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HABITARE HOMES INTRODUCTION

1 Introduction

The Regulator of Social Housing requires the publication of the Tenant Satisfaction Measures on an annual
basis. Habitare has undertaken a census survey again in 2026 to review our performance against the Tenant

Satisfaction Measures for the reporting year.

Habitare is keen to understand the lived experience for its residents, and we have shown the annual change
against our 2025 measures to track performance. The survey was conducted by QA Research and formed a

census survey of all 344 Habitare resident households.

Atotal of 97 residents responded to the survey: 59 from rented homes (LCRA) and 38 shared owners (LCHO).

Households surveyed Residents responded
Full census of all resident households Completed by telephone, Feb-Mar 2026
Responses by tenure 97 total

59 rented (LCRA) - 61% 38 shared (LCHO) - 39%
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HABITARE HOMES OUR APPROACH

2 Our approach

« All residents were contacted by telephone to complete the survey.

« A greater proportion of renters replied to the survey than shared owners this year. There were 59 (61%)
responses from renters and 38 (39%) responses from shared owners.

» No weighting has been applied to the responses. We have published the responses by tenure.
« QA Research (company registration number 3186539) undertook all perception surveys and a summary

report of this year's TSM performance was prepared for the Habitare board.

The survey was undertaken during February to March 2026. None of our households or responses have been
excluded from the survey.

A prize draw was offered to incentivise the volume of responses. This was offered to both the electronic
survey and the telephone survey with a top prize of £250. These prize draws have now been made and the

winners notified.

The survey does not need to be submitted to the Regulator of Social Housing as a small provider, but our
management performance must be made available publicly. This report will be added to our website.
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HABITARE HOMES PERCEPTION MEASURES

3 Tenant perception measures

The responses from our census survey are shown below by tenure.

Trend compares each measure with 2025: A improved - V¥ declined - - no change or not applicable.

MEASURE DESCRIPTION Rented (LCRA) Shared (LCHO)

2025 Trend 2026 2025 Trend

Proportion of respondents who report that they are satisfied

TPO1 63% 67% v 32% 43% v
with the overall service from their landlord. ’ ’ ) ’
Proportion of respondents who have received a repair in the

TPO2 last 12 months who are satisfied with the overall repairs 65% 42% A - -

service.
Proportion of respondents who have received a repair in the
TPO3 last 12 months who are satisfied with the time taken to 54% 64% v - -

complete their most recent repair.

Proportion of respondents who report that they are satisfied

TPO4 ) - o 62% 54% A - -
that their home is well maintained.

TPOS Proportpn of res_pondents who report that they are satisfied 74% 83% v 67% 66% A
that their home is safe.

TPO6 Proportion of respondents who report that they are satisfied 45% 240% A 33% 25% A

that their landlord listens to tenant views and acts upon them.

Proportion of respondents who report that they are satisfied
TPO7 that their landlord keeps them informed about things that 58% 88% v 39% 39%

matter to them.

Proportion of respondents who report that they agree their

TPO8 ) .
landlord treats them fairly and with respect.

67% 79% v 54% 60% v

Proportion of respondents who report making a complaint in
TPO9 the last 12 months who are satisfied with their landlord’s 48% 40% A 25% 18% A
approach to complaints handling.

Proportion of respondents with communal areas who report
TP10 that they are satisfied that their landlord keeps communal 62% 27% A 44% 42% A
areas clean and well maintained.

Proportion of respondents who report that they are satisfied
P11 that their landlord makes a positive contribution to the 56% 68% v 24% 38% v
neighbourhood.

Proportion of respondents who report that they are satisfied

TP12 with their landlord’s approach to handling anti-social 53% 88% v 30% 45% v
behaviour.
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HABITARE HOMES MANAGEMENT INDICATORS

4 Management performance indicators

Our performance against the management indicators is shown below.

