Summary of Approach TSM Survey 2025-2026
Southway Housing Trust
Overview
The survey was conducted by ARP Research on a phased quarterly basis between 22 April 2025 and 10 March 2026. 
Responses
Overall, 1,243 LCRA (low-cost rental accommodation) tenant households took part in the TSM survey, which represented 21% of the total tenant population (error margin +/- 2.5%). This exceeds the applicable TSM target error margin of +/- 4%. 
There were 402 face-to-face interviews (32%), 440 online completions (35%) and 401 telephone interviews (32%).
Sampling
For each quarter, Southway staff initially conducted face to face interviews via a quota sample selected from all households that hadn’t yet taken part in this year’s survey. The quota categories were stock type, area, property type, age group and ethnic background.  This was followed by computer-generated randomly selected sample of approximately 1,100 households with email addresses invited to the online element, followed by a final phase with telephone interviews using randomised number selection completed according to a quota sample calculated to achieve a representative response for that quarter. The quota categories for this element were stock type, area, property type, property size, length of tenancy, gender, age group and ethnic background.  
The population for the online and telephone elements from which the sample was drawn each quarter was restricted to a computer-generated randomly selected group of approximately 1,400 -1,500 households (around a quarter of the full population). This excluded any household that had been part of the equivalent group from any previous quarter, or that had already taken part in a face-to-face interview during the year.
Fieldwork
The target for each quarter was to achieve around 300 responses split as equally as possible between face-to-face (Southway), online (ARP) and telephone (ARP). 
The first part of each quarterly tranche involved face to face interviews conducted by Southway staff. 
· Eligibility Check: All non-repairs operational staff undertaking face-to-face visits or meetings with tenants during the 4 designated TSM survey periods (1st 4-6 weeks each Q) are required to check the TSM data file prior to the visit. If the tenant has not completed a TSM survey within the previous 12 months, they will be invited to participate in a survey during the visit, subject to their consent.
· All data is held in the TEAMS TSM space and access provided to all staff undertaking surveys
· Consent-Based Participation: Surveys are only conducted where the tenant agrees to take part. Participation is voluntary and tenants are informed of the purpose and confidentiality of the survey.
· Monitoring and Representativeness: Southway monitors data provided by ARP throughout the survey period to ensure the sample reflects the diversity of our customer base and no disproportionate focus on any cluster by area, age, gender, or other demographic characteristics. Adjustments are made if monitoring indicates any emerging bias or underrepresentation.
· Continuous Review: Sampling outcomes are reviewed regularly during the survey period to maintain compliance with representativeness standards and regulatory requirements.
The second phase is an online survey invitation sent to approximately 1,100 households, followed by a text message reminder to non-respondents after a week, with the aim of achieved 100 responses.
The final phase is 100 telephone interviews conducted by specialist market research interviewers to achieve the final quota.
This matches the methodology used in 2024/25. A mixed methodology was chosen to because it offers good value for money whilst helping to maximise returns and ensure responses from a range of different age groups. It also enables tenants to participate via a range of methods to suit their personal preferences and capabilities. It is also a suitable methodology for a phased approach as it helps to minimise survey fatigue over the long-term. The choice of methodology was also to ensure that that the survey was representative without the need for further weighting.
The survey was incentivised with a free prize draw of £100 in shopping vouchers for each wave.
Population
The population for the TSM survey was all 5,968 Southway LCRA households on 14 April 2025. None were removed from the sample frame. 
Representativeness
For each survey quarter the last phase of fieldwork was the telephone interviews, which were completed to a quota sample to ensure that quarter’s achieved sample was representative. This ensured that the final combined TSM data is representative of the tenant population without further weighting. The characteristics by which representativeness was determined were: 

	 Stock
	Population 
	Survey

	General needs
	91.8
	91.5

	Age friendly
	5.6
	6.0

	With care
	2.7
	2.6



	Management area
	Population 
	Survey

	Central
	35.0
	35.2

	East
	32.3
	32.2

	West
	28.5
	28.2

	Other
	4.3
	4.3



	Property type
	Population 
	Survey

	Bungalow
	2.8
	3.1

	Flat
	65.8
	66.5

	House
	31.4
	30.3



	Property size
	Population 
	Survey

	One bed
	12.2
	12.1

	Two bed
	25.3
	24.9

	Three bed
	60.7
	61.4

	Four+ bed
	1.8
	1.6



	Tenancy length
	Population 
	Survey

	Under 1 year
	4.7
	6.9

	1 - 2 years
	9.1
	7.9

	3 - 5 years
	11.8
	12.4

	6 - 10 years
	17.3
	16.3

	11 - 20 years
	25.3
	24.5

	21 years and over
	31.9
	32.1



	Gender
	Population 
	Survey

	Male
	29.6
	30.3

	Female
	70.4
	69.7



	Age group
	Population 
	Survey

	18 - 24 years
	0.8
	1.0

	25 - 34 years
	6.9
	5.6

	35 - 44 years
	20.4
	19.0

	45 - 54 years
	21.5
	21.2

	55 - 64 years
	24.1
	24.7

	65 - 74 years
	15.9
	18.6

	75 - 84 years
	7.8
	8.1

	85+ years
	2.5
	1.9

	No record
	0.1
	0.0



	Ethnic background
	Population 
	Survey

	White British
	53.3
	55.3

	White other
	4.3
	3.9

	Mixed
	3.7
	3.4

	Asian or Asian British
	7.8
	8.0

	Black or Black British
	9.9
	9.3

	Other
	5.6
	5.1

	Prefer not to say
	9.3
	8.3

	Unknown
	6.0
	6.8



