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Purpose 

In the interest of transparency, the purpose of this report is to summarise the approach used to 
generate the Tenant Perception Survey results. 
 
The structure follows the guidance set out in paragraph 35 of Annex 5: Tenancy Satisfaction 
Measures, with references provided in brackets next to each title.  
 
Throughout the document, information about tenants is referred to as low-cost rental 
accommodation (LCRA), while details about shared owners are described as low-cost home 
ownership (LCHO). 
 
 
 
 
 
 
 
 
 
 
 
 

TSM%20-%20Tenant%20Survey%20Requirements


3 
 

Summary of Results 

This summary presents residents' perceptions from 1 April 2024 to 31 March 2025, and any 
changes from the previous year. 
 

Low-Cost Rental Accommodation (Tenants) 
 

Measure 2023-24 2024-25 Trend 

TP01 - Overall satisfaction 54.8% 53.1%  ↘ 

TP02 – Repairs Satisfaction 60.8% 59.3%  ↘ 

TP03 – Repair Time Satisfaction 61.2% 59.3%  ↘ 

TP04 – Home Maintenance Satisfaction 51.3% 50.4%  ↘ 

TP05 – Home Safety Satisfaction 54.6% 55.5%  ↗ 

TP06 – Listens & Acts 36.8% 38.0%  ↗ 

TP07 – Keeps Informed 48.8% 48.3%  ↘ 

TP08 – Fair & Respectful 52.8% 52.5%  ↘ 

TP09 – Complaint Handling Satisfaction 21.7% 24.5%  ↗ 

TP10 – Clean Communal Areas 44.9% 47.8%  ↗ 

TP11 – Neighbourhood Contribution 38.4% 40.5%  ↗ 

TP12 – ASB Handling Satisfaction 35.5% 37.1%  ↗ 

Achieved Sample 1120 (target 973) 1030 (target 973)   ↘ 

 
 

Low-Cost Home Ownership (Shared Owners) 
 

Measure 2023-24 2024-25 Trend 

TP01 - Overall satisfaction 44.8% 45.7%  ↗ 

TP05 – Home Safety Satisfaction 52.9% 48.6%  ↘ 

TP06 – Listens & Acts 16.9% 23.2%  ↗ 

TP07 – Keeps Informed 40.4% 43.8%  ↗ 

TP08 – Fair & Respectful 43.4% 41.8%  ↘ 

TP09 – Complaint Handling Satisfaction 8.0% 9.8%  ↗ 

TP10 – Clean Communal Areas 50.0% 38.7%  ↘ 

TP11 – Neighbourhood Contribution 31.5% 39.5%  ↗ 

TP12 – ASB Handling Satisfaction 25.3% 24.8%  ↘ 

Achieved Sample 111 (target 306) 222 (target 306)   ↗ 
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Section 1a and 1b – Background Q2 

Our Approach 

We used a phased sample approach to collate our findings.  

Timing of Survey (35b) 

The survey data was generated using a single integrated survey meeting TSM requirements. We 
used MS Form for data capture, including personal details like name, address, and tenure for 
accuracy and to avoid double counting. Verification formulas in the source spreadsheet detected 32 
duplications using property reference and postcode. 

Collection Methods (35c) 

The survey process began on 20 September 2024 and continued until 31 March 2025. Before 
initiating the survey, internal colleagues were informed to ensure they were aware of the process. 
 
Using data from our housing system, a report was generated listing all MKCC current LCRA and 
LCHO units. All residents included in the report were contacted, and those who responded became 
our sample. 
 
A phased approach utilising different communication channels was implemented to notify residents 
about the survey - starting with email, followed by text messages, then letters and finally phone 
calls. The report was updated after each channel was used. 
 

¶ We reached our target number of LCRA (tenants) through emails and text messages who 

completed online forms 

¶ For LCHO (shared owners), we initially used emails, text messages and letters who 

completed online forms. Later we used phone interviews to collect responses.  

¶ Paper copies were sent upon request, and any responses received were entered into the MS 

Form. 

