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Executive Summary 
 
London Borough of Havering commissioned Housemark to carry out a Tenant Satisfaction 
Measures (TSMs) survey based on 600 respondents during 2023/24. This report presents 
findings based on those responses in line with the regulatory Tenant Satisfaction Measures 
(TSMs) and the Market Research Society Code of Conduct. 
 
The following key points can be noted: 
 

• Overall satisfaction (TP01): This measure is often used as the main headline 
measure of service performance. In the survey, the London Borough of Havering 
achieved a score of 63.8%. 

 

• Highest scoring TSMs: The top scoring Tenant Satisfaction Measures were 
identified as: 

 

I. TP08: 77.3% - Proportion of respondents who report that they are satisfied with 
being treated fairly and with respect.  

II. TP05: 77.1% - Proportion of respondents who report that they are satisfied that 
their home is safe.  

III. TP04: 66.2% - Proportion of respondents who report that they are satisfied their 
home is well maintained.  

 

• Lowest scoring TSMs / high dissatisfaction: TP09: 24.6% - Proportion of 
residents that are satisfied with the approach to complaint handling. 

 

• Benchmarking: When benchmarking overall satisfaction, this suggests an 8.5% 
negative difference in overall satisfaction between the London Borough of Havering 
and the mid-term 23/24 median score. 

 

• Identifying what drives overall satisfaction: Based on the results, the top three 
service areas driving satisfaction in the London Borough of Havering are listening to 
views and acting upon them (TP06), having a home that is well maintained (TP04), 
and treating tenants fairly and with respect (TP08). 

 
Conclusions: Based on findings for the London Borough of Havering TSM survey, this 
report suggests that whilst there are elements which will be encouraging (e.g. treating 
tenants fairly and with respect), there is room for improvement. Focussing upon the key 
satisfaction drivers will help increase satisfaction for the majority of tenants over time, whilst 
consideration should also be given to areas of low satisfaction (specifically complaint 
handling). 
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1. Summary of TSM Perception Survey Results 
 
Figure 1: Summary of TSM satisfaction results (n=600) 

Measure TSM scores 

TP01: Proportion of respondents who report that they are satisfied 
with the overall service from London Borough of Havering.  63.8% 

TP02: Proportion of respondents who report that they are satisfied 
with the overall repairs service from London Borough of Havering 
over the last 12 months 

64.2% 

TP03: Proportion of respondents who report that they are satisfied 
with the time taken to complete their most recent repair after they 
reported it 

63.2% 

TP04: Proportion of respondents who report that they are satisfied 
that London Borough of Havering provides a home that is well 
maintained 

66.2% 

TP05: Proportion of respondents who, when thinking about the 
condition of their property or the building they live in, report that 
they are satisfied that London Borough of Havering provides a 
home that is safe 

77.1% 

TP06: Proportion of respondents who report that they are satisfied 
with London Borough of Havering listening to their views and acting 
upon them 

58.6% 

TP07: Proportion of respondents who report that they are satisfied 
with London Borough of Havering keeping them informed about 
things that matter to them 

59.4% 

TP08: Proportion of respondents who report that they agree with 
the statement: “London Borough of Havering treats me fairly and 
with respect" 

77.3% 

TP09: Proportion of respondents who report that they are satisfied 
with London Borough of Havering’s approach to complaints 
handling 

24.6% 

TP10: Proportion of respondents who report that they are satisfied 
London Borough of Havering keeps communal areas clean and 
well maintained 

65.5% 

TP11: Proportion of respondents who report that they are satisfied 
London Borough of Havering make a positive contribution to their 
neighbourhood 

50.0% 

TP12: Proportion of respondents who report that they are satisfied 
with London Borough of Havering’s approach to handling anti-
social behaviour 

51.3% 
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2. Overview of the survey approach and representativeness 
 
An overview of the survey approach is outlined in Figure 2 below, whilst the 
representativeness of the survey is shown over the page. 
 
Figure 2: Overview of the survey approach 

Feedback services provider (collecting, 
generating, and validating the reported 
perception measures) 

Independent Research Company: 
 
Service Insights Ltd 

Survey fieldwork date January 2024 (for 2023/24) 

Total surveyable population 7931 

Total sample size achieved (total 
number of responses) 600 

Statistical confidence required and 
achieved 

±4% is required overall for 2023/24. This report 
achieved ±3.85%. 

