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TSM Survey 2025-26: Summary of Approach 
Introduction 
The Regulator of Social Housing has introduced a requirement on social housing 
providers to report Tenant Satisfaction Measures (TSMs). Several of these TSMs are 
collected via surveys. As required by the Regulator, we have published a summary 
of our approach to collecting and reporting these survey TSMs.  

We have conducted quarterly general perception surveys of our customers since 
March 2022, using first the draft and then the final TSM questions. This allowed us to 
establish a baseline of customer satisfaction on the new TSM measures; to identify 
any issues that stand in the way of higher customer satisfaction; and to experiment 
with different approaches to gathering the data. As a result, our approach was in 
place for the start of the April 2023-March 2024 survey period – the first year of TSM 
reporting - and has remained unchanged since then. However, this year’s reporting 
is the first to include Extra Care (Bournville Gardens) properties, for which a different 
survey approach is used. The approach taken to these properties is covered where 
relevant in this Summary.  

Sampling and timings 
The sample method used is a census of all customers. The survey runs quarterly, 
with each customer receiving the survey once in the 12-month period. Whilst the 
four quarters are reported as a single dataset here, they are reported on a quarterly 
basis internally. To ensure that each quarter's results is representative of our 
customer base, each quarterly sample is selected to be representative of our 
customer base by the following variables: 

1. Area (Bournville / Kings Heath / Stirchley, Northfield, Shenley, Weoley Hill, 
Nechells, Lawley, Lightmoor, Established Communities in Telford, Oswestry) 

2. Building type (bedsit, bungalow, flat, house, maisonette) 
3. Stock type (general needs, independent living, supported).  

However, to give scheme managers as much actionable feedback as possible, the 
decision was taken to survey each independent living / supported scheme in one 
‘go’, rather than spreading them across the year. Thus the timing of surveys for 
schemes (all independent living schemes except where indicated) was as follows: 

• Quarter 1: Rosefields 
• Quarter 2: Christopher Taylor Court and Rowheath House 
• Quarter 3: The Quadrangle 
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• Quarter 4: Bournville House plus our supported housing scheme (The 
Holdings) 

Note also that we include in the TSM Survey some customers who are not in scope 
for TSMs, namely customers on a market rent, customers of Bournville Tenants Ltd 
(to whom we deliver a range of housing services), and shared owners. These are 
reported on internally but excluded from all TSM data submitted here.  

The total number of responses received, excluding customers not in scope for TSMs, 
was 901. 

Timings of the surveys were as follows: 

• Quarter 1: 3 April-6 May 2025 
• Quarter 2: 2 June-7 July 2025 
• Quarter 3: 3 Sept-6 Oct 2025 
• Quarter 4: 5 Nov-11 Dec 2025 

The timings are not spaced at even 3 month-intervals because: 

• We need to meet specific internal reporting deadlines 
• We try to avoid holiday periods when our customers are less likely to be 

available (August, Christmas) 
• We are required by the Regulator to collect data in April-March, rather than 

in our financial year (January-December) 

For Extra Care (Bournville Gardens) properties, however, surveys were completed 
as one exercise, between 2 March and 27 March 2026.  All 44 Extra Care (Bournville 
Gardens) customers in scope for TSMs were sent the survey. HouseMark and 
Service Insights Ltd were employed in collecting and analyzing the survey data. For 
other (non-Extra Care) customers, all such work was carried out in-house by 
Bournville Village Trust staff.  

Weighting 
To correct for any imbalances in response rate amongst different customer groups, 
we weight by the three characteristics outlined below. The maximum weight 
applied to any respondent is 2.2. Our unweighted overall satisfaction score (TP01) 
is 83.8%, whilst our weighted satisfaction score is 82.8%. 

Our weighting meets all the criteria set out in recommendations by Kantar 
https://info-profiles.kantar.com/evaluating-the-weight-scheme (link live at time 
of submission, Word version of Kantar’s recommendations available if required). 
Interlocking weights are applied, e.g. there is a weighting cell for general needs 
tenants living in Bournville bedsits, another cell for general needs tenants living in 
Bournville houses, etc.  

https://info-profiles.kantar.com/evaluating-the-weight-scheme
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Each quarter’s data is weighted once data collection is complete, so that it can be 
reported internally. However, for the purposes of the TSM submission, the data was 
reweighted as a single dataset in August 2026. This ensures that the data is 
weighted to the most up to date stock profile available, taking into account 
properties that have been sold or transferred to a market rent over the course of 
the year.  

Choice of sampling and weighting characteristics 
Our choice of the sampling and weighting characteristics discussed above is 
determined by the following considerations: 

1. Area. We have properties in Telford and Birmingham, a wide geographical 
dispersal that has the potential to affect responses to the neighbourhood 
satisfaction TSM in particular. There are also wide differences in the 
character of each neighbourhood and the BVT stock in each neighbourhood.  

