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Equality Impact Assessment 

 
Report title  Tenant Satisfaction Measures2024/2025 
Completed by  Adel Gardner 
Approved by  Sam Dicker 
Date 12/8/2024 

 

The following statements will help you decide whether an EIA is necessary:  

Tick all that apply 
 

Does it affect customers, colleagues or the wider community, and therefore potentially have an effect in terms of equality 
(for example, removing a service, workforce restructure, employment practices) 

 
  

Could it result in a decision being made that would significantly affect how functions and services are delivered (for 
example, reducing a service or introducing a charge for a service) 
 

 
 

Does it relate to a service that previous engagement has identified as being important to people  
 

Does it, or could it in the future, affect different groups of people differently  
 

Does it relate to a policy or service where there is significant potential for reducing inequalities or improving 
Outcomes 

 
 

Have there been, or are there likely to be, any public concerns about the policy or proposal  
 

Does it have an effect on how other organisations operate in terms of equality (i.e. commissioned services)  
 

 

Section 3 Equality impacts 
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Briefly explain what the policy/service/project 
aims to achieve 

The aim of the Tenant Satisfaction survey is to allow tenants to have their say about their home, the 
services they 
receive, and how these could be improved in the future. This survey meets the requirements of The 
Regulator of 
Social Housing’s guidance for tenant satisfaction measures (TSMs). All social landlords are required to 
report 
TSMs annually. In developing the TSMs the RSH were mindful of their duty to comply with the public 
sector equality duty under the Equality Act 2010.  
The regulator has set and defined 22 core performance measures referred to as TSMs. The regulator has 
set related requirements which registered providers will be expected to comply with, which are set out in: 
Tenant Satisfaction Measures: Technical requirements and Tenant Satisfaction Measures: Tenant survey 
requirements. 
 These include but are not limited to: 

a. TSMs must be reported on a registered group basis. 
 
b. All TSMs must be reported for either or both of two stock types: Low-Cost Rental 
Accommodation and Low-Cost Home Ownership. 
 
c. Providers must collect information and report on their performance against the TSMs annually to 
their tenants for their relevant social housing stock. 
 
d. The tenant perception measures (TP01-TP12) must be generated using data from perception 
surveys only. 
 
e. Perception surveys carried out by providers must include the question wording and response 
options as defined by the regulator. 
 
f. Providers that own 1,000 or more relevant social housing homes must carry out tenant 
perception surveys of the relevant tenant population at least annually. Providers that own fewer 
than 1,000 relevant social housing homes (small providers) must carry out perception surveys at 
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least once every two years. 
 
g. Providers must publish a summary of their survey approach used to generate published tenant 
perception measures, alongside their data for the tenant perception measures. 
 
h. Providers must use an appropriate survey collection method considering factors such as likely 
response rate, cost, addressing barriers to participation, tenant profile, and the representativeness 
of responses. 
 

A telephone methodology was chosen to ensure that the survey was as representative as possible without 
weighting, and to maintain comparability with the 2023-24 TSM survey results. It 
 

Have you undertaken consultation or involved 
people who are most likely to be affected or 
interested? 
 
Please include: data or community feedback, 
gaps in data, and how you intend to fill these 
gaps (where possible) 

The majority of surveys are to be carried out by telephone however tenants who expressed a preference 
for postal communication will be provided a paper copy of the survey. The service provides clear 
information about the importance of the surveys and ensuring confidentiality.  

Is there any evidence or research that 
demonstrates why some individuals or groups 
are, or are not, affected 
 

  Not applicable  

 
 

Characteristics  Positive and negative impact 

Sex The tenant census (2023) reported that 56% of residents in our properties are female (compared with 51% in 
South Holland (national census 2021).   
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Positive:   no impact identified  
  
Negative: no impact identified 
 
Any mitigation required: none.  
 

Age The tenant census (2023) reported that the median age for tenants is 63 (52 in the national census for 
South Holland, 2021).  The average age profile of residents in our properties is 48 (46 in the national 
census for South Holland, 2021). 

A large majority of 50-64 year olds (88%) and 65-74 year olds (75%) in England use the internet every day 
or almost every day, compared to under half (46%) of those aged 75+. Others use it less often, but 
among those aged 75+ more than two out of five (42%) do not use the internet. (Age UK briefing paper 
2021). In South Holland 11.3% of residents are aged 75+.  
  
Age UK found that of the online activities carried out by people aged 75+ in England who were using only 
services, only one in four used the internet to find information on government services.   
 
Positive: Telephone surveys can be more accessible for older tenants who may not be as comfortable 
with digital technology. Older tenants may be more likely to respond to telephone surveys compared to 
online surveys, leading to a higher response rate at the first point of contact.  
Negative: none.  
 
Any mitigation required: The survey is carried out offline to not disadvantage anyone considered 
digitally challenged.  
 

https://www.ageuk.org.uk/siteassets/documents/reports-and-publications/reports-and-briefings/active-communities/digital-inclusion-in-the-pandemic-final-march-2021.pdf
https://www.ageuk.org.uk/siteassets/documents/reports-and-publications/reports-and-briefings/active-communities/digital-inclusion-in-the-pandemic-final-march-2021.pdf
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Disability The tenant census (2023) reported that 51% of tenants have a limiting disability and 40% of residents have 
a limiting disability, compared with 41% and 19% for South Holland respectively (national census 2021). 
Further to this, the tenant census recorded the type of disability: 

 

Type of disability 
 

Tenant 
census (%) 

Number of 
tenants  

Mobility issues  42 558 

Mental health issues (incl anxiety & depression) 30 398 

Stamina or breathing or fatigue conditions 29 385 

Other significant medical condition 23 305 

Dexterity (e.g. lifting or carrying objects or using a keyboard) 19 252 

Hearing impairment 15 199 

Memory issues 14 186 

Visual impairment 9 119 

Social or behavioural condition (e.g. ADHD or ASD) 8 106 

Mobility issues (temporary) 7 93 

Learning impairment 6 80 

Speech impairment 3 40 

 
In the Housing Ombudsman report on Attitudes, Rights and Respect, 58% of respondents considered 
themselves to have a disability, and 68% of those said their landlord had made reasonable adjustments 
for them, despite being asked.  Many respondents referred specifically to the lack of aids and 
adaptations in their home, reflecting the EHS findings that over half of housing association tenants lack 
the adaptations they need.  
 