Reasons for any failure to meet the 
required sample size Not applicable 

Collection method 100% telephone surveys 

Type and amount of any incentives 
offered None 

Sampling method Randomised sample through MS Excel 
randomisation. 

Number of tenant households within the 
relevant population that have not been 
included in the sample 

N/A 

Summary of representativeness of the 
sample against the relevant tenant 
population 

As the tenant survey responses were 
considered to be representative of the wider 
tenant population, weighting was not required 
(Figures 3 to 7). 

Any weighting applied Weighting was not required for this report. 

Questions asked 

12 regulatory TSM questions 
 
5 additional questions, including one open/free 
text response. 

Any other methodological issues likely 
to have a material impact on the tenant 
perception measures reported 

None 
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Figure 3: Representativeness by age 

 
 
Figure 4: Representativeness by ethnicity  

 
 
Figure 5: Representativeness by Ward 
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Figure 6: Representativeness by property type 

 
 
Figure 7: Representativeness by number of bedrooms 

 
  



London Borough of Havering Tenant Satisfaction Measures Survey Report 2023/24 

9 
 

3. Results 
 
NOTE: This report presents detailed scores to one decimal place. Please note that 
percentage scores may not always add up to 100%. For example, three equal responses 
would give percentages of 33.3% each, giving 99.9%. 
 
3.1. Overall satisfaction [TP01] 
 
Overall satisfaction is often seen as the key measure of service performance, as perceived 
by residents in receipt of services provided. Residents were asked, “Taking everything into 
account, how satisfied or dissatisfied are you with the housing services provided by London 
Borough of Havering?”. Figures 8 and 9 show that a total of 63.8% (383 respondents) 
were satisfied, compared to a total of 17.0% (102 respondents) who were dissatisfied, and 
a further 19.2% (115 respondents) who were neither satisfied nor dissatisfied.  
 
Additionally, sub-group analysis for overall satisfaction can be seen in Appendix 1 at the end 
of the report.  
 
Figure 8: Overall satisfaction (n=600) 

 
 
Figure 9: Individual response categories (n=600) 
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3.2. Satisfaction with repairs [TP02] 
 
Residents were asked, “Has London Borough of Havering carried out a repair to your home 
in the last 12 months?”. A total of 64.8% (386 respondents) stated ‘Yes’ compared to 35.2% 
(210 respondents) who stated ‘No’. 
 
Those who stated ‘Yes’ were then asked, “How satisfied or dissatisfied are you with the 
overall repairs service from London Borough of Havering over the last 12 months?”. Figures 
10 and 11 show that a total of 64.2% (246 respondents) were satisfied, compared to a 
total of 22.5% (86 respondents) dissatisfied, and a further 13.3% (51 respondents) who were 
neither satisfied nor dissatisfied. 
 
Figure 10: Satisfaction with the repairs service received in the last 12 months (n=383) 

 
 
 
Figure 11: Individual response categories (n=383) 
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3.3. Satisfaction with the time taken to complete the most recent repair [TP03] 
 
Of those residents who previously stated they had a repair carried out to their home in the 
last 12 months, residents were then asked, “How satisfied or dissatisfied are you with the 
time taken to complete your most recent repair after you reported it?”. 
 
Figures 12 and 13 show that a total of 63.2% (242 respondents) were satisfied, compared 
to a total of 25.6% (98 respondents) dissatisfied, and a further 11.2% (43 respondents) who 
were neither satisfied nor dissatisfied. 
 
Figure 12: Satisfaction with the time taken to complete the most recent repair (n=383) 

 
 
 
Figure 13: Individual response categories (n=383) 
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3.4. Satisfaction with the home being well maintained [TP04] 
 
Residents were asked, “How satisfied or dissatisfied are you that London Borough of 
Havering provides a home that is well maintained?”. 
 
Figures 14 and 15 show that a total of 66.2% (390 respondents) were satisfied, compared 
to 19.5% (115 respondents) dissatisfied, and a further 14.3% (84 respondents) who were 
neither satisfied nor dissatisfied. 
 
Figure 14: Satisfaction that the home is well maintained (n=589) 

 
 
 
Figure 15: Individual response categories (n=589) 
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3.5. Satisfaction with the safety of the home [TP05] 
 
Residents were asked, “Thinking about the condition of the property or building you live in, 
how satisfied or dissatisfied are you that the London Borough of Havering provides a home 
that is safe?”. 
 