2. Building type. This is relevant not only because customers’ perceptions of 
their home may differ depending on whether they live in, say, a maisonette 
or a bungalow, but also because building type will also often correlate with 
household type, e.g. single-person households in bedsits, families in houses, 
etc.   

3. Stock type. This is likely to affect customers’ perceptions of BVT as the levels 
of support provided are different across the stock types mentioned above 
(general needs, independent living, supported, Extra Care).  

Specifically, (2) and (3) above also help ensure that older customers are neither 
over nor under-represented, an important consideration given the tendency of 
older customers to give higher scores. Weighting by individual characteristics such 
as age and ethnicity, rather than the property / area characteristics we have 
chosen, would be a bad fit for our (mainly self-completion) methodology, as we 
cannot check for certain whether the person completing the survey at an address 
is the person to whom we have addressed the survey.  

The table overleaf sets out each group as a proportion of the in-scope tenant 
population and as a proportion of the weighted total survey responses.  
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Group % of relevant 
tenant population 

% of total survey 
responses 
(weighted) 

Bournville, general needs, bedsits 1.1% 1.1% 
Bournville, general needs, bungalows 5.6% 5.6% 
Bournville, general needs, flats / maisonettes 4.8% 4.8% 
Bournville / Kings Heath / Stirchley general 
needs, houses 19.1% 19.1% 
Bournville, independent living, bungalows 0.9% 0.9% 
Bournville, independent living, flats 2.3% 2.3% 
Bournville, supported, flats 0.2% 0.2% 
Established communities (Telford), general 
needs, bungalows 0.7% 0.7% 
Established communities (Telford), general 
needs, flats / maisonettes        3.3% 3.3% 
Established communities (Telford), general 
needs, houses        7.6% 7.6% 
Lawley, general needs, flats       0.2% 0.2% 
Lawley, general needs, houses      1.2% 1.2% 
Lightmoor, general needs, bungalows 0.3% 0.3% 
Lightmoor, general needs, flats  0.5% 0.5% 
Lightmoor, general needs, houses   6.1% 6.1% 
Lightmoor, independent living, flats      1.6% 1.6% 
Oswestry, general needs, bungalows 0.03% 0.03% 
Nechells, general needs  1.0% 1.0% 
Northfield, general needs, bungalows     0.2% 0.2% 
Northfield, general needs, flats        6.5% 6.5% 
Northfield, general needs, houses        7.3% 7.3% 
Northfield, independent living, bedsits 0.2% 0.2% 
Northfield, independent living, flats 1.0% 1.0% 
Shenley, general needs, bungalows 2.0% 2.0% 
Shenley, general needs, flats       3.4% 3.4% 
Shenley, general needs, houses          17.7% 17.7% 
Shenley, general needs, maisonettes       0.6% 0.6% 
Weoley Hill, general needs, bungalows 0.2% 0.2% 
Weoley Hill, general needs, flats/ maisonettes 0.3% 0.3% 
Weoley Hill, general needs, houses 2.6% 2.6% 
Extra Care (Bournville Gardens) 1.2% 1.2% 

 

Collection methods 
Our default data collection method is email, containing a SurveyMonkey link to an 
online survey. This is followed by a follow-up email reminder to those not 
completing the survey initially.  
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Where we have no email address for a customer, a paper (postal) version of the 
survey is sent. This is followed by a follow-up paper (postal) reminder to those not 
completing the survey initially. A paper version is also sent if SurveyMonkey flags 
an email address as ‘bounced’ when the email addresses are uploaded to 
SurveyMonkey (a stage before the emails are actually sent). 

However, where a customer is flagged on our systems as visually impaired or with 
a literacy issue AND no hearing impairment / no difficulty in communicating over 
the phone, we contact the customer by telephone to complete the survey over the 
telephone.  

We also maintain a file of customers who have expressed a preference for one of 
these methodologies so that we can use the means of contact that suits them.  

Note: for Extra Care (Bournville Gardens) customers, a combined online / paper / 
telephone methodology was also used.  

Rationale for collection methods 
We have defaulted to online (email) methodology, as this is more efficient in terms 
of direct costs (compared to the cost of postage, stationary, etc); in terms of staff 
time that is otherwise spent interviewing customers or in preparing bulk mail-outs; 
and in terms of the speed with which the completed surveys come back to us. 
However, we are also conscious that a significant minority of our customers do not 
use the internet or have trouble reading a self-completion (online or paper) 
questionnaire, so have included the supplementary paper / telephone methods 
discussed above.  

Other 
We have not asked the TSM questions in any survey aside from the survey 
discussed in this summary. 

By way of an incentive to complete the survey, respondents were asked to select 
one local charity from a given list, and we give the charity £0.50 for each such 
selection. Note – this incentive was not offered for Extra Care (Bournville Gardens) 
customers.  

One tenant household was not sent the survey due to capacity issues of the level 
outlined in the Regulator’s Tenant Survey Requirements. None were removed on 
health and safety grounds.  


