
Watford Community Housing 
Tenant Satisfaction Measures - Summary of approach – 2025/26
This document outlines the survey approach utilised by Watford Community Housing in the collation of the Group’s 2025/26 Tenant Perception Survey. 
The group collected 700 surveys using the outlined methodology. 
b. timing of survey 
Our survey was collected in a single sample survey of our LCRA customers:
Survey period – 20 August 2025 – 28 August 2025
c. collection method(s) 
The survey was independently conducted by a third party Pexel. A pure telephony approach was used. (Pexel Research Services | Telephone Research Specialists). Pexel are ISO 20252 certified and cover over 45 languages. Pexel work with colleagues that manage our CX Feedback system and were able to manage the sampling and phone calls through this system. 
A sample approach was used – The Group informed all customers, communicated the purpose of the upcoming survey and that they may be potentially contacted by Pexel. This promoted and protected anonymity. Examples of the communication messages sent via our CX feedback are shown below. 
d. sample method 
Pexel were provided with our data sets for tenure type, sex, age and ethnicity so that the independent target sample selected would represent broadly the number of tenants in each group. Pexel used stratified sampling to achieve the numbers for each group. 
e. summary of the assessment of representativeness of the sample against the relevant tenant population (including reference to the characteristics against which representativeness has been assessed) 
	Tenant perception measures 
	Relevant tenant population 
(% total) 
	Total survey responses 
(% total)

	Housing type 

	General Needs Housing 
	91.36% 
	89.9% 

	Housing for Older People
	8.64% 
	10.3% 

	Age of respondent 

	10-19
	0.19%
	0.29% 

	20-29	
	7.43%
	7.15%

	30-39
	16.66%
	16.02%

	40-49
	21.29%
	17.74%

	50-59
	20.47%
	22.75%

	60-69
	16.47%
	17.6%

	70-79
	10.73%
	13.16%

	80-89
	4.75%
	4.86%

	90+
	1.04%
	0.43%

	Gender 

	Female 
	63%
	61.8%

	Male
	37%
	38.2% 

	Ethnicity 

	White British
	54.9%
	57.4%

	Asian / Asian British Pakistani
	6.7%
	8.1% 

	Black / Black British African 
	4.7%
	5.3%

	White Other 
	4.8%
	6.7%



f. any weighting applied to generate the reported perception measures (including a reference to all characteristics used to weight results) 
We have not applied any weighting to the sample due to the stratified sampling. 
g. the role of any named external contractor(s) in collecting, generating, or validating the reported perception measures 
[bookmark: _Hlk175205595]We utilised the organisation Pexel (Pexel Research Services | Telephone Research Specialists). They are ISO 20252 certified and cover over 45 languages. Pexel work with colleagues that manage our CX Feedback system and were able to manage the sampling and phone calls through this system. Pexel meet the requirements of the MRS Code of Conduct. 
h. the number of tenant households within the relevant population that have not been included in the sample frame due to the exceptional circumstances described in paragraph 63 with a broad rationale for their removal
We did not remove any tenants households from our sample. 
i. reasons for any failure to meet the required sample size requirements summarised in Table 5 
N/A – sample size requirements were met.
j. type and amount of any incentives offered to tenants to encourage survey completion 
There were no incentives employed in the collation of this data. 
k. any other methodological issues likely to have a material impact on the tenant perception measures reported. 

N/A 

l. if the provider has undertaken any tenant perception surveys which include TSM questions but has not included these responses in the calculation of the TSMs. A rationale for why this information has been excluded must be provided. 

N/A – No other surveys were undertaken. 

m. Information on any visual features used alongside the required response options.

N/A – No visual features were used alongside required response options




















Example Communications were sent to residents:
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Tenant Satisfaction Measures Survey
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Independent survey platform, Pexel will be conducting surveys to help

us understand how satisfied our customers are. The results of the
survey are reported to the Regulator of Social Housing and this survey
is a tool for tenants to assess how well we are doing as a landlord.

The telephone calls will go to mobiles and landlines from the number
020 4538 9096.

The Tenant Satisfaction Measures Survey (TSM) can be filled in
anonymously and is part of a national survey of tenants living in social
and affordable homes.

If you are selected, they will call you and go through the 12 survey
questions over the phone. Please note the survey will only go out to a
sample of our tenants selected independently, and you may not be
contacted. We will let you know when collection has finished.
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Our Tenant Satisfaction Measures survey is

happening

Independent survey platform, Pexel are still conducting surveys to
help us understand how satisfied our customers are. The
telephone calls will go to mobiles and landlines from the

number 020 4538 9096.

The Tenant Satisfaction Measures Survey (TSM) can be filled in
anonymously and is part of a national survey of all tenants living in
social and affordable homes.

If you are selected, they will call you and go through the 12 survey
questions over the phone. Please note that the survey will only go
out to a sample of our tenants selected independently, and you
may not be contacted. We will let you know when collection has
finished.

If you would like to find out more about Tenant Satisfaction
Measures and how will be using the information Pexel collect for
us, please go to:

Tenant Satisfaction Measures | Watford Community Housing
(wcht.org.uk)

Watford Community Housing
59 Clarendon Rd,, Watford. WD17 1LA
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Our Tenant Satisfaction Measures survey has now
finished

We'd really like to thank the 700 customers who spoke to Pexel and
gave their honest feedback in the past few weeks. There were 12
questions asked about how residents felt about Watford Community
Housing as a landlord and living in their home.

We'll now be analysing this information and sharing it with our
Gateway Membership Team in September. These results won't be
reported to the Regulator of Social Housing until next year, but you
can find out what we reported to them on our webpages Tenant
Satisfaction Measures | Watford Community Housing (wcht.org.uk).

As this survey was anonymous we will not know the full details of
your conversations with Pexel.

If you have a specific compliment or a complaint that you would like
us to take action on, please visit our page Contact & feedback |
Watford Community Housing (wcht.org.uk) or call a member of our
team.




