Appendix 1: Survey approach 
Feedback services provider (collecting, generating, and validating the reported perception measures).
All survey activities were managed and conducted by independent research agencies, with Pexel overseeing Quarters 1 to 3 and Housemark (In partnership with Service Insight Ltd) responsible for Quarter 4.
Survey fieldwork date 
Between June 2025 and March 2026.  
Total population at year end (31 March 2026)
9,035 (all LCRA), broken down by ownership as follows:
· 8,245 Council Owned 
· 320 Council Owned (Hillside Management)
· 254 Brent is Leaseholder
· 216 First Wave Housing		
Please note that the Social Housing Regulator’s definition of LCRA and LCHO has been followed.

Population used to draw sample
9,184 (all LCRA), a snapshot taken at the start of 2025/26. The difference from the year-end position reflects stock movement during the year.
Total sample size achieved (total number of responses)  
1,017, drawn at random from the population of 9,184 above.
Statistical confidence required and achieved  
+/- 3.0% (+/- 3.0% required)
Reasons for any failure to meet the required sample size  
Not applicable 
Collection method 
227 face-to-face interviews and 790 telephone interviews were conducted.
Type and amount of any incentives offered 
None 

Sampling method 
Randomised sample through MS Excel randomisation.
Number of tenant households within the relevant population that have not been included in the sample  
None
Summary of representativeness of the sample against the relevant tenant population  
Representativeness was assessed by profiling the 1,017 achieved responses against the population of 9,184 held on the Council's housing management system. In line with paragraph 50 of the Tenant Survey Requirements, a balanced judgement was reached on which characteristics to include, based on the tenant profile. Age band and property type were used. Both are recorded reliably on the housing management system, and both were used to set the survey quotas.
The tables below show each characteristic, the number and percentage of the population in each category alongside the number and percentage of the 1,017 achieved responses, with the deviation in percentage points. Deviation did not exceed 2.7 percentage points on any age band or 1.2 percentage points on any property type. Applying the test set out in paragraph 48, the level of under- and over-representation observed was not sufficient to materially affect the calculated satisfaction scores. Weighting was therefore not applied.
	Age Band
	Tenant Profile Count
	Tenant Profile Percentage
	Survey Profile Count
	Survey Profile Percentage
	Deviation 

	18-24
	85
	0.9%
	9
	0.9%
	0.0

	25-34
	642
	7.0%
	50
	4.9%
	-2.1

	35-44
	1326
	14.4%
	126
	12.4%
	-2.0

	45-54
	1765
	19.2%
	195
	19.2%
	0.0

	55-64
	2648
	28.8%
	320
	31.5%
	2.7

	65 and over
	2569
	28.0%
	309
	30.4%
	2.4

	No DOB
	149
	1.6%
	8
	0.8%
	-0.8

	Total
	9,184
	100.0%
	1,017
	100.0%
	 





	Property Type
	Tenant Profile Count
	Tenant Profile Percentage
	Survey Profile Count
	Survey Profile Percentage
	Deviation 

	Bungalow
	123
	1.3%
	15
	1.5%
	0.2

	Flat
	6032
	65.7%
	664
	65.3%
	-0.4

	House
	1993
	21.7%
	233
	22.9%
	1.2

	Maisonette
	855
	9.3%
	99
	9.7%
	0.4

	Nil properties
	142
	1.5%
	6
	0.6%
	-0.9

	Room
	6
	0.1%
	0
	0.0%
	-0.1

	Temporary Letting Scheme
	3
	0.0%
	0
	0.0%
	0.0

	Travellers Site
	30
	0.3%
	0
	0.0%
	-0.3

	Total
	9,184
	100.0%
	1,017
	100.0%
	 



Any weighting applied 
Weighting was not applied, as the achieved sample was assessed as representative of the relevant tenant population. See the representativeness summary above.
Questions asked
12 regulatory TSM questions and 10 additional qualitative questions to better understand their concerns and identify opportunities to improve services for residents.
Any other methodological issues likely to have a material impact on the tenant perception measures reported  
None
Appendix 2: Survey questions
Introductory text
The preamble below was included when the survey was administered to tenants, and respondents were informed of the purpose of the survey before participating. 
The introduction used was: 
"My name is [interviewer name] calling from [research agency] on behalf of Brent Council Housing Services. I'm calling today as I would like to ask you a few quick questions about the services you receive from Brent. Anything you tell me will be used for their annual Tenant Satisfaction Measures and to help improve the services they provide to you."

