
Policy update

Happy 100th birthday Esme

Vulnerability &  
Reasonable Adjustments
We’ve recently had a new policy approved by both 
our Board and our Customer Services Committee. 

The Vulnerability, Support for Customers, & Reasonable Adjustments Policy sets out 
how we provide support to you, should you ever need it, to help you keep your tenancy. 
This may be how we help you with our money advice service or our Tenancy Support Team.  

We also offer ‘reasonable adjustments’ to residents who have a vulnerability, so that everyone 
can access our services easier. This could be, for example, if someone was hard of hearing, 
or spoke a different language other than English.  

We will soon be getting in touch to 
ask you to register with us, and the 
full policy will be available on 
yourhousinggroup.co.uk/policies

Our resident, Mrs Esme 
Patchett, has recently 
turned 100 years' young!
 

Mrs Patchett lives at St Peters Court in Leeds 
and has been a resident of YHG for 26 years. 
She celebrated her centenary with a party 
at her home with fellow residents, family, 
and friends, including a buffet and drinks 
all organised by Mrs Patchett's carer, Sue.
Everyone had a lovely day celebrating!  
 
Mrs Patchett said: 

''I am overwhelmed. I feel so lucky and 
I can't believe they are all here for me.''

She also told our colleagues the 
secret to her long, happy life: 

''I lived through the war, left school 
to make ammunition for the war then 
was sent to a factory and after that worked 
for an electricity board. I got married 
and I've always lived in the countryside. 
I moved into St Peters Court in 1998 
and my husband passed away ten years 
ago. I live a beautiful and fulfilling life 
so my advice for a long and happy life 
is plenty of fresh air and good food 
with a big laugh!''

Special birthday wishes 
to Esme from #TeamYHG!
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Tenant Satisfaction 
Measures (TSMs)

This year is the first year that housing 
associations such as us have had to report 
their Tenant Satisfaction Measures (TSMs) 
to the Regulator of Social Housing (RSH).

The TSMs are exactly how they sound – they 
measure all the services and main aspects of 
how a social housing provider is performing, 
taking into account both the feedback of its 
residents and against its own performance 
expectations. 

There are 22 in total; 12 that are measured by 
you and known as Tenant Perception (TP) TSMs 
and 10 that are measured by us and known as 
Technical TSMs.

As you will see as you read through the next 
few pages, we have made improvements in the 
majority of areas, and we are also in line with 
many of our fellow housing associations. 

We are proud to have once again achieved 
a 100% compliance figure  as this means 
we are doing everything we should be doing 
by law to keep your homes safe. Ultimately, 
we feel these results are a fair reflection 
of where we currently are and we absolutely 
take into account that there is still work to be 
done. And we are rising to these challenges.

Thank you to all 1,874 residents who 
completed a survey for our Tenant Perception 
TSMs as this allowed us to fairly and 
accurately report our data.

We’ve split the 12 TSMs measured 
by you into three areas in line with 
our values, vision and priorities.

• We care
• Service improvements
• Safe homes and communities

How we’ve performed 
April 2023 - March 2024

Congratulations to 
our survey winners

Everyone who completed 
the tenant survey was 

also entered into a prize 
draw to win a £50 

Love2Shop vouchers.
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We care
 Our overall customer satisfaction has increased 

 for the fifth year in a row which reflects the 
 changes we have and continue to make with 
 our services, systems and day-to-day contact 
 with you.

 We continue to listen and over the last 
 12 months we have spoken to, met with, 
 and engaged with around 10,000 residents.

 We have held meetings, both online and 
 in person, supported social activities and  
 provided community funding through our 
 It’s In Your Hands programme.

 Through our ongoing home improvements 
 programme, we have installed hundreds of 
 new windows, doors, bathrooms and kitchens, 
 all of which help to ensure that we continue 
 to meet the Decent Homes Standard.

TP01

How we’ve performed 
April 2023 - March 2024

Overall 
Satisfaction

74%

TP06

We listen to your 
views and act 
upon them 71%
TP07

We keep you 
informed about 
things that 
matter to you 80%
TP08

We treat you 
fairly and with 
respect 86%

Service 
improvements

 You told us you wanted someone to handle 
 your complaint personally so we now have 
 a dedicated Customer Resolution Team who 
 deal specifically with complaints and are able 
 to provide a more personal service.

TP09

We approach 
complaints 
satisfactorily 40%

How we’ve performed 
April 2023 - March 2024

CH01

CH02

Complaints received 
based on landlord size

Complaints responded to 
within Complaint Handling 
Code timescales

Stage one (per 1,000 homes)

Stage one

Stage two (per 1,000 homes)

Stage two

76

86.4%
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86.7%



TP04

Home is well 
maintained 76%

TP10

We keep communal 
areas safe, clean 
and maintained 78%

TP05

Home is safe 83%

TP11

We make a positive 
contribution to your 
neighbourhood 76%
TP12

We approach 
antisocial behaviour 
satisfactorily 73%

Safe homes 
and environments

 We’ve grown our antisocial behaviour team 
 and ensured our response time is quicker 
 when you first get in touch (within two days).

