	Eligible Population
	Low Cost Rental Accommodation (LCRA) – General Needs, Affordable, Supported Housing and Intermediate Rent
Low Cost Home Ownership (LCHO) – Shared Ownership

	Start/End Date
	14/07/2025 – 31/03/2026

	Incentives:
	A prize draw was offered for all submissions (across LCRA and LCHO combined) with 3 prizes, which were shopping vouchers worth: 
1 x £250
1 x £150
1 x £100

	LCRA

	Changes From Last Year
	Last year, based on customer feedback that indicated the desire for more opportunities to connect directly with us and build stronger relationships. We have increased the use of face-to-face surveys alongside letters where customer have additional requirements. All surveys have been completed by internal staff a change from last year’s external phone calling which was managed by a 3rd party.   
We used a stratified random sampling method to ensure a representative cross-section of customers.

	Sample Approach
	For LCRA, 23057 eligible households were identified. A sample target of 1200 was used.
A random sample, stratified by age group and geographical area, was used.
The achieved sample size at year end was 1272.


	Exclusions
	7 households were excluded from our LCRA stock where staff identified significant capacity issues for the customers.

	Methods of Data Collection
	Surveys were conducted across 2 methods:
· Face-to-face: 98.2% (internally resourced)
· Post: 1.8% (internally resourced) 
To ensure inclusiveness letters were sent to customers who had special requirements or where we didn't have appropriate contact details.

	Representativeness
	Demographic analysis was carried out for the following characteristics:
· Stock Type
· Age group
· Gender
· Geographical Area
· Building Type
Our data and customer strategies recognise our need to improve the customer data that we hold. This includes specific work around key demographic data items that are required for the TSM.

	Weighting
	Weighting was not required this year due to representativeness being achieved.

	LCHO

	Changes From Last Year
	Last year, based on customer feedback that indicated the desire for more opportunities to connect directly with us and build stronger relationships our initial approach was to priorities the use of face-to-face surveys alongside phone calls and letters where customer have additional requirements. 
However, in response to in year feedback we adapted our approach to utilise more phone calls, at appropriate times, to ensure a higher response rate. All surveys have been completed by internal staff, a change from last year’s external phone calling which was managed by a 3rd party.   
Due to stock size we complete a full census for LCHO

	Sample Approach
	For LCHO, 1817 eligible households were identified. A census approach was used again this year due to stock size.
All households were contacted across a variety of channels and the achieved sample size at year end was 421.

	Methods of Data Collection
	Surveys were conducted across a variety of methods to maximize inclusion:
Phone: 81.7% (internally resourced)
Face-to-face: 18.2% (internally resourced) 
Post: less than 0.1% (internally resourced)
To ensure inclusiveness letters were sent to customers who had a special requirement or where we didn't have appropriate contact details.

	Representativeness:
	Demographic analysis was carried out for the following characteristics:
· Stock Type
· Age group
· Gender
· Geographical Area
· Building Type
Our data and customer strategies recognise our need to improve the customer data that we hold. This includes specific work around key demographic data items that are required for the TSM.

	Weighting:
	Weighting was not required this year due to representativeness being achieved.



