. He currently heads up 
Housemark’s data and research division, 
where he has overseen a range of 
high-profile projects such as the review of 
the STAR framework for collecting resident 
feedback and monthly impact monitoring of 
the COVID-19 pandemic.

Jonathan.cox@housemark.co.uk

Jonathan Cox
Director of Data and 
Business Intelligence

mailto:Jonathan.cox@housemark.co.uk


Agenda

• Latest TSM results

• Introducing the Ostrich!

• Learning from the sector



Latest
TSM results



About our 
TSM data

• Final 2023/24 data for 240 landlords

• Headline results launched at Housing 2024

• TSMs not just perception metrics – include 10 
management information indicators

• Mid-year report provided initial insight

• The bigger picture requires wider analysis!



The operating environment



Overall satisfaction (TP01)



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



Contextual variables



Contextual variables



Contextual variables



Methodological variables



Introducing
the Ostrich



The 
Ostrich

Obsessing with

Scores and

Targets

Rather than

Improving

Customer

Happiness



Ostrich 
Behaviours

• Strutting - reporting excellent Customer 
Satisfaction Score (CSAT) in annual reports 
without truly understanding how it was 
achieved.

• Flapping – Panicking when survey results 
come in that are lower than expected.

• Head in sand – Ignoring resident feedback 
that doesn’t fit the narrative and being 
unaware of methodological tricks!



Just a regulatory
requirement? 



Improving: 31% Declining: 69%

Trend over last 12 months



Feedback 
analysis

Customer 
engagement Service redesign Data strategy

Integrated approach to 
feedback

Rolling perception 
surveys

Recruiting CX expertise

Gap analysis

Open-ended questions

Free-text and 
sentiment analysis

Co-design rather than 
consultation

Customer segmentation

Proactive 
communication

Multi-channel approach

Joined-up ‘boots on the 
ground’

Bringing services 
in-house

Smaller patch-sizes

Specialist ASB 
management

Minimising hand-offs

Staff retention – EVP

Cultural change

Integration

Governance

Automated data 
quality reports

Real-time dashboards

Forecasting demand

Tailored approaches

Learning from the best



Housemark.co.u
k

Housemark.co.uk



Improving Tenant Satisfaction
Both TSM scores & outcomes for residents 

Drivers of 
satisfaction

Context & 
Benchmarking

Prioritise 
insight

Design an 
action plan

Delivery & 
Monitoring

% of responses
Very satisfied or fairly satisfied 

Divided by total responses, including 
Neutral, unhappy or very unhappy



Overall satisfaction Keeping properties in 
good repair

Maintaining building 
safety

Respectful and helpful 
engagement 

Effective handling of 
complaints

Responsible 
neighbourhood 
management

Value for money

Understanding Drivers



Automating Driver Analysis 
Wordnerds Theme Bank

Contractor

Repairs

Satisfaction 
with repairs

Satisfaction with 
Building Safety

Home is well 
maintained

Appointment Quality of Work Outcome Perception

Made a mess
Resolved first 

time
Created 

another issue
Cut corners

Problem came 
back





Context: Metadata & Benchmarking
When is an Issue an Issue?



Prioritising Insight
Volume x Sentiment to Regression

Volume

Sentiment

X Damp & Mould 

X Call Wait Times 

X Helpful Staff

Multi-category Issues



“You said, we did” meetingCustomer advisory board

Customer newsletter

Designing an Action Plan
Customer Consultation



Delivery & Monitoring
An Agile Approach to Delivery



How we support HAs with AI
All your verbatim, analysed together

Aggregation Classification Drivers

TSM Improvement Report Ongoing 
Monitoring



Get Your TSM Improvement Report: £5,100+VAT
Book your FREE consultation today



Q&A
Questions in the Chat Please Any Questions?

We’ll send you:

1. Today’s slides
2. Recording of today
3. Cheat Code for VoC Webinar
4. Example TSM report
5. Information about our TSM theme bank
6. Free tickets to Housing 2024: Catch Jonathan & Pete 
on the Resident & Engagement Stage sharing more 
insights on using data to make informed improvements! 

helen@wordnerds.ai pete@wordnerds.ai


