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Introduction 

The Tenant Satisfaction Measures (TSM) Standard mandates that all registered providers collect 

and report TSMs in accordance with the guidelines set by the Regulator of Social Housing 

(RSH). As part of this requirement, it is necessary for Oldham Council to inform its tenants about 

its approach to conducting the TSM Perception survey and collecting data. 

This document details Oldham Council’s methodology and outlines the criteria specified in the 

RSH’s publication, Tenant Satisfaction Measures Return. 

The Tenant Satisfaction Measures (TSM) Standard requires that all registered providers conduct 

tenant perception surveys and report performance annually, as specified by the RSH. TSMs are 

intended to make landlords’ performance more visible to tenants so that tenants can hold their 

landlord to account. TSMs consist of 22 measures: 10 providing management information from 

data held by the landlord and 12 satisfaction measures gathered from tenant surveys. In addition 

to overall satisfaction with landlord services, the measures cover five key themes: 

 Keeping properties in good repair 

 Maintaining building safety 

 Respectful and helpful engagement 

 Responsible neighbourhood management 

 Effective handling of complaints 

Providers must publish a summary of the survey approach used to generate published tenant 

perception measures. This must be made clearly available alongside each set of tenant 

perception measures published by the provider. 

Summary of Achieved Sample & Sample Method 

Oldham Council works with Acuity Research & Practice Ltd to carry out surveys for tenants in 

Housing 21 properties and TLF research for tenants in Great Places properties. Survey 

information is used to understand how our tenants feel about their homes and services and how 

we can improve.  

In 2025/26, Oldham Council used a census approach to complete both TSM surveys, whereby 

all tenants were invited to participate in the survey exercise. The sample size was chosen to 

ensure that the level of statistical accuracy set out by the RSH was met. For Oldham Council, we 

need to ensure that we survey enough tenants to meet a statistical accuracy (margin of error at 

95% confidence interval) of +/- 5%. 

During 2025/26, Oldham Council completed (or partially completed) 659 TSM surveys with 

tenants in Low-Cost Rented Accommodation (LCRA). Oldham Council has 2,073 LCRA 

properties in total. Of these, 20 properties were excluded from the survey population (Holly Bank 

Apartments), and 91 properties were void at the time of the survey, resulting in an eligible survey 

population of 1,962 properties. When the eligible population of 1,962 is used to calculate the 

margin of error, a statistical accuracy level of +/- 3.2% was achieved, which is a greater level of 

accuracy than required and gives us confidence that the results reliably represent the views of 

our tenant community. 

During the 2024/25 survey, the survey provider (Acuity) and the care provider (Adult Social Care) 

sought to undertake the survey with residents of Holly Bank Apartments. However, it was 

determined that the 20 tenants should be excluded from the survey sample due to significant 
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capacity-related issues. Reasonable steps were taken to assess residents' capacity, identify 

barriers to participation, and explore potential adjustments to support inclusion. However, given 

the exceptional circumstances, it was concluded that there was no survey method that would be 

practically feasible. There have been no changes in the circumstances since the original 

assessment was completed, and therefore the circumstances that led to the exclusion of these 

residents remained unchanged. 

To boost participation, the Housing 21 survey was incentivised, whereby all tenants who took 

part were entered into a prize draw. Everyone who completes the survey will be entered into a 

prize draw, with a first prize of a £100 shopping voucher and two runners-up prizes of £35 

vouchers. The scheme or bungalow cluster with the highest response rate also received a £125 

prize. 
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Timing of Survey 

Oldham Council carried out a total of 659 surveys between 1 October 2025 and 11 March 2026. 

Collection Method(s) 

 

The TSM surveys were completed via a combination of online and postal surveys for Housing 21 

tenants, and Great Places tenants took part in the survey via telephone. Housing 21 tenants 

were sent survey packs by post, which included a cover letter, questionnaire and reply-paid 

envelope to return their completed survey. The postal survey also included a QR code and 

unique survey link on the cover letter and questionnaire which enabled tenants to complete the 

survey online if they wished. 

 The rationale for using a mixed methodology approach is: 

 

 

 

 

 

 

 

 

 

 

 

Sample Method 

A census approach was used for both surveys, whereby all tenants were invited to participate in 

the survey through multiple channels. All tenants received a postal survey pack. This included a 

QR code and unique survey link for tenants who wished the complete the survey online. In 

addition, all tenants with a registered email address sent an email invitation with a direct link to 

the online survey.  

 Accessibility and Inclusivity: By using a combination of online and postal methods, we wanted 

to ensure accessibility for tenants with differing communication preferences and needs. This 

approach supports our commitment to reaching a broad and representative sample of our tenant 

population, including those who may face digital exclusion or have additional accessibility 

requirements. 

 Response Rates: A multi-channel approach maximises the likelihood of response by 

accommodating tenant preferences. 

 Broadening Participation: By adopting a census approach and removing barriers to inclusion, 

we wanted to give all tenants the opportunity to have their voice heard and shape service 

improvement.  

 Reliability and Consistency: Maintaining consistency with previous years' methodologies allows 

for more reliable trend analysis. This strengthens our ability to monitor trends, assess the impact 

of service improvements and identify areas requiring further attention. 

 Independence: Partnering with Acuity, an independent research agency, ensures impartiality in 

the survey process. This independence helps tenants feel more comfortable sharing honest 

feedback, and it enhances the credibility of the data collected. 

 Flexibility and Convenience: Including QR codes and unique online links in the postal pack 

gives tenants the flexibility to respond in their preferred format, even if they change their mind. 

This added convenience helps to reduce friction in the response process. 
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The survey was carefully scripted to ensure a professional and consistent process. All surveys 

were confidential. However, tenants were asked at the end of the survey whether they would like 

to provide consent to be identifiable in their survey responses. Tenants were also asked whether 

they were happy to be contacted by the Council to discuss any issues raised within the survey. 

Following the conclusion of the fieldwork, the survey responses were shared with Oldham 

Council, who then managed a follow up and review process. This included both responding to 

feedback as necessary and analysing the feedback to understand how we can improve. 

Representativeness 

Representativeness checks were carried out at the end of the survey to ensure that the survey 

was representative of the tenant population as a whole, after which the data was weighted on 

age group. 

The characteristics by which representativeness was determined were: 

 

Age Group Population 
Sample 

(unweighted) 

0 - 24 0.7% 0.3% 

25 - 34 3% 2% 

35 - 44 6% 4% 

45 - 54 12% 8% 

55 - 59 6% 5% 

60 - 64 9% 7% 

65 - 74 26% 29% 

75 - 84 24% 30% 

85+ 13% 16% 

Unknown 0.2% 0% 

 

Gender Population 
Sample 

(unweighted) 

Female 55% 59% 

Male 45% 44% 

 



 

Page 7 of 10 
 

Questionnaire & Introductory Text 

The cover letter and paper questionnaire that tenants received are shown below. The example 

provided specifically relates to those in properties managed by Housing 21. 
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Report by Acuity Research & Practice 

  
01273 287114 acuity@arap.co.uk 


