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1.0 PROVIDER DETAILS

2.0

Provider Name: 3CHA Ltd

Reporting Period: November 2024 - 2025
Number of Tenants Surveyed: 7

Number of Responses Received: 5

Response Rate: 71.4%

EXECUTIVE SUMMARY

The November 2025 Tenant Satisfaction Survey for 3CHA Ltd, with a 71.4%
response rate, revealed high tenant satisfaction overall (average score 8.8/10),
particularly in fairness, respect, complaint handling, and safety, while identifying
repair completion times and post-repair checks as areas for improvement, and
recommended maintaining communication standards and engaging non-
respondents for ongoing service enhancement.
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3.0 TENANT SATISFACTION MEASURES (TSMS) BREAKDOWN

Code Description Score (out of Responses
10)
TPO1 Overall, how satisfied 8.8 5-10 5
are you with your
tenancy experience
with 3SCHA?
TPO02 How satisfied are you 8.6 7-10 5
with the repairs
completed in your
home over the past
12 months?
TPO3 Were you satisfied 8.0 6-10 5
with the time taken to
complete your most
recent repair?

TSM Measure Average Range  Number of

TPO4 Do you feel your 8.2 5-10 5
home is well
maintained by 3CHA?

TPO5 Do you feel your 9.2 7-10 5
home is safe?

TPO6 Do you feel 3CHA 9.2 6-10 5

listens to your views
and acts upon them?

TPO7 Do you feel 3CHA 9.2 8-10 5
keeps you informed
about things that
matter most to you?

TPO8 Do you believe 3CHA 10.0 10-10 5
treats you fairly and
with respect?

TPO9 How satisfied are you 9.8 9-10 5
with the way 3CHA
handles complaints?

4.0 QUALITATIVE FEEDBACK

Positive Comments:

e ‘I am very happy with everything relating to 3CHA during my time living in
this property.”

e ‘It is easy to get through to Alison who is always friendly and
approachable.”

e “Overall, | am very happy with 3CHA.”
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5.0

6.0

7.0

Suggestions for Improvement:

o “Whenever any work is carried out, 3CHA should be on site to check the
job out if it's to both 3CHA and tenants’ satisfaction.”

Note: We are adding this as a checklist item before closure on our repair’s
module.

Requests for Follow-Up:

e Two tenants requested to be contacted for further discussion regarding
their feedback, and we have since engaged with them.

5.0 NON-RESPONDENTS

Two tenants did not respond to the survey. Their feedback is not available and
may represent an opportunity for further engagement or follow-up in future
surveys.

6.0 KEY INSIGHTS

e High satisfaction was reported in areas of fairness, respect, complaint
handling, and safety.

e Lowest scoring area was satisfaction with the time taken to complete
repairs, indicating a potential area for improvement.

e Communication and responsiveness were consistently praised, with
staff members receiving positive mentions.

e Constructive feedback focused on the need for more thorough post-repair
checks.

OVERALL SATISFACTION RATING

The overall satisfaction rating reflects tenants’ general experience with 3CHA
Ltd during the reporting period.

Average Overall Satisfaction Score:
8.8 out of 10 (based on 5 responses)

Score Range:
5 (lowest) to 10 (highest)

Interpretation:

Most tenants reported high levels of satisfaction with their tenancy experience.
The average score of 8.8 indicates that most respondents are very satisfied,
with only one response below 9. This demonstrates strong performance in
tenant engagement and service delivery.
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8.0

9.0

10.0

The overall satisfaction percentage is calculated by dividing the average score
by the maximum possible score and multiplying by 100.

Result:

Overall Satisfaction Percentage: 88%

COMPLIANCE STATEMENT

This report is prepared in accordance with the RSH Tenant Satisfaction
Measures template and guidance. All data is collected, analysed, and reported
in line with regulatory requirements. Supporting evidence and raw survey data
are available for inspection.

RECOMMENDATIONS & NEXT STEPS

e Maintain high standards in communication, fairness, and respect.

¢ Enhance post-repair follow-up with on-site checks.

¢ Increase engagement with non-responding tenants.

e Continue to monitor and report TSMs annually as required by RSH.

COMMENTS

Davinder Kajla, Managing Director commented that:

"The latest Tenant Satisfaction Measures reaffirm our commitment to listening
and responding to residents’ needs. These results are more than numbers—
they guide how we improve services and strengthen trust. Our focus remains
on delivering safe, quality homes and ensuring every voice shapes the future
of our organisation.”

Paul Mawson, Chairperson of the Board commented that:

" The Board acknowledges the importance of the Tenant Satisfaction Measures
as a key indicator of service quality and resident experience. We are
committed to maintaining transparency and accountability in how these
results are reported and acted upon.

While the latest TSM outcomes highlight areas of strength, they also identify
opportunities for improvement. The Board will continue to work closely with
the executive team to ensure that actions are taken promptly to address any
gaps and to uphold our commitment to delivering safe, secure, and high-
quality homes for all residents."”

End
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