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Tenant Satisfaction Measures (TSMs) Methodology 2025-26

1. Who we aimed to hear from
We wanted to hear from as many households as possible, because the more households that respond, the clearer the picture we get.
We therefore used a census approach to our TSMs. This means we aimed to contact everyone in scope rather than selecting a small sample of households.
TSMs are reported separately for customers living in:
· Low cost rented accommodation (LCRA)
· Low cost home ownership (LCHO), which is also known as shared ownership

2. Who responded to our TSM survey
In 2025–26, we received responses from:
· 7,586 households in LCRA
· 538 households in LCHO

3. When the survey ran
The survey ran between Monday 29 September and Sunday 9 November 2025 with LCRA launching on 29 September and LCHO launching on October 1st. 
Digital surveys ran throughout the survey period whilst phone calls were limited to 7 October to 7 November. Postal surveys were issued from 10 October and had a return date of 7 November.

4. How we contacted customers and why
We offered multiple ways to take part, to be as inclusive as possible and to maximise responses.
If we have a customer’s preferred contact method recorded in our system, we used that. If we don’t have a preference recorded, we followed this order:
SMS → email → phone → post
Customers who were contacted by SMS and email were sent a link to an online survey.
5. Why we used this approach
Our independent research partner advised that using digital first and then following up with phone and postal options is a strong way to increase response rates, while still offering accessible options for customers who don’t, or preferred not to, use digital channels.
We also took into account:
· Whether someone had opted out of certain contact methods for surveys
· What contact details we actually held 
This table shows the number of responses we received from each method:

	Response method
	LCRA
	LCHO

	Online
	5095
	417

	Phone
	2274
	106

	Postal
	217
	15

	Total
	7586
	538



6. Accessibility and inclusion
To help more customers take part, we:
· contacted them through multiple channels:  SMS, email, phone and post
· We provided the survey in English, but used Google Translate on online surveys so the survey could be translated into the 10 most used languages among our customers

We excluded 10 supported housing households because we were advised they did not have capacity to respond to surveys.

7. Who ran the survey
We worked with an independent research partner so customers could answer the questions honestly.
CX Feedback managed the survey, including sending SMS and email surveys.
Pexel, working on behalf of CX Feedback, carried out the telephone interviews.
CDP managed our postal survey distribution and collection, and returned postal responses were entered into CX Feedback’s portal.
CX Feedback then produced the final figures and overall report. 

8. What we asked in the survey
We used the Regulator of Social Housing’s required TSM perception questions, with:
· One set for LCRA
· One set for LCHO
· We also asked two additional questions to both our LCRA and LCHO customers to help us understand customer experience in more detail:

· Would you recommend Accent as a landlord (LCRA) / housing provider (LCHO)?
· How well does your Accent home meet your current needs?

9. Incentives
We did not offer any incentives for taking part.

10. Checking whether the results reflect our customers
After the survey closed, we checked whether respondents were broadly representative of our overall customer population.
We assessed representativeness against key characteristics, and overall the responses were representative of our customer demographics. This can be seen in the following graphs:
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11. Weighting
We did not apply weighting to the results.

12. Other surveys using TSM questions
We did not run any other tenant perception surveys containing TSM questions that were excluded from our TSM reporting.

13. How answer options were shown
We did not use any visual features alongside the required response options.

14. Methodology changes and anything that could affect results
In 2025–26 we made a small change to improve accessibility and response rates.
We moved to using customers’ preferred contact method if we had this recorded.
The change to using customers’ preferred contact method resulted in us receiving more postal returns than in the previous year. Postal responses increased to 2.8% of the overall responses in 2025/26, compared to 0.03% in 2024/25. 
Because postal surveys can sometimes produce slightly higher scores than online methods, it’s possible that this change had a very small impact on some results. We’re sharing this to be transparent.

15. What we do with your feedback
Your feedback helps us to:
· Understand what we’re doing well
· Focus on what needs improving
· Plan changes and investments around what matters most to customers

Property type

Percentage of survey responses	
Room/ Bedsit	Bungalow	Flat/ Maisonette	House	1.7000000000000001E-2	6.9470076456630642E-2	0.497	0.41708410229369891	Percentage of customer base	
Room/ Bedsit	Bungalow	Flat/ Maisonette	House	1.4E-2	5.4225507502206532E-2	0.46300000000000002	0.46822594880847307	



Number of bedrooms

Percentage of survey responses	
0	1	2	3	4	5	6	1.4895860796203532E-2	0.39651990508832058	0.34721856050619565	0.21486949644081202	2.5177959398892696E-2	7.9093066174532034E-4	5.272871078302136E-4	Percentage of customer base	
0	1	2	3	4	5	6	1.323918799646955E-2	0.35139011473962928	0.35812003530450132	0.24271844660194175	3.1332744924977937E-2	2.5926743159752868E-3	6.0679611650485432E-4	



