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Summary of Approach

This document explains how Stockport Homes carried out the tenant perception survey for the Tenant Satisfaction Measures (TSM) for the 2025/26 financial year.

Stockport Homes Group (SHG) planned and ran the survey on behalf of Stockport Metropolitan Borough Council (SMBC). This year, we also used an external company called Pexel to carry out some of the surveys by phone.  

The addition of the use of external surveys in 2025/26 was a change to the survey methodology used in previous years.  SHG enhanced the approach by using an external company alongside existing methods to help build an even fuller and more balanced picture of customers’ experiences.

We followed the Regulator of Social Housing’s rules for Tenant Satisfaction Measures and tenant surveys. This helps make sure the results are fair, reliable, and can be compared with other landlords. The survey covers all required tenant perception measures (TP01–TP12).

We did not offer any rewards or incentives to tenants to take part in the survey.

The survey was based on 11,387 homes. This number comes from our 2025/26 housing data return and matches the Regulator’s definition of which homes should be included.

We did not leave any tenants out. Everyone who was eligible had a chance to be selected for the survey.  

Stockport Homes reports information to the Regulator on behalf of Stockport Council on a ‘group’ basis. This means survey results from customers living in properties owned by Stockport Council and Stockport Homes are reported together.

How we carried out the survey

We used a sample of tenants rather than asking everyone to take part. To meet the required level of accuracy, we needed at least 1,068 responses. This would give us a 95% confidence level and a margin of error of plus or minus 3%.
In total, we received 1,909 completed surveys, which is higher than the minimum needed.

The survey ran throughout the year, from 1 April 2025 to 31 March 2026.









Making the survey easy for everyone

We used different ways for people to take part in the survey, such as phone and other methods.

This helped more tenants join in, including people who do not use the internet, have accessibility needs, or prefer a different way of sharing their views.

We chose this approach to make it easier for everyone to take part and to make sure the results better reflect all our customers.

A mixed methodology was used to maximise inclusion and reduce response bias – see breakdown below:

	Survey Method
	Responses

	Face to face
	1,189

	Telephone
	504

	Online
	216

	Total
	1,909



The approach to completion of in person and online surveys has not changed in 2025/26 with tenants being selected in the same way as in previous years.  Internal checking processes are ongoing throughout the year to ensure samples are representative of the wider tenant population.  

This year we also introduced external telephone surveys to ensure a more balanced picture of customers’ experiences.  During 2025/26 we completed most of these surveys in the second half of the year.  In the coming year we will be completing external telephone surveys on a monthly rolling programme throughout the year.

Survey questions

We made sure the survey followed all the required rules:

· All questions used the exact wording and answer options set by the regulator
· The survey was the same no matter how tenants took part
· We did not make any changes that would affect the results.

This means our results can be fairly compared with other housing providers.

Understanding the results

We looked at the survey results and found that satisfaction levels differed depending on how people completed the survey.





The table below shows the results using TP01 as an example.  TP01 asks for ‘overall satisfaction with service provided by your landlord’.

	Survey Method
	Proportion of tenants satisfied (TP01)

	Face to face
	97%

	Telephone
	79%

	Online
	60%



These differences show that results can change depending on how the survey is carried out.
Some possible reasons for this include:
· Different types of tenants may take part depending on the survey method
· People may answer differently when speaking to someone in person
· Online surveys are often completed by tenants who feel strongly, either positively or negatively
To reduce the impact of these differences, we used a mix of survey methods. This helps us reach a wider range of tenants. We also checked the results regularly throughout the year
While results vary by survey method, the overall findings are based on a large and varied group of tenants and reflect feedback from different ways of taking part.
How the survey was carried out and checked

We carried out the survey in two ways:

· By our team at Stockport Homes Group
· By an external company called Pexel, who carried out some surveys by phone

To make sure the survey was fair and high quality:

· We used the same questions and introductions in every survey
· Staff and interviewers were trained to follow the correct process
· We made sure the same tenant could not be counted more than once
· We checked responses regularly to make sure they reflected our tenant population
· We frequently checked that the results were representative when compared to the wider tenant base 

We compared survey responses with information about tenants, such as age, gender, ethnicity and property type.

This showed that the results broadly reflect our tenant population across these key groups. Please see the table below for more detail.







	Characteristic
	Tenant Population
	Survey Responses
	Difference

	Age
	 
	 
	 

	16-24
	2.61%
	3.35%
	0.73%

	25-34
	11.76%
	10.93%
	-0.83%

	35-44
	21.83%
	17.63%
	-4.21%

	45-54
	18.74%
	15.90%
	-2.84%

	55-64
	19.30%
	17.05%
	-2.25%

	65-74
	14.42%
	17.42%
	2.99%

	75-84
	8.37%
	11.98%
	3.61%

	85 and over
	2.89%
	5.13%
	2.24%

	Gender
	
	
	

	Female
	58.60%
	57.48%
	-1.12%

	Male
	36.31%
	36.40%
	0.09%

	Prefer not to say
	0.09%
	0.05%
	0.04%

	Ethnicity
	
	
	

	Arab
	0.62%
	0.52%
	-0.09%

	Asian
	3.05%
	3.09%
	0.03%

	Black
	2.26%
	2.30%
	0.04%

	Chinese
	0.17%
	0.31%
	0.14%

	Mixed
	1.79%
	1.83%
	0.04%

	Not Specified
	2.93%
	1.88%
	-1.05%

	Other
	8.65%
	6.96%
	-1.70%

	White
	80.53%
	82.48%
	1.95%

	Property Type
	
	
	

	Bungalow
	4.25%
	5.91%
	1.66%

	Flat
	31.80%
	31.64%
	-0.16%

	Hostel Flat
	0.63%
	0.26%
	-0.37%

	House
	41.25%
	34.41%
	-6.84%

	Maisonette
	2.73%
	2.51%
	-0.22%

	Multi-Storey
	16.13%
	17.52%
	1.39%

	Studio
	3.21%
	3.19%
	-0.02%



Differences in who responded

We found some small differences in the types of tenants who took part in the survey, including:

· Fewer people living in houses took part than expected
· Fewer people from some working-age groups took part
· Slightly more people aged over 65 took part






We reviewed the largest differences and found they did not significantly affect the overall results, due to the high number of responses received reducing the impact of the imbalance.

With a larger number of responses, the results naturally become more balanced because we hear from a wider range of customers.  This reduces the impact of any one group being slightly over or underrepresented.  However, we still check for this using weighting to make sure no particular group is over influencing the results.

We applied these adjustments (weighting) to the results to see if it would make a difference. It did not change the overall satisfaction results in any meaningful way, because of this, we are confident that the results, as they are, fairly represent our tenants.

Also, we routinely check representation throughout the year to ensure the final sample achieved at the end of the year is broadly representative of the wider tenant base.

Summary

We carried out the 2025/26 tenant survey in a clear, fair and reliable way, following all the rules set by the Regulator of Social Housing.

We made sure the results are trustworthy by:

· Collecting a large number of responses from tenants across our homes
· Using a range of survey methods to include as many people as possible
· Following all required questions, wording and survey standards
· Checking and explaining any differences in how people responded

Overall, we are confident the results give a fair and accurate picture of tenants’ views.
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