The webpage served as the primary source of information about Tenant Perception Survey. 
Additionally, existing publications were utilised to inform residents about the Tenant Perception 
Survey. For instance, an article explaining the purpose of the survey was published in the Annual 
Report 2023-2024, which was distributed to all residents. 

Sample Method (35d) 

To determine the necessary sample size, we used an online calculator based on guidance from 
Table 5 in Annex 5: Tenant Satisfaction Measures. This advised a minimum of 973 responses from 
LCRA residents and 306 from LCHO residents to ensure statistically robust results. 

https://www.calculator.net/sample-size-calculator.html?type=1&cl=95&ci=3&pp=50&ps=10903&x=Calculate
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Source: Sample Size Calculator 

Copy of questionnaire 

Full details in Appendix 1 

Summary of achieved sample size (35e) 

We adopted a sample approach to gather our data. By utilising our housing extract, we were able to 
verify the sample's representation of the population by analysing various factors such as gender, 
disability, ethnicity, age, property type, and geographical location for both LCRA and LCHO. The 
corresponding results are provided in Appendix 1 (LCRA) and Appendix 2 (LCHO) 

Weighting (35f)   

No weighting was applied to generate the reported measures. We did not apply any weighting as:  

• We informed all our tenants and shared owners about the survey and offered them 

different ways of submitting their response, hence giving each member of the 

population an equal chance of being included in the sample.  

• We were satisfied that the achieved samples were largely representative of our whole 

population of tenants. See appendix 3 

Use of Contractors (35g) 

We did not engage any external contractors for the survey process. The Housing Business 
Improvement Team managed the project, with support from the Home Ownership team in 
contacting shared owners. This approach enabled us to maintain consistency and ensure the 
integrity of the survey. Additionally, the Housing Landlord Board provided governance oversight. 

Accessibility (35h) 

Tenants and shared owners could use a variety of channels to provide their response to TPS.  For 
example, letter, email and our preferred method, the digital form. Our publications also invited 
residents to inform us if they have any other barriers to accessing information. No one was 
excluded in the context of paragraph 63. 

 

https://www.calculator.net/sample-size-calculator.html?type=1&cl=95&ci=3&pp=50&ps=10903&x=Calculate
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Failure to meet the required sample size requirements (35i) 

Whilst we exceeded in receiving our requirement for LCRA, we did not achieve the target for LCHO. 

This year we: 

• Wrote to 1290 shared owners dispelling the myth that the survey is not for them and 

inviting them to take part. This effort yielded an extra 113 responses. 

• Conducted telephone interviews which resulted in 21 surveys being completed. 

This resulted in a 100% increase from last year, rising from 111 responses to 222 responses after 
the removal of duplications.  
 
As part of our efforts to, we will look to visit shared owners to conduct the Tenant Perception 
Surveys. We believe that this additional collection method will help us reach our target of 306 
responses. 

Incentives (35j) 

Apart from the incentive of us saying that we will use feedback to help shape our services, we also 
offered £50 high street vouchers to five residents. This was managed by an independent draw. 

Methodological issues (35k) 

Feedback from telephone interviews with LCHO shared owners suggests some of the shared 
owners did not perceive questions in the survey to be relevant to the services they receive. 
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Appendices 

Appendix 1: The Tenant Perception Survey MS Forms /Questionnaire 

 

Disclaimer: Everything we do with information about people, such as how we collect it 

and who we share it with, has to comply with the Data Protection Act and the General 

Data Protection Regulation (GDPR). A key part of this is being open about how we use 

information and what rights you have in respect of information we hold about you. For 

more information, please visit [Milton Keynes Privacy](https://www.milton-

keynes.gov.uk/privacy). By continuing with this form, you consent to the Council 

capturing and storing the personal details in this form for providing the service 

requested. 

 

TP01. Overall satisfaction 

Taking everything into account, how satisfied or dissatisfied are you with the service 

provided by Milton Keynes City Council? 

¶ Very satisfied 

¶ Fairly satisfied 

¶ Neither satisfied nor dissatisfied 
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¶ Fairly dissatisfied 

¶ Very dissatisfied 

 

The next three questions about repairs only apply to Tenants. 