Age

Percentage of survey responses	
20 and under	21-30	31-40	41-50	51-60	61-70	71-80	81-90	91 and over	Not recorded	6.722910624835223E-3	6.8942789348800423E-2	0.13683100448194041	0.15779066701819142	0.21829686264170842	0.21447403110993937	0.13274452939625625	5.4442393883469546E-2	7.3820195096229897E-3	2.3727919852359609E-3	Percentage of customer base	
20 and under	21-30	31-40	41-50	51-60	61-70	71-80	81-90	91 and over	Not recorded	7.0741682325632807E-3	9.1853653144688852E-2	0.18204929810987067	0.18022548911241296	0.20699999999999999	0.17320658781916656	0.10544932021664641	4.5318890239858516E-2	7.129435171880181E-3	2E-3	



Ethnicity

Percentage of survey responses	
Asian/Asian British	Black/Black British	Mixed	Other	White (British/ Irish/ Other)	Prefer not to say/ not recorded	3.5000000000000003E-2	0.02	1.0999999999999999E-2	3.0000000000000001E-3	0.63100000000000001	0.29899999999999999	Percentage of customer base	
Asian/Asian British	Black/Black British	Mixed	Other	White (British/ Irish/ Other)	Prefer not to say/ not recorded	0.04	0.02	1.2999999999999999E-2	4.0000000000000001E-3	0.63	0.29299999999999998	



Region

Percentage of survey responses	
East	North East	North West	South	Yorkshire	0.26232533614553122	0.15462694437121013	0.21711046664909042	0.20274189296071712	0.1631953598734511	Percentage of customer base	
East	North East	North West	South	Yorkshire	0.25485436893203883	0.16339364518976168	0.21270962047661077	0.19522285966460723	0.17381950573698146	



Tenure

Percentage of survey responses	
General Needs	Housing for Older People 	&	 Extra Care	Intermediate rent	Temporary	0.8668600052728711	0.11890324281571316	9.0957026100711835E-3	5.1410493013445821E-3	Percentage of customer base	
General Needs	Housing for Older People 	&	 Extra Care	Intermediate rent	Temporary	0.89011473962930276	9.6756398940864963E-2	8.6054721977052075E-3	4.5233892321270962E-3	



Property type

Percentage of survey responses	
Bungalow	Flat/ Maisonette	House	3.3457249070631967E-2	0.31784386617100374	0.64869888475836435	Percentage of customer base	
Bungalow	Flat/ Maisonette	House	3.0303030303030304E-2	0.26590000000000003	0.70370370370370372	



Number of bedrooms

Percentage of survey responses	
1	2	3	4	5	8.9219330855018583E-2	0.52416356877323422	0.32527881040892193	5.9479553903345722E-2	1.8587360594795538E-3	Percentage of customer base	
1	2	3	4	5	7.8787878787878782E-2	0.51582491582491585	0.3447811447811448	5.9259259259259262E-2	1.3468013468013469E-3	



Age

Percentage of survey responses	
21-30	31-40	41-50	51-60	61-70	71-80	81-90	91 and over	Not recorded	0.10780669144981413	0.1654275092936803	0.17100371747211895	0.14869888475836432	0.15613382899628253	0.120817843866171	4.8327137546468404E-2	3.7174721189591076E-3	7.8066914498141265E-2	Percentage of customer base	
21-30	31-40	41-50	51-60	61-70	71-80	81-90	91 and over	Not recorded	0.10774410774410774	0.21346801346801347	0.18383838383838383	0.12053872053872054	0.12861952861952861	9.696969696969697E-2	4.5791245791245792E-2	8.7542087542087539E-3	9.4276094276094277E-2	



Ethnicity

Percentage of survey responses	
Asian/Asian British	Black/Black British	Mixed	White (British/ Irish/ Other)	Prefer not to say/ not recorded	1.1152416356877323E-2	3.7174721189591076E-3	3.7174721189591076E-3	0.25464684014869887	0.72676579925650553	Percentage of customer base	
Asian/Asian British	Black/Black British	Mixed	White (British/ Irish/ Other)	Prefer not to say/ not recorded	8.0808080808080808E-3	4.7138047138047135E-3	4.0404040404040404E-3	0.21750841750841751	0.76565656565656559	



Region

Percentage of survey responses	
East	North East	North West	South	Yorkshire	0.50929368029739774	0.14312267657992564	5.7620817843866169E-2	0.13754646840148699	0.15241635687732341	Percentage of customer base	
East	North East	North West	South	Yorkshire	0.52457912457912459	0.14478114478114479	5.9259259259259262E-2	0.14074074074074075	0.13063973063973064	
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