Regulatory TSM questions 
Please note that respondents who selected fairly dissatisfied, very dissatisfied, disagree, or strongly disagree were asked to provide additional details explaining their responses. This feedback was used to better understand their concerns and identify opportunities to improve services for residents. These follow-up questions were included in Quarter 1 and Quarter 2 but were removed in Quarter 3 and Quarter 4.
Question 1: Taking everything into account, how satisfied or dissatisfied are you with the service provided by Brent Housing Management?
· Very satisfied
· Fairly satisfied
· Neither satisfied nor dissatisfied
· Fairly dissatisfied
· Very dissatisfied
Question 2a: Has Brent Housing Management carried out a repair to your home in the last 12 months?
· Yes
· No
Question 2b: How satisfied or dissatisfied are you with the overall repairs service from Brent Housing Management over the last 12 months?
· Very satisfied
· Fairly satisfied
· Neither satisfied nor dissatisfied
· Fairly dissatisfied
· Very dissatisfied
Question 3: How satisfied or dissatisfied are you with the time taken to complete your most recent repair after you reported it?
· Very satisfied
· Fairly satisfied
· Neither satisfied nor dissatisfied
· Fairly dissatisfied
· Very dissatisfied
Question 4: How satisfied or dissatisfied are you that Brent Housing Management provides a home that is well maintained?
· Very satisfied
· Fairly satisfied
· Neither satisfied nor dissatisfied
· Fairly dissatisfied
· Very dissatisfied
Question 5: Thinking about the condition of the property or building you live in, how satisfied or dissatisfied are you that Brent Housing Management provides a home that is safe?
· Very satisfied
· Fairly satisfied
· Neither satisfied nor dissatisfied
· Fairly dissatisfied
· Very dissatisfied
· Not applicable/ don’t know
 Question 6: How satisfied or dissatisfied are you that Brent Housing Management listens to your views and acts upon them?
· Very satisfied
· Fairly satisfied
· Neither satisfied nor dissatisfied
· Fairly dissatisfied
· Very dissatisfied
· Not applicable/ don’t know
Question 7: How satisfied or dissatisfied are you that Brent Housing Management keeps you informed about things that matter to you?
· Very satisfied
· Fairly satisfied
· Neither satisfied nor dissatisfied
· Fairly dissatisfied
· Very dissatisfied
· Not applicable/ don’t know
Question 8: To what extent do you agree or disagree with the following: “Brent Housing Management treats me fairly and with respect”?
· Strongly agree
· Agree
· Neither agree nor disagree
· Disagree
· Strongly disagree
· Not applicable/don't know
Question 9a: Have you made a complaint to Brent Housing Management in the last 12 months?
· Yes
· No
Question 9b: How satisfied or dissatisfied are you with Brent Housing Management’s approach to complaints handling?
· Very satisfied
· Fairly satisfied
· Neither satisfied nor dissatisfied
· Fairly dissatisfied
· Very dissatisfied
Question 10a: Do you live in a building with communal areas, either inside or outside, that Brent Housing Management 
is responsible for maintaining?
· Yes
· No
Question 10b: How satisfied or dissatisfied are you that Brent Housing Management keeps these communal areas clean and well maintained?
· Very satisfied
· Fairly satisfied
· Neither satisfied nor dissatisfied
· Fairly dissatisfied
· Very dissatisfied
Question 11: How satisfied or dissatisfied are you that Brent Housing Management makes a positive contribution to your neighbourhood?
· Very satisfied
· Fairly satisfied
· Neither satisfied nor dissatisfied
· Fairly dissatisfied
· Very dissatisfied
· Not applicable/ don’t know
Question 12: How satisfied or dissatisfied are you with Brent Housing Management approach to handling anti-social behaviour?
· Very satisfied
· Fairly satisfied
· Neither satisfied nor dissatisfied
· Fairly dissatisfied
· Very dissatisfied
· Not applicable/ don’t know

Additional questions
Question 13: We’d appreciate your feedback—could you tell us what caused your dissatisfaction with any of our services?
Question 14: Brent housing services would welcome the opportunity to see your individual answers in this survey. Would you be happy for your individual responses to be attributed to you when being passed back to Brent?
· Yes
· No
Question 15: Are you happy for Brent housing services to contact you about anything you have raised in this survey?
· Yes
· No