What type of customer are you? 

¶ Tenant 

¶ Leaseholder 

¶ Shared Owner 

 

TP02. Satisfaction with repairs 

Has Milton Keynes City Council carried out a repair to your home in the last 12 months? 

¶ Yes 

¶ No 

How satisfied or dissatisfied are you with the overall repairs service from Milton 

Keynes City Council over the last 12 months? 

¶ Very satisfied 

¶ Fairly satisfied 

¶ Neither satisfied nor dissatisfied 

¶ Fairly dissatisfied 

¶ Very dissatisfied 

 

TP03. Satisfaction with time taken to complete most recent repair 

How satisfied or dissatisfied are you with the time taken to complete your most recent 

repair after you reported it? 
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¶ Very satisfied 

¶ Fairly satisfied 

¶ Neither satisfied nor dissatisfied 

¶ Fairly dissatisfied 

¶ Very dissatisfied 

 

TP04. Satisfaction that the home is well maintained 

How satisfied or dissatisfied are you that Milton Keynes City Council provides a home 

that is well maintained? 

¶ Very satisfied 

¶ Fairly satisfied 

¶ Neither satisfied nor dissatisfied 

¶ Fairly dissatisfied 

¶ Very dissatisfied 

 

TP05. Satisfaction that the home is safe 

Thinking about the condition of the property or building you live in, how satisfied or 

dissatisfied are you that Milton Keynes City Council provides a home that is safe? 

¶ Very satisfied 

¶ Fairly satisfied 

¶ Neither satisfied nor dissatisfied 

¶ Fairly dissatisfied 

¶ Very dissatisfied 

¶ Not applicable/don't know 
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TP06. Satisfaction that the landlord listens to tenant views and acts upon them 

How satisfied or dissatisfied are you that Milton Keynes City Council 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 

TP07. Satisfaction that the landlord keeps tenants informed about things that matter 

to them 

How satisfied or dissatisfied are you that Milton Keynes City Council 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 

TP08. Agreement that the landlord treats tenants fairly and with respect 

To what extent do you agree or disagree with the following: “Milton Keynes City 

Council treats me fairly and with respect”? 

¶ Strongly agree 

¶ Agree 
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¶ Neither agree nor disagree 

¶ Disagree 

¶ Strongly disagree 

¶ Not applicable/ don’t know 

 

TP09. Satisfaction with the landlord’s approach to handling complaints 

Have you made a complaint to Milton Keynes City Council in the last 12 months? 

¶ Yes 

¶ No 

If yes, how satisfied or dissatisfied are you with Milton Keynes City Council’s approach 

to complaints handling? 

¶ Very satisfied 

¶ Fairly satisfied 

¶ Neither satisfied nor dissatisfied 

¶ Fairly dissatisfied 

¶ Very dissatisfied 

 

TP10. Satisfaction that the landlord keeps communal areas clean and well maintained 

Do you live in a building with communal areas, either inside or outside, that Milton 

Keynes City Council is responsible for maintaining? 

¶ Yes 

¶ No 

¶ Don't know 
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If yes, how satisfied or dissatisfied are you that Milton Keynes City Council keeps these 

communal areas clean and well maintained? 

¶ Very satisfied 

¶ Fairly satisfied 

¶ Neither satisfied nor dissatisfied 

¶ Fairly dissatisfied 

¶ Very dissatisfied 

TP11. Satisfaction that the landlord makes a positive contribution to neighbourhoods 

How satisfied or dissatisfied are you that Milton Keynes City Council makes a positive 

contribution to your neighbourhood? 

¶ Very satisfied 

¶ Fairly satisfied 

¶ Neither satisfied nor dissatisfied 

¶ Fairly dissatisfied 

¶ Very dissatisfied 

¶ Not applicable/ don’t know 

TP12. Satisfaction with the landlord’s approach to handling anti-social behaviour 

How satisfied or dissatisfied are you with Milton Keynes City Council’s approach to 

handling anti-social behaviour? 