Figures 16 and 17 show that a total of 77.1% (449 respondents) were satisfied, compared 
to a total of 14.1% (82 respondents) dissatisfied, and a further 8.8% (51 respondents) who 
were neither satisfied nor dissatisfied. 
 
Figure 16: Satisfaction with the safety of the home (n=582) 

 
 
 
Figure 17: Individual response categories (n=582) 
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3.6. Satisfaction with listening to tenant views and acting upon them [TP06] 
 
Residents were asked, “How satisfied or dissatisfied are you that London Borough of 
Havering listens to your views and acts upon them?”. 
 
Figure 18 and 19 show that a total of 58.6% (318 respondents) were satisfied, compared 
to 24.1% (131 respondents) dissatisfied, and a further 17.3% (94 respondents) who were 
neither satisfied nor dissatisfied. 
 
Figure 18: Satisfaction with listening to tenant views and acting upon them (n=543) 

 
 
 
Figure 19: Individual response categories (n=543) 
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3.7. Satisfaction with keeping residents informed about things that matter to them 
[TP07] 
 
Residents were asked, “How satisfied or dissatisfied are you that London Borough of 
Havering service keeps you informed about things that matter to you?”. 
 
Figures 20 and 21 show that a total of 59.4% (335 respondents) were satisfied, compared 
to a total of 24.1% (136 respondents) dissatisfied, and a further 16.5% (93 respondents) who 
were neither satisfied nor dissatisfied. 
 
Figure 20: Satisfaction with keeping residents informed about things that matter to them (n=564) 

 
 
 
Figure 21: Individual response categories (n=564) 
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3.8. Agreement that the landlord treats residents fairly and with respect [TP08] 
 
Residents were asked, “To what extent do you agree or disagree with the following: “London 
Borough of Havering treats me fairly and with respect?”. 
 
Figures 22 and 23 show that a total of 77.3% (439 respondents) agreed, compared to a 
total of 11.6% (66 respondents) who disagreed, and a further 11.1% (63 respondents) who 
neither agreed nor disagreed. 
 
Figure 22: Agreement that the landlord treats residents fairly and with respect (n=568) 

 
 
 
Figure 23: Individual response categories (n=568) 

  



London Borough of Havering Tenant Satisfaction Measures Survey Report 2023/24 

17 
 

3.9. Satisfaction with the landlord’s approach to handling complaints [TP09] 
 
Residents were asked, “Have you made a complaint to London Borough of Havering in the 
last 12 months?”. A total of 23.7% (142 respondents) stated ‘Yes’ compared to 74.3% (446 
respondents) who stated ‘No’ (a further 2.0% did not answer this question). 
 
Those who stated ‘Yes’ were then asked, “How satisfied or dissatisfied are you with London 
Borough of Havering's approach to complaints handling?”.  
 
Figures 24 and 25 show that a total of 24.6% (34 respondents) were satisfied, compared 
to a total of 63.0% (87 respondents) dissatisfied, and a further 12.3% (17 respondents) who 
were neither satisfied nor dissatisfied. 
 
Figure 24: Satisfaction with the landlord’s approach to handling complaints (n=138) 

 
 
 
Figure 25: Individual response categories (n=138) 
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3.10. Satisfaction that the landlord keeps communal areas clean and well 
maintained [TP10] 
 
Residents were asked, “Do you live in a building with communal areas, either inside or 
outside, that the London Borough of Havering is responsible for maintaining?”. A total of 
46.8% (281 respondents) stated ‘Yes’ compared to 48.5% (291 respondents) who stated 
‘No’. a further 4.7% (28 respondents) stated they did not know. 
 
Those who stated ‘Yes’ were then asked, “How satisfied or dissatisfied are you that London 
Borough of Havering keeps these communal areas clean and well maintained?”.  
 
Figures 26 and 27 show that a total of 65.5% (184 respondents) were satisfied, compared 
to a total of 20.6% (58 respondents) dissatisfied, and a further 13.9% (39 respondents) who 
were neither satisfied nor dissatisfied. 
 
Figure 26: Satisfaction that the landlord keeps communal areas clean and well maintained (n=281) 

 
 
 
Figure 27: Individual response categories (n=281) 
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3.11. Satisfaction that the landlord makes a positive contribution to neighbourhoods 
[TP11] 
 
Residents were asked, “How satisfied or dissatisfied are you that London Borough of 
Havering make a positive contribution to your neighbourhood?”. 
 
