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Benchmarking Analysis

Understanding the Data

The Dataset

This analysis compares
performance themes across
aggregated and anonymised
data from 18 English
Housing Associations for the
2024/25 period.

Categorisation

Themes were automatically
generated using Al-driven,
proprietary methodologies

on the Wordnerds platform.

No data was analysed using
LLMs like Copilot or
ChatGPT. We are happy to
explain our approach in
more detail if you wish.
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TSM Framework

In total, 135 themes were
trained across the six TSM
categories as well as Value
for Money and Effort.

Raw Data (Aggregated)

Is available here for those
who wish to see it.



https://docs.google.com/spreadsheets/d/1PJeh-XtKOfqgCngtbbAW0gwAz1BULKhFiUwIPXhPAwM/edit?gid=996334042#gid=996334042

Benchmarking Analysis
Understanding Candlestick Charts

How to Read the Graphs
High
e The Top of the Whisker:
Represents the Highest %
Volume (the ceiling of the
current market).
e The Top of the Box:
Represents the Average %
Volume (the benchmark).
 The Bottom of the
Box/Whisker: The Lowest %
Volume (the floor).

Average

Low
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The data highlights volume
and sentiment spread— the
difference between the
highest-pertforming peers,
the lowest, and the mean.

The "height" of the boxes
and whiskers identifies
themes with high volatility
(large gaps between peers)
versus those with consistent
performance cross-sector.



Key Takeaways

Headline Reflections

We will be sharing some
thematic analysis of specific
topics over the next few
weeks, but initial headlines
are as follows:

 Sentiment around
complaints has improved
considerably, especially
with regard to “agent
handling”.

e Sentiment and volume
around “Show Empathy and
Understanding” both
increased. Empathy now
has the highest sentiment
of any issue (71.82).

e Customers were more
willing to discuss emotional
reaction to issues than in the
previous year. Emotional

effort (13.12%) was one of the

biggest risers.
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Contractors seem to be
connecting better with
customers. “Contractor
Behaviour” increased
markedly in sentiment.

* “Quick response” had the
closest connection to
higher TSM scores, so the
slight decrease in volume
should be monitored.



1. Maintenance & Repairs: Volume
Time to repair shows most volatility, contractors & operatives improved most

% Volume of Total Mentions

Multiple Repair Visits
Operative

Quality of Repair
Repair Actioned Q...
Long Time to Repair
Repairs

Repair Only Temp...
Contractor Says...
No Show
Appointment Follo...
Contractor Behawvi...
Making an Appoint...
Appointment - Ava...
Taking Time Off
Appointment itself
Incomplete Repairs
Problem is getting...
Damage to Property
Replacement
Modernisation/Old...
Estimate/Quote
Accessible Home
Surveyor
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1. Maintenance & Repairs: Sentiment
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Contractors are an asset, customer expectation on speed is rising

Multiple Repair Visits
Operative

Quality of Repair
Repair Actioned Q...
Long Time to Repair
Repairs

Repair Only Temp...
Contractor Says...
No Show
Appointment Follo...
Contractor Behawvi...
Making an Appoint...
Appointment - Ava...
Taking Time Off
Appointment itself
Incomplete Repairs
Problem is getting...
Damage to Property
Replacement
Modernisation/Old...
Estimate/Quote
Accessible Home
Surveyor
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2. Safety: Volume

Damp & Mould biggest issue, and getting bigger

% Volume of Total Mentions

Gas safety checks
Fire safety checks
Asbestos

Water safety

Lift safety

Causing or exacer...
Damp & mould
Building security

Health & Safety

Pests

Carbon monoxide
Injuries
Fire/smoke alarms
Hygiene

Safe Home
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2. Safety: Sentiment

Customers worry about hygiene more than they used to

Gas safety checks
Fire safety checks
Asbestos

Water safety

Lift safety

Causing or exacer...
Damp & mould

Building security

Health & Safety

Pests

Carbon monoxide
Injuries
Fire/smoke alarms
Hygiene

Safe Home

-15.00

{=}wordnerds

-Housemark

Sentiment/100

Sentiment Change 2024 to 2025



3. Communication & Engagement: Volume
Empathy is most appreciated, and mentioned more this year

% Volume of Total Mentions

Accessible

No Call Back
Reporting a Query
Staff Knowledgeable
Reliable - take
Unreliable - don't
Digital Navigation
Good Customer

