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Introduction 
The Tenant Satisfaction Measures (TSM) Standard mandates that all 
registered providers develop and report TSMs in accordance with the 
guidelines set by the regulator. As part of this requirement, it is necessary for 
Cambridge City Council to inform its customers about its approach to 
conducting the TSM Perception survey and collecting data. 

This document details Cambridge City Council methodology and outlines the criteria 
specified in the Regulator of Social Housing’s publication, Tenant Satisfaction Measures 
Return. 

The Tenant Satisfaction Measures (TSM) Standard requires all registered providers to 
conduct tenant perception surveys and report performance annually as specified by the 
RSH. TSMs are intended to make landlords’ performance more visible to tenants so that 
tenants can hold their landlord to account. TSMs consist of 22 measures: 10 providing 
management information from data held by the landlord and 12 satisfaction measures 
gathered from tenant surveys. In addition to overall satisfaction with landlord services, the 
measures cover five key themes: 

● Keeping properties in good repair 

● Maintaining building safety 

● Respectful and helpful engagement 

● Responsible neighbourhood management 

● Effective handling of complaints 

Providers must publish a summary of the survey approach used to generate published 
tenant perception measures. This must be made clearly available alongside each set of 
tenant perception measures published by the provider. 

Summary of Achieved Sample & Sample Method 
Cambridge City Council works with Acuity Research & Practice Ltd, an 
accredited organisation that is dedicated to providing research services in 
the social housing sector. We use survey information to understand how our 
tenants feel about their homes and services and how we can improve. Acuity 
was commissioned for collecting, generating and validating reported 
perception measures. 

In 2025/26, Cambridge City Council used a census approach to complete TSM surveys, 
whereby all tenants were invited through one or multiple means to participate in the survey 
exercise. The sample size was chosen to ensure that the level of statistical accuracy set 
out by the RSH was met. For Cambridge City Council, we need to ensure that we survey 
enough tenants to meet a statistical accuracy (margin of error at 95% confidence interval) 
of +/- 4%. 

During 2025/26, Cambridge City Council completed (or partially completed) 2,027 TSM 
surveys with tenants in Low-Cost Rented Accommodation (LCRA). Cambridge City Council 
have 7118 LCRA properties which means that a statistical accuracy level of +/- 2.5% was 
achieved, which is a greater level of accuracy than required. 

No tenant was removed from the sample frame. 
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To boost participation, we incentivised the survey, whereby all tenants who took part were 
entered into a draw to receive one of three £100 Love2Shop vouchers. The three winners 
were randomly selected by Acuity and communicated to the Council to award prizes. 

 

Timing of Survey 
 
Cambridge City Council carried out a total of 2027 surveys between 19 
January 2026 and 24 March 2026. 
 

 

Collection Method(s) 
The TSM Surveys were completed via a combination of online, postal and 
telephone surveys. All tenants with an email address were sent an email 
invitation by Acuity to complete the survey online. Tenants were also sent 
survey packs by post, which included a cover letter, questionnaire and reply-
paid envelope to return their completed survey. Finally, a sample of tenants 

were contacted by an Acuity interviewer and invited to participate in a telephone interview. 

The rationale for using a mixed methodology approach is: 

 

 

 

 Accessibility and Inclusivity: By using a combination of online, postal, and telephone survey 
methods, we wanted to ensure accessibility for tenants with differing communication 
preferences and needs. This approach supports our commitment to reaching a broad and 
representative sample of our tenant population, including those who may face digital exclusion 
or have additional accessibility requirements. 

 Engagement and Data Quality: Offering both indirect (postal and online) and direct (telephone) 
modes of participation increases tenant engagement. Telephone interviews, in particular, allow 
for clarification of questions in real time, leading to richer and more accurate responses. This is 
especially important when exploring nuanced satisfaction metrics. 