Figures 28 and 29 show that a total of 50.0% (261 respondents) were satisfied, compared 
to a total of 17.4% (91 respondents) dissatisfied, and a further 32.6% (170 respondents) who 
were neither satisfied nor dissatisfied. 
 
Figure 28: Satisfaction that the landlord makes a positive contribution to neighbourhoods (n=522) 

 
 
 
Figure 29: Individual response categories (n=522) 
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3.12. Satisfaction with the landlord’s approach to handling anti-social behaviour 
[TP12] 
 
Residents were asked, “How satisfied or dissatisfied are you with London Borough of 
Havering’s approach to handling anti-social behaviour?”. 
 
Figures 30 and 31 show that a total of 51.3% (154 respondents) were satisfied, compared 
to a total of 34.3% (103 respondents) dissatisfied, and a further 14.3% (43 respondents) who 
were neither satisfied nor dissatisfied. 
 
Figure 30: Satisfaction with the landlord’s approach to handling anti-social behaviour (n=300) 

 

 
 
Figure 31: Individual response categories (n=300) 
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4. Further Analysis 
 
4.1. Key driver analysis of TSMs 
 
Customer satisfaction can provide great insight into residents’ perspectives and their 
experiences with services. Key driver analysis takes this insight a step further by exploring 
the relationships between different aspects of service to better understand what most 
influences overall customer satisfaction. 
 
When exploring the question of ‘what influences overall satisfaction?’ this can be achieved 
by undertaking a correlation analysis (known as a Pearson’s r) of the relationship between 
overall satisfaction and each of the other core variables in the survey. The correlation will 
determine a value between +1 and -1, whereby the closer to +1 or -1 the value is, the larger 
the actual relationship or effect is (positively or negatively). 
 
In statistics, it is generally accepted that the following scale can be used to estimate the 
effect size: 
 
   If r =+/- .5 it has a large effect 
   If r = +/- .3 it has a medium effect 
   If r = +/- .1 it has a small effect 
 
When looking at the key driver results for the London Borough of Havering (Figure 32, seen 
over the page), it is firstly worth noting that all the items demonstrate a positive influence on 
overall satisfaction. 
 
Secondly, when considering the three highest ranking TSM items (i.e. those services or 
elements of service which reflect the greatest influence on overall satisfaction), this identifies 
listening to views and acting upon them (TP06), having a home that is well maintained 
(TP04), and treating tenants fairly and with respect (TP08). Investing time and energy in 
these areas of service will help drive overall satisfaction for the majority of residents. 
 
Thirdly and finally, whilst complaint handling (TP09) achieved a low satisfaction score, 
Figure 32 suggests that complaints handling is relatively speaking not a strong driver of 
overall satisfaction compared to other factors. Despite this, complaint handling should still be 
considered as an essential element of any service offer due to the importance of quickly 
resolving service failures for residents whilst presenting opportunities to integrate longer 
term learning for the organisation.  
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Figure 32: Key driver analysis 
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4.2. Benchmarking 
 
Benchmarking provides additional insight and context for how service performance 
compares to similar organisations. For the purpose of this report, London Borough of 
Havering scores have been benchmarked against the most recent TSM survey data 
available (Figure 33). This indicates an 8.5% negative difference in Overall Satisfaction 
(TP01) between the London Borough of Havering (63.8%) and the mid-year TSM score 
(72.3%). Other scores can be noted accordingly. 
 
 
Figure 33: London Borough of Havering TSM scores benchmarked against 2023 median scores 

 
 
Please note that benchmarking was unavailable for the additional questions 
 
 
When considering overall satisfaction over time, it can be seen that scores have been 
tracking downward over the last five years (Figure 34). Although there are a number of 
factors that may have influenced this downward trend (Covid, economic downturn, cost of 
living and energy crisis, etc…), fundamentally landlords are failing to consistently meet the 
needs of tenants driving overall perceptions of dissatisfaction. 
 
Figure 34: Median overall satisfaction since 2018/19 

 
 

 
 
 
 
 
 
 
Finally for this section, consideration can be given to different landlord types (Figure 35), and 
the comparison against local authorities (68.7%). 
 
Figure 35: Median overall satisfaction by landlord type 
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4.3.  Additional Questions: Repairs 
 
Tenants who had indicated they had had a repair completed on their home, in addition to 
TP02 and TP03, were asked to score satisfaction across five additional factors. 
 
