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Introduction

Since 2023, M-E-L Research has conducted the annual Tenant Satisfaction Measures
survey (TSM) for bdht among their social housing residents.

The survey meets bdht’s requirements as a social housing landlord to annually report
on their performance on a core set of defined measures to provide tenants with
greater transparency about their landlord's performance. The survey asks 12 core
TSM measures, ensuring the collection of robust data on resident experiences and
perceptions. The survey also asks some additional questions relating to value for
money, repairs and maintenance, the local area, customer service and Independent
Living.

This report outlines the methodology applied to the 2025/26 survey.
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Our approach

Achieved sample size (humber of responses)

Responses were collected using a combination of postal, online survey and
telephone surveys and in total, 836 tenants were surveyed out of a total of 3,747
households, providing a response rate of 22%.

No households were interviewed more than once which means that the 836
responses represent 836 unique households. 635 General Needs Tenants, 199
Sheltered tenants and 2 tenants in static temporary properties completed the
survey.

The data is subject to a margin of error of +/- 3%, which is below the maximum set
by the Regulator (-+/-4%), for housing providers with a stock size of between 2,500
and 9,999 dwelling units. It should be noted that only 833 respondents answered
the overall satisfaction question, however the margin of error for this base size is
also +/-3 at the 95% confidence level.

Including the telephone approach allowed for the setting of quotas, which were set
by local authority, tenure, gender, property type, number of bedrooms, ethnicity
and age band. Weighting was applied to age, ethnicity, local authority and tenure
during the analysis stage to further ensure the sample was representative of the
tenancy base.

Timing of survey

The survey was conducted in two waves, with 319 surveys completed in the first
wave and 517 in the second wave. An overall target of 800 was set so that the
response rate would reflect that achieved in the 2024-25 survey (22%) and also
ensure that the required margin of error would be met.

Timing of waves:
Wave 1: 16t April to 23 June 2025
Wave 2: 13t November 2025 30" January 2026

All responses were collected using the same survey questions, and all valid
responses are included in the results. This is in line with the guidelines set out by

the Regulator.
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Collection method(s)

In the first wave of the survey tenants were sent a postal survey of the TSM
measures, this survey was accompanied by a cover letter explaining the purpose of
the survey and what the results would be used for, the exact text is shown below:

bdht are carrying out a general satisfaction survey for housing tenants. It is
important to understand how our residents feel about the services we provide, to
be sure we are delivering them in the way and to the standard that you want. This
survey will also be used to calculate annual tenant satisfaction measures (Section
one of the survey) which will be published by bdht in accordance with regulations
set out by the Regulator of Social Housing.

Tenants were offered the opportunity to enter a price draw to win one of two £50
shopping vouchers (GoGift) as an incentive to complete the survey.

One week before the close of the survey, an email invite / reminder was sent to
non-respondents with an email address to prompt further responses.

In the second wave surveys were collected using a combination of online and
telephone surveys. The introduction of a telephone approach allowed for quotas to
be set by local authority, tenure, gender, property type, number of bedrooms,
ethnicity and age band. These quotas were set to produce a sample which is
representative of bdht’s tenant stock.

Telephone calls were spread across different times of day, and days of the week. An
appointment booking system was in place whereby respondents who could not take
part when first called could agree a specific timeslot when they were to be called
back.

All telephone interviewers operate within IQCS guidelines and meet MRS customer
care standards are met. The Telephone Team Supervisor oversaw quality assurance
for calls made and runs real-time monitoring to a random sample of each
interviewers calls to ensure they are conducting the interview to a high standard,
both in terms of customer care and also technical research quality. 10% of calls
were checked to ensure these standards are being met.

At the end of each wave, the raw data was provided to bdht along with data tables
containing the relevant quarter’s data and also the previous quarter’s data, for
example in wave 2, the wave 1 and wave 2 data was provided and was broken
down by wave to illustrate any variation.
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Sample method

For each wave M-E-L Research received a new data file and for the second wave,
tenants who had completed the survey in the first wave, former tenants, duplicate
homes (to ensure one response per household) were removed from the sample.

Summary of the assessment of representativeness of the
sample against the relevant tenant population (including

reference to the characteristics against which
representativeness has been assessed)

Once all the data was collected it was assessed for its representativeness against
the stock profile. The returned responses were not fully reflective of the overall
bdht stock. As a result, the data from the survey has been weighted to ensure
better representation, in line with regulatory requirements. The data has been
weighted by age, ethnicity, local authority and tenure.

Proportion of Stock proportion | Weighted
responses Proportions
18-24 3% 4% 4%
25-34 9% 15% 15%
35-44 19% 19% 19%
45-54 1% 15% 15%
55-64 27% 19% 19%
65-74 21% 15% 15%
75+ 9% 14% 14%
Asian or Asian British 1% 1% 1%
Black or Black British 1% 1% 1%
Mixed 2% 1% 1%
White 92% 85% 88%
Unknown 4% 0% 9%
Birmingham 0% 0% 0%
Bromsgrove 93% 92% 92%
Redditch 3% 4% 4%
Wychavon 2% 2% 2%
Wyre Forest 2% 2% 2%
General needs 76% 76% 76%
Sheltered 24% 24% 24%
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As a result of this weighting the overall satisfaction at TPO1 changed from
Unweighted 81% to Weighted 79%.

It should be noted that The TSM technical guidance prescribes which questions have
‘don't know/ not applicable’ options and which do not. In line with this guidance,
where ‘don't know’ responses were possible, these responses have been excluded
from the sample base/scoring.

The role of any named external contractor(s) in collecting,
generating, or validating the reported perception measures

M-E-L Research was responsible for all data collection, data validation, analysis
and reporting. No other external contractors were used.

The number of tenant households within the relevant
population that have not been included in the sample frame

None

Reasons for any failure to meet the required sample size
requirements summarised

Not applicable - required sample size met.

Type and amount of any incentives offered to tenants to
encourage survey completion

Those who completed the survey were offered the opportunity to win one of two
£50 gift cards.

Any other methodological issues likely to have a material
impact on the tenant perception measures reported.

None.
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Contact Us

Tel: +44 (0)121 604 4664
Email: info@melresearch.co.uk

Website: www.melresearch.co.uk

Follow us

X: @MELResearch

LinkedIn: MEL Research


http://www.melresearch.co.uk/
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