INDICATOR DESCRIPTION 2026 2025 Trend
BS01 Proportion of homes for which all required gas safety checks have been carried out. 100% 100%
BS02 Proportion of homes for which all required fire risk assessments have been carried out. 100% 100%

Proportion of homes for which all required asbestos management surveys or re-

BS03 ) ) ) 100% 100%
inspections have been carried out.
BS04 Prct>port|on of homes for which all required legionella risk assessments have been carried 100% 100%
out.
BSO5 Proporhorﬁ of homes for which all required communal passenger lift safety checks have 100% 100%
been carried out.
NMO1 (1) Number of anti-social behaviour cases opened per 1,000 homes. 17 15 v
NMO1 (2) Number of anti-social behaviour cases that involve hate incidents opened per 1,000 0 0
homes.
RPO1 Proportion of homes that do not meet the Decent Homes Standard. 0% 0%
RP02 (1) F?roporhon of non-emergency responsive repairs completed within the landlord’s target 84% 84%
timescale.
RP02 (2) Eroportlon of emergency responsive repairs completed within the landlord's target 80% 729% A
timescale.
CHO1(1) Number of stage one complaints received per 1,000 homes. 6.05 50.58 A
CHO1(2) Number of stage two complaints received per 1,000 homes. 1.88 5.01 A
CHO2 (1) Proport{on of stage one Compla\nts responded to within the Housing Ombudsman’s 97% 7%
Complaint Handling Code timescales.
CHO2 (2) Proportion of stage two complaints responded to within the Housing Ombudsman’s 100% 100%

Complaint Handling Code timescales.
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HABITARE HOMES OUR RESPONSE

5 Habitare Homes response to the
Tenant Satisfaction Measures 2026

The 2026 Tenant Satisfaction Measures show improvement in key areas that we had identified following last year's
results. We are encouraged by the meaningful improvements seen in a number of key areas, particularly repairs
satisfaction, communal area maintenance, and complaints handling. Residents have told us directly that they notice
these changes — hearing that families feel safe, settled and comfortable in their homes, and that energy-efficient design
is delivering real benefits on bills and warmth, reinforces to us that the homes we are delivering are making a genuine

difference to people's lives.

However, we have also seen a decrease in satisfaction in a number of areas such as time to complete repairs, feeling
safe in the home, keeping residents informed, and responding to anti-social behaviour. Looking deeper into the survey
results and feedback we see a barbell of responses. For newer schemes, residents are scoring materially above the
average TSM scores. However, the TSM survey data indicates that satisfaction challenges are particularly evident across
a number of our developments at schemes where residents have experienced significant disruption as a result of the
original contractor entering insolvency, which has had a direct impact on the quality of homes and timeliness of defect
resolution and ongoing maintenance. We have listened to residents' experiences of these challenges and understand
that, while improvements are being made, the journey to resolution has at times been slow, frustrating and disruptive.
This situation is unfortunate and we are working towards resolving build issues as quickly as possible. We will work
closely with our Managing Agents and contracting partners to understand the developments where issues remain
outstanding and to improve the overall customer experience for our residents across all of our schemes.

NEWER SCHEMES AT A GLANCE

95% 89% 7% 100%

of Aldershot would recommend would recommend complaints
residents would at Coombe Farm at Campbell Wharf satisfaction at
recommend the Coombe Farm

development
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HABITARE HOMES OUR RESPONSE

We have implemented a number of changes to our services during 2025, including further improvements to our
snagging processes, defects and repairs processes, and continued investment in our complaints handling approach. We
are pleased that these changes are beginning to be reflected in our survey results from our newer schemes, where
satisfaction consistently runs above the Habitare average — and in many cases well above it. Residents at Aldershot,
Coombe Farm and Campbell Wharf report notably high satisfaction across almost all measures: 95% of Aldershot
residents say they would recommend the development to a friend or family member, as do 89% at Coombe Farm and
77% at Campbell Wharf. At Coombe Farm, every resident who made a complaint was satisfied with how it was handled —
a 100% complaints satisfaction rate. These results reflect the quality of the homes we are building and the
improvements in service we are working towards. We remain committed to building on this progress in the year ahead,
and to ensuring residents feel informed and heard at every stage.

CHANGES TO OUR SERVICES DURING 2025

Snagging > Defects &repairs Complaints
handling
Further improvements to our Improved defects and ) ) )
i ) Continued investment in our
snagging processes. repairs processes.

complaints handling approach.

As our portfolio has grown, with a number of new schemes joining the survey this year, we are conscious that the needs
and expectations of our residents are diverse. Listening to our residents — not just through the annual survey but
through the depth of experience they share with us — remains central to how we shape our services. We are committed
to ensuring that every resident, regardless of scheme or tenure type, receives a consistently high standard of service.

We would like to thank each of the residents who took the time to take part in the survey. Your feedback is invaluable in
helping us to shape and improve the services we deliver.

Perception surveys conducted by QA Research (company registration number 3186539) - Census of 344 households « Fieldwork
February-March 2026.
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