4.3.1. Satisfaction with the information provided about when work would be carried out 
 
Residents were asked, “How satisfied or dissatisfied are you with the information provided 
about when work would be carried out?”. 
 
Figures 36 and 37 show that a total of 70.9% (249 respondents) were satisfied, compared 
to a total of 19.7% (69 respondents) dissatisfied, and a further 9.4% (33 respondents) who 
were neither satisfied nor dissatisfied. 
 
Figure 36: Satisfaction with the information provided about when the work would be carried out (n=351) 

 
 
 
Figure 37: Individual response categories (n=351) 
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4.3.2. Satisfaction with the time taken to complete the work  
 
Residents were asked, “How satisfied or dissatisfied are you with the time taken to complete 
the work?”. 
 
Figures 38 and 39 show that a total of 69.1% (242 respondents) were satisfied, compared 
to a total of 21.7% (76 respondents) dissatisfied, and a further 9.1% (32 respondents) who 
were neither satisfied nor dissatisfied. 
 
Figure 38: Satisfaction with the time taken to complete the work (n=350) 

 
 
 
Figure 39: Individual response categories (n=350) 
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4.3.3. Satisfaction with the overall quality of the work  
 
Residents were asked, “How satisfied or dissatisfied are you with the overall quality of the 
work?”. 
 
Figures 40 and 41 show that a total of 73.0% (254 respondents) were satisfied, compared 
to a total of 19.5% (68 respondents) dissatisfied, and a further 7.5% (26 respondents) who 
were neither satisfied nor dissatisfied. 
 
Figure 40: Satisfaction with the overall quality of the work (n=348) 

 
 
 
Figure 41: Individual response categories (n=348) 
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4.3.4. Satisfaction with keeping dirt and mess to a minimum  
 
Residents were asked, “How satisfied or dissatisfied are you with dirt and mess to a 
minimum?”. 
 
Figures 42 and 43 show that a total of 84.2% (293 respondents) were satisfied, compared 
to a total of 8.9% (31 respondents) dissatisfied, and a further 6.9% (24 respondents) who 
were neither satisfied nor dissatisfied. 
 
Figure 42: Satisfaction with keeping dirt and mess to a minimum (n=348) 

 
 
 
Figure 43: Individual response categories (n=348) 
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4.3.5. Satisfaction with the operative's attitude  
 
Residents were asked, “How satisfied or dissatisfied are you with the operative's attitude?”. 
 
Figures 44 and 45 show that a total of 84.6% (297 respondents) were satisfied, compared 
to a total of 9.4% (33 respondents) dissatisfied, and a further 6.0% (21 respondents) who 
were neither satisfied nor dissatisfied. 
 
Figure 44: Satisfaction with the operative’s attitude (n=351) 

 
 
 
Figure 45: Individual response categories (n=351) 

 
 
 
4.4. Additional Question: Awareness of reporting damp and mould 
 
Tenants were asked, “Do you know where to report any issues with Damp & Mould in your 
home?”. A total of 588 provided an answer, from which 81.9% (480 respondents) stated 
‘Yes’, compared to 11.7% (69 respondents) who stated ‘No’, whilst a further 6.6% (39 
respondents) stated they did not know. 
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5. Conclusions 
 
This report presents findings based on 600 responses. 
 
Particular aspects to note include the following: 
 

• Overall satisfaction (TP01): This measure is often used as the main headline 
measure of service performance. In the survey, the London Borough of 
Havering achieved a score of 63.8%. 

 
• Highest scoring TSMs: The top scoring Tenant Satisfaction Measures were 

identified as: 
 

I. TP08: 77.3% - Proportion of respondents who report that they are satisfied 
with being treated fairly and with respect.  

II. TP05: 77.1% - Proportion of respondents who report that they are satisfied 
that their home is safe. 

III. TP04: 66.2% - Proportion of respondents who report that they are satisfied 
their home is well maintained. 
 

• Lowest scoring TSMs / high dissatisfaction: One area reflecting particularly low 
satisfaction was complaint handling (24.6%).  

 
• Benchmarking: When benchmarking against the mid-term 23/24 TSM score 

(72.3%), this suggests an 8.5% negative difference in overall satisfaction for the 
London Borough of Havering. 

 
• Identifying what drives overall satisfaction: Based on the results, the top three 

service areas driving satisfaction in the London borough of Havering are listening to 
views and acting upon them (TP06), having a home that is well maintained (TP04), 
and treating tenants fairly and with respect (TP08). 