 Response Rates: A multi-channel approach maximises the likelihood of response by 
accommodating tenant preferences. The inclusion of telephone interviews also enables 
Cambridge City Council to respond in real time to flags or alerts raised during the survey 
process, supporting a more agile and responsive approach to customer service and 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: Partnering with Acuity, an independent research agency, ensures impartiality in 
the survey process. This independence helps tenants feel more comfortable sharing honest 
feedback, and it enhances the credibility of the data collected. 
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Sample Method 
A census approach was used for the survey, whereby all tenants were 
invited to participate by one or multiple means. The survey was carefully 
scripted to ensure a professional and consistent process. 
 
Survey responses are immediately shared with Cambridge City Council, who 

then manage a follow up and review process which includes both responding to feedback 
as necessary, and analysing the feedback, to understand how we can improve. 

Representativeness 
Representative checks were carried out to ensure that the survey was 
representative of the tenant population as a whole. The achieved sample 
was determined to be sufficiently representative, and as such no weighting 
has been applied. The characteristics by which representativeness was 
determined were: 

 

Age Group  Population  Sample  

0 - 24  1%  1%  

25 - 34  10%  10%  

35 - 44  20%  19%  

45 - 54  20%  19%  

55 - 59  10%  11%  

60 - 64  10%  9%  

65 - 74  15%  16%  

75 - 84  9%  9%  

85 +  4%  4%  

Unknown  1%  2%  
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Needs  Population  Sample  

General Stock  93%  92%  

Sheltered Housing  7%  8%  

 

Length of Tenancy  Population  Sample  

< 1 Year  0.38%  0.35%  

1 - 3 Years  22%  26%  

4 - 5 Years  10%  10%  

6 - 10 Years  18%  17%  

11 - 20 Years  24%  21%  

Over 20 Years  25%  25%  

 

Ethnicity  Population  Sample  

UNKNOWN 30%  30%  

ANY OTHER ETHIC BACKGROUND  2%  2%  

ASIAN BRITISH - Bangladeshi  2%  2%  

ASIAN BRITISH - Indian  0.46%  0.39%  

ASIAN BRITISH - Other  1%  1%  

ASIAN BRITISH - Pakistani  0.42%  0.69%  

BLACK BRITISH - African  1%  1%  

BLACK BRITISH - Caribbean  1%  1%  

BLACK BRITISH - Other  0.46%  0.54%  
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CHINESE  0.37%  0.35%  

Gypsy & Traveller - Other  0.01%  0%  

MIXED - Other  0.87%  1%  

MIXED - White /Black African  0.32%  0.39%  

MIXED - White/Asian  0.39%  0.25%  

MIXED - White/Black Caribbean  0.46%  0.54%  

Refused  0.27%  0.15%  

WHITE - British  49%  47%  

WHITE - Gypsy/Roma  0.04%  0.10%  

WHITE - Irish  0.60%  0.69%  

WHITE - Other  9%  10%  

WHITE - Traveller of Irish Heritage  0.04%  0.05%  

 

Gender  Population  Sample  

Female  61%  63%  

Male  39%  37%  

 

Property Type  Population  Sample  

Bedsit  0.90%  0.59%  

Bungalow  3%  3%  

Flat  46%  48%  

House  45%  44%  
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Maisonette  5%  5%  

 

Tenure Type  Population  Sample  

Introductory Tenancy  4%  6%  

Licensee of CCC Temp Acc  0%  0%  

Secure Tenancy  89%  88%  

Shltrd Secure Tenancy  6%  7%  

 

Ward  Population  Sample  

Abbey  14%  14%  

Arbury  16%  15%  

Castle  0.98%  0.84%  

Cherry Hinton  12%  12%  

Coleridge  9%  9%  

East Chesterton  6%  5%  

Kings Hedges  19%  19%  

Market  1%  1%  

Newnham  0.41%  0.35%  

Petersfield  5%  5%  

Queen Edith's  5%  5%  

Romsey  7%  7%  
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Trumpington  4%  4%  

West Chesterton  1%  1%  
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Questionnaire & Introductory Text 

The cover letter and paper questionnaire that tenants received are shown below. 
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Report by Acuity Research & Practice 

  01273 287114 acuity@arap.co.uk 
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