¶ Very satisfied 

¶ Fairly satisfied 

¶ Neither satisfied nor dissatisfied 

¶ Fairly dissatisfied 

¶ Very dissatisfied 
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¶ Not applicable/ don’t know 

Personal details 

First name * 

Last name * 

Address * 

Please include your house/flat number & post code 

 

Appendix 2: Communication Channel and scripts 

Email sent to LCRA and LCHO 20 September 2024.  Reminder 10 October 2024 
har e your  views  on housi ng services  We ar e committed to continuously im proving our services and understandi ng your needs better. To help us achieve this, we u to participate in this yearôs Tenant Perception Survey. The survey takes less than 5 mié  

 

 

  

 

  

 

 

Share your views on housing services  

 

We are committed to continuously improving our services and understanding 

your needs better.  

To help us achieve this, we invite you to participate in this yearôs Tenant 

Perception Survey. 

The survey takes less than 5 minutes to complete. Your feedback directly 

influences our decision-making process, helps us prioritise our improvements 

and allocate resources.  

¶ Insights from last year:  

 

https://forms.office.com/e/E0cP9GBKRs
https://forms.office.com/e/E0cP9GBKRs
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¶ Overall satisfaction for housing related services was 55% 

among tenants and 45% among shared owners. 

¶ 61% expressed satisfaction with repairs, but only 22% were 

happy with how we handle complaints. 

¶ Based on the feedback, we have established a dedicated 

board focused on improving our complaints handling. We 

have also invested more in our Anti-Social Behaviour team to 

address root causes more efficiently. 

By completing this survey, you can share your views and help make a 

difference. All participants will be automatically entered into a prize draw where 

five lucky residents will win a £50 gift voucher. 

We only accept one survey per household. It can be completed by a carer, 

another household member on behalf of a tenant or through an interpreter. 

The survey results and findings will be published on our website in summer 

2025 

We look forward to hearing from you. 

Kind regards 

Sebastian Kulig and Rahima Ahmed 

Housing Business Improvement Team 

Milton Keynes City Council | Civic Offices | 1 Saxon Gate East | Central Milton 

Keynes | MK9 3EJ | www.milton-keynes.gov.uk 

 

   
   

https://forms.office.com/e/E0cP9GBKRs
http://www.milton-keynes.gov.uk/
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Text sent to LCRA and LCHO 7 November 2024 and reminder on 28 November 2024 

 

Letter sent to Shared owner 28 January 2025 
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Paper Version of Survey for Shared Owners 

 

Shared Owners  

Tenant Perception Survey 2024 -2025  
5 lucky residents will win a £50 gift voucher. The survey will be used to calculate annual 
Tenancy Satisfaction Measures. It takes approximately 5 minutes to complete. For more 
details and the last year results visit - https://www.milton-keynes.gov.uk/housing/tps 
 

Disclaimer 
Everything we do with information about people, such as how we collect it and who we share 
it with, has to comply with the Data Protection Act and the General Data Protection 
Regulation (GDPR). A key part of this is being open about how we use information and what 
rights you have in respect of information we hold about you. For more information, please 
visit https://www.milton-keynes.gov.uk/privacy By continuing with this form, you consent to 
the Council capturing and storing the personal details in this form for providing the service 
requested.  
 

    TP01 Overall Satisfaction. 

 

TP05. Satisfaction that the home is safe. 

 Taking everything into account, how satisfied or dissatisfied are you with the 
service provided by Milton Keynes City Council? 

 Very satisfied 

 Fairly satisfied 

 Neither satisfied nor dissatisfied 

 Fairly dissatisfied 

 Very dissatisfied   

 Thinking about the condition of the property or building you live in, how satisfied 
or dissatisfied are you that Milton Keynes City Council provides a home that is 
safe? 

 Very satisfied 

 Fairly satisfied 

 Neither satisfied nor dissatisfied 

 Fairly dissatisfied 

https://www.milton-keynes.gov.uk/housing/tps
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    TP06. Satisfaction that the landlord listens to tenant views and acts 
upon    them. 

