Julian House
Tenant Satisfaction
) ji :; E Measures 2025/6

7 -
| P N ) Julian House



These figures show how well we are operating against key performance
indicators set by the Regulator for Social Housing, in relation to our
owned properties. We own <11% of our properties, the rest our leased by

us.
o We use this information as one way to ensure we deliver quality
Vi services. Our separate ‘Annual Client Satisfaction Survey’surveys

all our clients and not just the 3% who live in our owned properties.

III The Satisfaction Data is taken from a Tenant Satisfaction Measures (TSM)
i Survey where we surveyed all our residents in our owned propertiesin
March 2026 — a census-based approach..

offering entry into a free prize draw as an incentive. All responses

were included, with no weighting applied. 8 out of 21 residents (38%)
completed the survey

We used a paper-based survey and hand delivered it to all residents,
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Tenant Satisfaction Measures 2025/6

Safe and well-maintained homes Listening and responding

A

100% Satisfaction with
Repairs

87.5% Satisfaction with
time taken to complete
most recent repair

100% Satisfaction that the
home is well maintained

100% Satisfaction that the
home is safe

100% Satisfaction we keep
communal areas clean and
well maintained

JulianHouse

The home of opportunity

87.5% overall satisfaction
with the service provided by
Julian House

Neighbourhood

57.14% Satisfaction with our
approach to handling anti-
social behaviour

100% Satisfaction that we
make a positive contribution
to neighbourhoods

87.5% Satisfaction that we
listen to our tenants’ views
and act upon them

100% Satisfaction that we
keep tenants informed
about things that matter

87.5% agree we treat
tenants fairly and with
respect

66.7% satisfaction to our
approach to complaint
handling




Tenant Satisfaction Management information

Building Safety

100% of homes which require a
gas safety check carried out

100% of homes which require a
fire risk assessment carried out

100% of homes which require an
asbestos management survey
carried out

100% of homes which require a
legionella risk assessment
carried out

hJulian House
‘ The home of opportunity

Anti-Social Behaviour
(ASB) and Complaints

41.67 stage one complaints
received per 1,000 homes

0 stage two complaints
received

100% of stage one
complaints responded to
within Complaint Handling
Code timescale

208.33ASB cases opened,
per 1,000 homes

0 ASB cases that involved
hate crime incidents per
1,000 homes

Decent Home Standards
(DHS) and Repairs

0% of our homes do not meet
the Decent Home Standards

24.47% of non-emergency
responsive repairs were
completed within our target
timescale (5 days for urgent
responsive repairs and 20 days
for routine responsive repairs)

100% of emergency responsive
repairs completed within target
timescale
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