 
Based on all the findings in this report, it can be concluded that there is clearly room for 
improvement. Focussing upon the key satisfaction drivers will help increase satisfaction for 
the majority of residents over time, whilst consideration should also be given to areas of low 
satisfaction. 
 
A top priority for the London Borough of Havering should be the development of a clear 
action plan based on these findings, and the impact of actions taken should be assessed 
over time. 
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Appendix 1: Sub-group analysis of overall satisfaction [TP01] 
 
This section presents additional analysis of overall satisfaction by age, ethnicity, ward, 
property type and number of bedrooms (Figures 46 to 50). 
 
Note: Some categories below reflect very low response numbers and therefore can only be considered as for 
information only 
 
Appendix 1.1. Overall satisfaction by age 
 
Figure 46: Overall satisfaction by age 

 
 
Appendix 1.2. Overall satisfaction by ethnicity 
 
Figure 47: Overall satisfaction by ethnicity 

 
 
Appendix 1.3. Overall satisfaction by Ward 
 
Figure 48: Overall satisfaction by Ward 
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Appendix 1.4. Overall satisfaction by property type 
 
Figure 49: Overall satisfaction by property type 

 
 
Appendix 1.4. Overall satisfaction by number of bedrooms 
 
Figure 50: Overall satisfaction by number of bedrooms 
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Appendix 2: Qualitative analysis of free text responses 
 
 
Appendix 2.1. Overall satisfaction – Why tenants gave that score [TP01] 
 
After firstly being asked about their overall satisfaction with the London Borough of Havering 
Council housing services, tenants were then asked if they could say why they gave the 
score they did. From this, Figures 51 and 52 reflect comments of both satisfied and 
dissatisfied tenants. 
 
 
Figure 51: Comments from satisfied tenants 
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Figure 52: Comments from dissatisfied tenants 
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Appendix 2.2. Satisfaction with repairs [TP02] 
 
Figure 53: Summary – Feedback on why tenants gave that score 

 
 
Appendix 2.3. Satisfaction with the time taken to complete the most recent repair 
[TP03] 
 
Figure 54: Summary – Feedback on why tenants gave that score 

 
 
Appendix 2.4. Satisfaction with the home being well maintained [TP04] 
 
Figure 55: Summary – Feedback on why tenants gave that score 
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Appendix 2.5. Satisfaction with the safety of the home [TP05] 
 
Figure 56: Summary – Feedback on why tenants gave that score 

 
 
Appendix 2.6. Satisfaction with listening to tenant views and acting upon them 
[TP06] 
 
Figure 57: Summary – Feedback on why tenants gave that score 

 
 
Appendix 2.7. Satisfaction with keeping residents informed about things that matter 
to them [TP07] 
 
Figure 58: Summary – Feedback on why tenants gave that score 

 
 
Appendix 2.8. Satisfaction with the landlord’s approach to handling complaints 
[TP09] 
 
Figure 59: Summary – Feedback on why tenants gave that score 

 
Appendix 2.9. Satisfaction that the landlord keeps communal areas clean and well 
maintained [TP10] 
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Figure 60: Summary – Feedback on why tenants gave that score 

 
 
Appendix 2.10. Satisfaction that the landlord makes a positive contribution to 
neighbourhoods [TP11] 
 
Figure 61: Summary – Feedback on why tenants gave that score 

 
 
Appendix 2.11. Satisfaction with the landlord’s approach to handling anti-social 
behaviour [TP12] 
 
Figure 62: Summary – Feedback on why tenants gave that score 
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Appendix 2.12. Satisfaction with the overall quality of the work 
 
Figure 63: Summary – Feedback on why tenants gave that score 

 
 
Appendix 2.13. Satisfaction with the operative's attitude 
 
Figure 64: Summary – Feedback on why tenants gave that score 

 
 
Appendix 2.14. Feedback on service improvement 
 
Figure 65: Summary – Feedback on service improvement: Satisfied tenants 

  



London Borough of Havering Tenant Satisfaction Measures Survey Report 2023/24 

39 
 

Figure 66: Summary – Feedback on service improvement: Dissatisfied tenants 
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Appendix 3: Tenant Satisfaction Measures questionnaire 
 
Figure 67: Example TSM telephone questionnaire 

 
 
 
Continued over the page….  
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