Had To Chase

Kept Informed

No Response

Staff Helpful/Positive
Given Conflicting
Staff Show

Feel Heard/Listened
Feel Ignored/Not
Call Wait Times
Quick Response
Ownership
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3. Communication & Engagement: Sentiment
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Empathy has biggest range of sentiment, showing danger when it's missing

Accessible Inform...
No Call Back
Reporting a Query
Staff Knowledgeable
Reliable - take acti...
Unreliable - don't t...
Digital Navigation
Good Customer S...
Had To Chase

Kept Informed

No Response

Staff Helpful/Positive
Given Conflicting |...
Staff Show Empat...
Feel Heard/Listen...
Feel Ignored/Not L...
Call Wait Times
Quick Response
Ownership
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4. Complaint Handling: Volume

Agent handling has improved, but customers feel they're waiting longer

% Volume of Total Mentions

Complaints
Escalate: Legal ac...
Escalate-MP or co...
Escalate: Ombuds...
Escalate: Press, m...

Stage 1

Stage 2

Escalate: general
Complaint closed
Complaint re-opened
Complaints: no res...
Compensation & s...
Reputational Risk
Records Kept
Resolution
Complaints handle...
Agent Handling

Long wait for resol...
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4. Complaint Handling: Sentiment

Getting complaint closure feels like it's getting harder

Complaints
Escalate: Legal ac...
Escalate-MP or co...
Escalate: Ombuds...
Escalate: Press, m...

Stage 1

Stage 2

Escalate: general
Complaint closed
Complaint re-opened
Complaints: no res...
Compensation & s...
Reputational Risk
Records Kept
Resolution
Complaints handle...
Agent Handling

Long wait for resol...

-20.00
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5. Estates & Neighbourhood Management: Volume
Major issues with trees & hedges, litter & fly-tipping biggest increase

% Volume of Total Mentions

ASB - Crime

ASB - Drugs

ASB - Harrassment
ASB - Vandalism
Bins
Building/External...
Car Parking/Garag...
Communal Cleaning
Community

Estates & Neighbo...
Fences

Grass & Weeds

Grounds Maintena...
Lifts

Litter/Fly Tipping
Parcels and Post
Pavements

Racism

Rats/Pests

Security & Concier...
Stairways

Trees & Hedges
Visibility of Landlord
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5. Estates & Neighbourhood Management: Sentiment
Car parking has lowest sentiment; biggest decrease for ASB is vandalism

ASB - Crime

ASB - Drugs
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Car Parking/Garag...
Communal Cleaning
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A. Financial: Volume
Rent is becoming a more prominent issue

% Volume of Total Mentions

Cost of Living
Direct

Energy Costs/Bills
Financial, General
Pay Online
Refunds

Rent

Rent Increase
Rent Decrease
Rent to Buy
Service Charge
Sinking Fund

Fair and Clear
Energy Efficiency
Benefits

Council tax

Value for Money
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A. Financial: Sentiment
Increase in negativity around rent to buy

Sentiment/100

Cost of Living
Direct

Energy Costs/Bills
Financial, General
Pay Online
Refunds

Rent

Rent Increase
Rent Decrease

Rent to Buy

Service Charge
Fair and Clear
Energy Efficiency
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Value for Money
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B. Effort: Volume

Customers discuss emotional effort more often this year

Cognitive Effort

Emotional Effort

Physical Effort

Time Based Effort

Cognitive Effort Emotional Effort Physical Effort Time Based Effort

% Volume of Total Mentions Volume change 2024 to 2025 (%)
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B. Effort: Sentiment

Emotional effort the most negative kind, but time-based is getting worse

Cognitive Effort

Emotional Effort
i - Physical Effort

Time Based Effort

Cognitive Effort Emotional Effort Physical Effort Time Based Effort -1.50

Sentiment/100 Sentiment Change 2024 to 2025
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Want to see where you sit?
Get your own TSM benchmark report

Register below ®

Our resident housing expert, Saz, will
be in touch

Register your interest



http://wordnerds.ai/register-your-interest
http://wordnerds.ai/register-your-interest
http://wordnerds.ai/register-your-interest

