Appendix A

Recommendations and Actions arising from further TSM review
Updated 1/10/25 and adopted by Housing Landlord Board

Ref

Area/Topic

Summary Recommendation/Action

Assigned to

Due Date

Repairs

Repairs

Repairs

Repairs

Communication/Repairs

Communication/Repairs

Communication/Repairs

Repairs

Engage with tenants to explore further with tenants the dissatisfaction with
competency/quality reviews of external contractors and internal repairs staff
during this years TSM process

Review management of contracts to ensure contractors are paying
compensation to tenants where due

Identify methodology for tenants to be able to 'sign-off'/close repairs to their
satisfaction

Ensure programmed maintenance schedules are updated/amended to reflect
stock condition survey data

Engage with tenants to enhance mechanisms of communication between
tenants, housing service and contractors/maintenance staff

Provide opportunities for more comprehensive issue reporting/repairs
reporting opportunities to tenants.

Work with tenants to co-design a clear and accessible repairs process map,
including multi-trade repairs. Review the current process with contractors and
staff, and promote the final version to all tenants through digital and printed
channels.

Review with tenants the operational target times for repairs

Housing Repairs
Manager / Head of
Housing Investment
and Development

Housing Repairs
Manager / Head of
Housing Investment
and Development

Housing
Transformation
Manager

Housing Repairs
Manager
Housing Repairs
Manager
Housing Repairs
Manager

Tenant Engagement
and Influence Lead

Housing Repairs
Manager

Q1 26/27

Q4 25/26

Q2 26/27

Q4 25/26

Q2 26/27

Q1l26/27

Q2 26/27

Q2 26/27



10

11

12

13

14

15

16

17

Repairs

Damp Condensation &

Mould

Damp Condensation &
Mould

Communication

Communication

Communal Areas

Communal Areas

Tenant Feedback

Tenant Feedback

Analyse stock condition to inform capital programme.

Carry out a detailed analysis of DCM reports to understand which property
types and tenancy types are most affected. Include findings from 6-month
callback checks on closed cases. Use this insight to support and shape Phase 3
of the stock condition survey programme.

That communications are provided to tenants to ensure they have
awareness/ability to report DCM issues

Review/consultation of standard service response times for housing
management

Work with customer contact to establish a mechanism to record greater detail
of repeat tenant contact.

Review SLA on grounds maintenance in consultation with tenants

Review further with tenants the dissatisfaction about communal areas.

Consider introducing local benchmarking alongside national data in future TSM
reporting. Explore partnerships with neighbouring councils for shared metrics.

Deliver a targeted communications campaign to inform tenants that the
contractor will be contacting some tenants to participate in the TSM survey.
The selection of tenants is based on a defined methodology, and therefore the
survey is not open to all tenants.

Housing Service
Insight and
Improvement Lead

Housing Service
Insight and
Improvement Lead

Housing Repairs
Manager

Housing Services
Manager

Housing Repairs
Manager

Tenant Engagement
and Influence Lead/
Housing Services
Manager

Tenant Engagement
and Influence Lead/
Housing Repairs
Manager

Housing Service
Insight and
Improvement Lead

Tenant Engagement
and Influence Lead

Q1l26/27

Q1 26/27

Q4 25/26

Q2 26/27

Q1 26/27

Q1 26/27

Q1 26/27

Q1 26/27

Q1 26/27



18 Tenant Feedback

19 Tenant Feedback

20 Tenant Feedback

Publish the void standard and look into inviting feedback via forums or surveys.

Explore opportunities to provide more local insight including breaking down
results by general needs and sheltered tenants and exploring geographical and

household level breakdown

Tenant Engagement Lead to liaise with Customer Contact to explore attendance
at a future tenant engagement event

Tenant Engagement
and Influence Lead/
Housing Repairs
Manager

Q1 26/27

Housing Service
Insight and Q1 26/27
Improvement Lead

Tenant Engagement

and Influence Lead Q1 26/27