Independent living officers have become aware of issues whereby tenants with disabilities such as visual 
impairment or hearing impairment are facing barriers when trying to access our services.  
 
Positive: Enhanced accessibility conducting the survey via telephone can be more accessible for tenants 
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with various disabilities including visual impairments, who may find it challenging to complete online or 
paper surveys.  
 
Negative: none identified  
 
Any mitigation required: none.  

 
Race The tenant census (2023) reported that 8% of tenants are from BAME ethnic group consisting of 6.4% 

Other White (2.5% Polish, 1.4% Lithuanian, 1% Portuguese and Latvian).  The 2021 census reported 9% 
BAME for South Holland, with 6.7% (4% Poland, 2.6% Lithuania and 1.5% Romania).   

In 2021, 0.6% of South Holland residents identified their ethnic group within the "Other" category 
("Arab" or "Any other ethnic group"), up from 0.1% in 2011. 

 
Positive: none identified.   
 
Negative: Language barriers could pose a challenge if not addressed.  
 
Any mitigation required: Use professional translation services if requested by the tenants.  
 
 

Religion or belief We do not record data around religion or belief, however the National census reported 33% of South Holland 
residents reporting to have ‘no religion; followed by 58.9% as Christian.   
 
Positive: none identified.  
  
Negative: none identified. 
 
Any mitigation required: none.  
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Sexual orientation The tenant census (2023) reported that 1.7% of tenants who identify as LGBTQ+ sexual orientation, compared 
with 2.8% in South Holland (National Census 2021).  
 
Positive: none identified.  
  
Negative: none identified. 
 
Any mitigation required: none.  
 

Gender reassignment We do not collate data regarding gender reassignment.   
 
Positive: none identified.  
  
Negative: none identified. 
 
Any mitigation required: none.  
 

Pregnancy, maternity and paternity We do not collate data regarding pregnancy, maternity and paternity.   
 
Positive: none identified.  
  
Negative: none identified. 
 
Any mitigation required: none.  
 

Marriage and civil partnership The South Holland census recorded 49.2% of residents married or in a civil partnership.  
  
  Note this is a protected characteristic in employment only.  
 

Positive: none identified.  



8 | P a g e 

   

 

 

  
Negative: none identified. 
 
Any mitigation required: none.  
 

Rural isolation • South Holland is a rural area spanning 74,238 hectares, with limited access to public transport.    
 
Positive:  None identified 
Negative: None identified 
Any mitigation required: None identified 
 

Socio-economic factors The overall income deprivation score for South Holland is 10.3%. Exploring local income deprivation 
(ons.gov.uk)  Of the 316 local authorities in England (excluding the Isles of Scilly), South Holland is 
ranked 174th most income-deprived.  Sutton Bridge is among the 20% of most income-deprived 
neighbourhoods in England.   
 

Positive: Telephone surveys can reach tenants who may not have reliable internet access which could 
be as a result of socio-economic factors.  
 
Negative:  none identified.  
  
Any mitigation required:  none.   

Additional category: 
Carers  
 

We do not hold data around tenants with caring responsibilities.  The national census reported that 
4.25% of South Holland residents (aged 5 years and older) provided up to 19 hours unpaid care each 
week (2021).  In 2021, just under 1 in 50 people (1.9%) reported providing between 20 and 49 hours of 
unpaid care each week.  Census 2021 was undertaken during the coronavirus (COVID-19) pandemic. This 
may have influenced how people perceived and managed their provision of unpaid care, and therefore 
may have affected how people chose to respond. 

 
Positive: none identified.  

https://www.ons.gov.uk/visualisations/dvc1371/#/E07000140
https://www.ons.gov.uk/visualisations/dvc1371/#/E07000140


9 | P a g e 

   

 

 

  
Negative: none identified. 
 
Any mitigation required: none.  
 

Additional category: 
Domestic abuse and ASB victims  
 

Our Tenant Satisfaction Measure figures reported 111 anti social behaviour cases during 23/24, with 2 relating to 
hate crime.  50% of residents surveyed reported being satisfied with our approach to handling complaints of ASB.  

The Crime Survey for England and Wales estimated that 2.1 million people aged 16 years and over (1.4 
million women and 751,000 men) experienced domestic abuse in the year ending March 2023.  During 
2023/24, 17 households were housed in social housing following fleeing domestic abuse.   

 
Positive: none identified.  
  
Negative: none identified. 
 
Any mitigation required: none.  
 

Overall, if there is a potential adverse impact 
after the mitigation, please state why and 
whether this is justifiable. 

 None identified.  

How will you monitor this to ensure there is no 
adverse effect in the future? 

Conduct an annual Equality Impact Assessment for the survey approach.  

Outcome of EIA: Continue with telephone surveys as the primary method for collection.  

 
*ends* 