 

     
TP07.Satisfaction that the landlord keeps tenants informed about things   
that matter to them. 

 

      
 
 
 
 

 Very dissatisfied 

 Not applicable/don’t know 

 How satisfied or dissatisfied are you that Milton Keynes City Council 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 

 How satisfied or dissatisfied are you that Milton Keynes City Council 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 
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TP08. Agreement that the landlord treats tenants fairly and with respect.  

 

    TP09. Satisfaction with the landlord’s approach to handling complaints. 

 

   
 
 
 
 
 
 
 

 To what extent do you agree or disagree with the following “Milton Keynes City 
Council treats me fairly and with respect”?  

 Strongly agree 

 Agree 

 Neither agree nor disagree 

 Disagree 

 Strongly disagree 

 Not applicable/don’t know 

 Have you made a complaint to Milton Keynes City Council in the last 12 months? 

 Yes 

 No 

 If yes, How satisfied or dissatisfied are you with Milton Keynes City Council’s 
approach to complaints handling? 

 Very satisfied 

 Fairly satisfied 

 Neither satisfied nor dissatisfied 

 Fairly dissatisfied 

 Very dissatisfied 
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TP10. Satisfaction that the landlord keeps communal areas clean and 
well maintained. 

 

      
 
 

TP11. Satisfaction that the landlord makes a positive contribution to 
neighbourhoods. 

 

 Do you live in a building with communal areas, either inside or outside, that Milton 
Keynes City Council is responsible for maintaining? 

 Yes 

 No 

 Don’t know 

 If yes, How satisfied or dissatisfied are you that Milton Keynes City Council keeps 
these communal areas clean and well maintained? 

 Very satisfied 

 Fairly satisfied 

 Neither satisfied nor dissatisfied 

 Fairly dissatisfied 

 Very dissatisfied 

 How satisfied or dissatisfied are you that Milton Keynes City Council makes a 
positive contribution to your neighbourhood? 

 Very satisfied 

 Fairly satisfied 

 Neither satisfied nor dissatisfied 

 Fairly dissatisfied 

 Very dissatisfied 

 Not applicable/don’t know 
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TP12. Satisfaction with the landlord’s approach to handling anti-social 
behaviour. 

 
 

 

 Your Personal Details 

 

 

You are automatically entered into a prize draw with a chance to win a 
£50 gift voucher. Winners will be notified when the survey ends which 
will be Spring 2025. 

 

The survey results and findings will be published on our website in 
Summer 2025. 

 
If you have any other questions about this survey, contact us 
on housingbi@milton-keynes.gov.uk 

 

 

 How satisfied or dissatisfied are you with Milton Keynes City Council’s approach to handling 
anti-social behaviour? 

 Very satisfied 

 Fairly satisfied 

 Neither satisfied nor dissatisfied 

 Fairly dissatisfied 

 Very dissatisfied 

 Not applicable/don’t know 

 First Name  

 Last Name  

 Reference Number (found top 
right of the letter you received) 

 

 Your address including house 
number and postcode 
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Telephone interview script for Shared Owners 

 

Briefing note  

Telephone Script for Shared Owners 
Tenant Perception Survey . 
 
 

 Prepared by Rahima Ahmed Business Improvement Officer 

 Date 20 February 2025 

 Purpose To ensure consistency in approach and our conversation is in line with the 
requirements. 

 

Telephone Script for Tenant Perception Survey 

Introduction: 

¶ Agent: "Good [morning/afternoon], is this [Tenant's Name]?" 
¶ Tenant: "Yes, it is." 
¶ Agent: "Hello, [Tenant's Name]. My name is [Your Name], and I'm calling from Milton 

Keynes City Council. We are conducting a Tenant Perception Survey to gather feedback on 
our services and your experience as a shared owner. This survey is part of the Tenant 
Satisfaction Measures required by the Regulator of Social Housing. Do you have a few 

minutes to participate?" 

Purpose: 

¶ Agent: "The purpose of this survey is to understand how well we are meeting your needs 
and to identify areas where we can improve. Your feedback is very important to us and will 
help us enhance our services." 