 We’ve also trialled mediation and will continue 
 the use of a noise recording app.

 We’ve carried out high-rise safety visits to all 
 15 of our blocks of flats over seven storeys/ 
 18 metres in height and held sessions for 
 residents whilst there.

 All our homes reach the current Decent Homes  
 Standard and we will continue to ensure this 
 is the case.

 We're proud to have once again completed  
 all our legal compliance requirements, 
 with all hitting the 100% target.

TP02

Satisfaction 
with repairs 65%
TP03

Satisfaction with 
time taken to 
complete most 
recent repairs

59%
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Fire safety checks 100%BS02

Water safety checks 100%BS04

Lift safety checks 100%BS05

Gas safety checks 100%BS01

Asbestos safety checks 100%BS03

NM01

RP02

Number of ASB cases

Non-emergency

Emergency

Proportion of responsive repairs 
completed within the landlord’s 
target timescale

Number of ASB cases 
that involve hate

How many homes do not 
meet the Decent Homes 
Standard

47.1

29.9%
95.9%

1.19

0%

RP01

(per 1,000 homes)

How we’ve performed 
April 2023 - March 2024

Repairs
We know we have work to do in this area and 
we accept that these figures, whilst not where 
we want to be nor should be, are reflective 
of where we are. 

We have been affected by system issues 
and recruitment, but there is no excuse 
and we already have a service improvement 
plan approved, with work underway.

One thing to note is that 
we carry out almost all 
(95.9%) of our emergency 
repairs within the 24 hours 
we promise.



Life-saving defibrillator at Grove Village

Making a difference to residents’ gardens

Defibrillators can really 
make all the difference 
when someone suffers  
a cardiac arrest.  
If a defibrillator is used 
within one minute, survival 
rates are as high as 90%.

Two of our retirement living villages  
brightened up their outside space 
all ready for sunnier days!

Image: Jim and the defibrillator which is now in place outside of 
the Ida Kinsey Centre, 17 Guide Post Rd, Manchester M13 9HP

Some of our colleagues joined residents from both Ryfields 
Retirement Village in Warrington, and Kingswood in Chester, 
and got stuck in to some gardening!

Planting, pruning, shrubbing and general tidying has 
turned their gardens into a colourful, comfortable, 
and pleasant space for everyone to enjoy. 

So, for residents at Grove Village in Ardwick 
in Manchester, this is a fantastic addition 
to their community. 

Our Chair of the residents' and tenants' group 
at Grove Village, Jim, successfully secured 
a £750 grant from the £1 million pound 
defibrillator fund to put towards the cost 
of buying one and having it fitted. 

With support from #TeamYHG’s own Jane 
Hawthorne, one of our Community Investment 
Officers, the other half of the money came 
from the residents' group themselves, and 
whilst we hope no one ever needs it, the 
peace of mind it brings is worth every penny.
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Code Measure 2023 2024 Change

These are metrics that are customer responses
TP01 Overall Satisfaction 72% 74%

TP02 Satisfaction with repairs 66% 65%

TP03 Satisfaction with time taken to complete most recent repairs 61% 59%

TP04 Home is well maintained 73% 76%

TP05 Home is safe 79% 83%

TP06 We listen to your views and act upon 64% 71%

TP07 We keep you informed about things that matter to you 73% 80%

TP08 We treat you fairly and with respect 80% 86%

TP09 We approach complaints satisfactorily 32% 40%

TP10 We keep communal areas safe, clean and maintained 74% 78%

TP11 We make a positive contribution to your neighbourhood 65% 76%

TP12 We approach antisocial behaviour satisfactorily 65% 73%
These are metrics based on the performance of YHG

NM01 Number of ASB cases (per 1,000 homes) - 47.1 -

NM01 Number of ASB cases which involves hate (per 1,000 homes) - 1.19 -

RP01 How many homes do not meet Decent Homes Standard - 0% -

RP02 Proportion of non-emergency responsive repairs completed within the landlord’s target timescale - 29.9% -

RP02 Proportion of emergency responsive repairs completed within the landlord’s target timescale - 95.9% -

BS01 Gas safety checks - 100% -

BS02 Fire safety checks - 100% -

BS03 Asbestos safety checks - 100% -

BS04 Water safety checks - 100% -

BS05 Lift safety checks - 100% -

CH01 Complaints received based on landlord size (Stage one, per 1,000 homes) - 76 -

CH01 Complaints received based on landlord size (Stage two, per 1,000 homes) - 7 -

CH02 Complaints responded to within Complaint Handling Code timescales (Stage one) - 86.4% -

CH02 Complaints responded to within Complaint Handling Code timescales (Stage two) - 86.7% -

We are pleased to have seen...
 20 out of the 22 TSMs areas improved
 Overall customer satisfaction increased  

 year-on-year for the past five years!
 100% compliant in all five areas   

 (BS01-BS05)

Summary

45%

2020 20222021

over five 
years

2023 2024

60% 72%69% 74%

15% 9% 3% 2%

25% Overall customer 
satisfaction




