Our approach to collecting resident feedback for our Tenant Satisfaction Measures (TSMs)
The TSMs show Salvation Army Homes performance for the year 2025 to 2026.
The results from the satisfaction survey are based on 755  responses in a one-off survey that took place between 7 May 2025 and 20 June 2025.
Acuity Research & Practice Ltd carried out this survey on behalf of Salvation Army Homes and collected, generated and validated the results from the survey.
Collection Methods
The TSM Surveys were completed online via email, telephone and post. The rationale for using a mixed methodology approach was:
· Accessibility and Inclusivity: Ensuring accessibility for all tenants, which aligned with the goal of reaching a broad and representative sample.
· Engagement and Data Quality: Indirect interaction by paper and online, and direct interaction over the phone tends to enhance engagement, allowing participants to answer clarifying questions and leading to more accurate and detailed responses. This is particularly valuable for nuanced satisfaction metrics.
· Response Rates: Using a mixed method approach maximises the robustness of the data and ensuring the results truly reflect the tenant base. Continuing to include a telephone aspect also allows Salvation Army Homes to be reactive to flags and alerts, which improves customer recovery. 
· Reliability and Consistency: Maintaining consistency with previous years' methodologies allows for more reliable trend analysis. It also enables richer information to be gathered.
· Independence: Using Acuity, an independent market research agency, means that participants are free from influence from the rest of the organisation.
Sample Method
A census approach was used for Agency Managed, Directly Managed and three of the Older Person schemes and a postal survey was sent to each property. Acuity contacted a random selection of current tenants from General Needs and the remaining Older Persons properties to participate in a telephone survey based on quotas set on housing stream and management area. All tenants had the opportunity complete the survey online by either requesting to do so when speaking to an interviewer or using the QR code or hyperlink provided on the cover letter in the postal survey pack. The survey is carefully scripted to ensure a professional and consistent process.

Representativeness
A weighting based on housing stream and management area was applied to generate the reported perception results, to ensure that the survey was representative of the tenant population as a whole. The characteristics by which representativeness was determined were:
	Housing Stream
	Population
	Sample

	Agency Managed Services
	37%
	41%

	General Needs
	40%
	38%

	Directly Managed Services
	14%
	13%

	Older People’s Services
	9%
	8%





	Management Area
	Population
	Sample

	Agency Managed Services
	37%
	37%

	Devon and Cornwall GN
	1%
	1%

	London and South East GN
	18%
	18%

	Midlands GN
	7%
	7%

	North East GN
	6%
	6%

	North West GN
	6%
	6%

	Older People Services GN
	4%
	4%

	South West GN
	7%
	7%

	Supported – London/South East
	3%
	3%

	Supported – North
	6%
	6%

	Supported – South
	2%
	2%

	Supported – South West
	3%
	3%



	Ethnicity
	Population
	Sample

	Arab or other ethnic group
	3%
	4%

	Asian or Asian British
	2%
	2%

	Black, African, Caribbean or Black British
	4%
	6%

	Mixed or Multiple ethnic groups
	1%
	1%

	Not collected
	12%
	15%

	Prefer not to say
	1%
	1%

	Unknown
	37%
	18%

	White
	39%
	53%



	Length of Tenancy
	Population
	Sample

	A. < 1 year
	7%
	8%

	B. 1 - 3 years
	19%
	26%

	C. 4 - 5 years
	6%
	8%

	D. 6 - 10 years
	14%
	19%

	E. 11 - 20 years
	12%
	15%

	F. Over 20 years
	42%
	6%

	Unknown
	0%
	18%



	Age Group
	Population
	Sample

	0 - 24
	9%
	9%

	25 - 34
	9%
	11%

	35 - 44
	11%
	13%

	45 - 54
	10%
	15%

	55 - 59
	6%
	8%

	60 - 64
	5%
	8%

	65 - 74
	8%
	12%

	75 - 84
	4%
	5%

	85 +
	38%
	1%

	Unknown
	0%
	18%



	Property Type
	Population
	Sample

	Bunaglow – Detached
	0%
	0%

	Bungalow – Mid terraced
	0%
	1%

	Bungalow – Semi-detached
	0%
	0%

	Flat
	40%
	54%

	House – End terraced
	0%
	3%

	House – Mid terraced
	3%
	4%

	House – Semi-detached
	4%
	4%

	Maisonette
	0%
	1%

	Room
	11%
	14%

	Room – non repairable
	0%
	0%

	Town house – End terraced
	0%
	0%

	Town house – Mid terraced
	0%
	0%

	Unknown
	37%
	18%



There were no tenant households within the relevant population that were not included in the sample frame due to exceptional circumstances, and there were no other methodological issues that were likely to have a material impact on the tenant perception measures reported.
No incentives were offered to complete the questionnaire.