Confidentiality: 

¶ Agent: "Please be assured that your responses will be kept confidential and will only be 
used for the purpose of this survey. Your individual responses will not be shared with 

anyone outside our organisation." 

Setting Expectations: 

¶ Agent: "To keep the survey focused and efficient, we'll be asking specific questions about 
your experience. If you have additional concerns or feedback that falls outside the survey 
questions, please let me know after the survey is complete, and I'll make sure someone 
follows up with you separately." 
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Let’s begin 

Go through questions on MS Form. (skip disclaimer and answer the type of customer yourself) 

Tenant Perception Survey 2024-2025 

Prize Draw: 

¶ Agent: "As a thank you for participating in our survey, your name will be automatically 
added to a prize draw. 

o Agent: Could I confirm your first name, last name and first line of your address and 
your postcode 

Closing: 

¶ Agent: "Thank you very much for your time and valuable feedback, [Tenant's Name]. Your 
input will help us improve our services and better meet your needs.  

¶ tŀǳǎŜ ǘƻ ŀƭƭƻǿ ǘƘŜ ǇŜǊǎƻƴ ǘƻ ŀǎƪ ŀƴȅ ƻǘƘŜǊ ǉǳŜǎǘƛƻƴǎ ƻǳǘǎƛŘŜ ǘƘŜ ǎǳǊǾŜȅΦ  LŦ ǘƘŜȅ ŘƻƴΩǘ 
mention anything then say goodbye and move onto the next person. 

 

Potential questions 

¶ What services am I entitled to?/What services do we provide to Shared Owners? 

Building insurance, depending on location communal cleaning, voice you opinion on any 
consultation we propose, 

¶ Repairs- Shared owners are responsible for the repairs inside their property.  If it’s a 
communal repair then contact mears 

¶ Legal advice on Act – Further information will be on our website shortly 

 
Homeownership | Milton Keynes City Council (https://www.milton-

keynes.gov.uk/housing/homeownership) 
------------------------------------------------------------------------------------------------------------------------ 
Appendix  
 

Aim: Complete 16 surveys by 31 March 2025 
 

We all have a sheet of 96 contacts. Our aim is to get 16 surveys completed each by Monday 31 
March. You can decide how many calls you wish to make each day/week. Also do feel free to add 
more columns on your sheet.  

Tips for Efficiency 

1. Prepare in Advance: Have all necessary information and scripts ready before making calls. 
2. Track Progress: Keep a daily log of calls made and responses received. 
3. Follow-Up: If a tenant is unavailable, schedule a specific time to call back. 

https://forms.office.com/pages/responsepage.aspx?id=APcI1dKKd0aPljbhwlL6dgcPdqsmHWpHpzRY-cdZNmBUNk43RVJOT0szNjlKN0YzRkExMDQ5MUFURCQlQCN0PWcu&route=shorturl
https://www.milton-keynes.gov.uk/housing/homeownership
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4. Stay Focused: Stick to the script to keep calls concise and on-topic. 

5. Encourage Participation: Highlight the importance of the survey and the prize draw to 
motivate tenants. 

The best times to call for a tenant perception survey are generally mid-morning and early evening. 
Here are some specific recommendations: 

1. Mid-Morning (9 AM - 12 PM): People are usually more focused and open to short tasks 
during this time[1]. 

2. Early Evening (5 PM - 7 PM): Many people are home from work but not yet settled into 
their evening routines[1]. 

Thank you for your help in this task and good luck! 

Appendix 3 Sample Representation 

Below is our sample’s representation of the population by analysing factors like gender, ethnicity, 
age, property type, and geographical location for both LCRA and LCHO 

Low-Cost Rental Accommodation (LCRA) (35e) 

 

 

 

 

 

 

Low-Cost Rented Accommodation (LCRA) (35e) 

https://www.surveysensum.com/blog/best-time-to-send-a-survey
https://www.surveysensum.com/blog/best-time-to-send-a-survey
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Low-Cost Home Ownership (LCHO) (35e) 
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