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	Good [time of day] please may I speak to [NAME]?

Hello, my name is [interviewer's name] and I am calling from IFF Research, an independent research company, on behalf of your housing provider Futures Housing Group.

The reason for my call today is to gather some feedback about your general experience of being a Futures Housing Group customer. This is as part of the tenant satisfaction measures to see how well landlords like Futures Housing Group are doing and will be used to help improve services.  
	If I can run through some quick questions with you today please, that would be really helpful, shouldn’t take us more than 12 minutes?
I need to read out a quick statement before we start:
This feedback is being collected as part of the tenant satisfaction measures, which the Regulator of Social Housing requires landlords to publish each year. 

All interviewing is carried out in strict accordance with the Market Research Society’s code of conduct and within GDPR guidelines. 

Calls may be recorded for training and quality purposes. You will be asked for consent to share your data with your Futures Housing Group and your answers can be shared anonymously if you wish with no link to your personal information.

INTERVIEWER REASSURANCES TO USE IF NEEDED:

For further information on how IFF Research keep your data safe please see our data protection policy on our website: www.iffresearch.com/gdpr

ONLINE (Email invitation)
ID: [IFF ID]
Hello @Name,
We are emailing you on behalf of Futures Housing Group. They’d like to gather some feedback about your general experience of being a Futures Housing Group customer. This is as part of the tenant satisfaction measures to see how well landlords like Futures Housing Group are doing and used to help improve services. 

The survey should only take about ten minutes to complete.

You will be asked for consent to share your data with Futures Housing Group and your answers can be shared anonymously if you wish with no link to your personal information.

Please click the link below to participate in the survey.
[Survey link]

Additional information: 
•	This feedback is being collected as part of the tenant satisfaction measures, which the Regulator of Social Housing requires landlords to publish each year.  
•	The research is being conducted by IFF Research, an independent research organisation, on behalf of Futures Housing Group.
•	IFF Research always follow the Market Research Society's code of conduct and GDPR guidelines to ensure that your information is safe. 
•	For further information on how IFF Research keep your data safe please see our data protection policy on our website: www.iffresearch.com/gdpr 
•	If you don't wish to participate in any future surveys then click ‘unsubscribe.

Thank you for your help with this important research.   
The IFF Research Team
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B TSM Survey (NB purple text = TSM question)
	QID

	Order
	Question
	Suppression SQL
[Routing]
	Pick
	Responses
	Response Type
	Scored As
	Skip to

	TP01
(2878)
	1
	Taking everything into account, how satisfied or dissatisfied are you with the service provided by Futures Housing Group?

INTERVIEWER NOTE: Do not read out the Don’t Know option
	
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Don’t know
	Response
	Passive
	

	(303)
	2
	Why do you say that?
	
	One
	Customer Comment
	Verbatim
	Passive
	

	(5265)
	3
	Why do you say that?
	
	Many
	NEGATIVE: Long waiting periods for repairs
	Response
	Passive
	

	
	
	
	
	
	NEGATIVE: Slow response to enquiry / turnaround
	Response
	Passive
	

	
	
	
	
	
	NEGATIVE: Issues not resolved / sorted
	Response
	Passive
	

	
	
	
	
	
	NEGATIVE: Poor follow-up (e.g. not returning calls quickly / staying in contact)
	Response
	Passive
	

	
	
	
	
	
	NEGATIVE: Unhappy with repairs / poor repairs
	Response
	Passive
	

	
	
	
	
	
	NEGATIVE: Left half finished (e.g. still not fixed)
	Response
	Passive
	

	
	
	
	
	
	NEGATIVE: Service isn't value for money / not receiving what we pay for
	Response
	Passive
	

	
	
	
	
	
	NEGATIVE: Other
	Response
	Passive
	

	
	
	
	
	
	NEITHER: I don't have much to do with them
	Response
	Passive
	

	
	
	
	
	
	NEITHER: Other
	Response
	Passive
	

	
	
	
	
	
	POSITIVE: Good service in general
	Response
	Passive
	

	
	
	
	
	
	POSITIVE: No problems / always been fine
	Response
	Passive
	

	
	
	
	
	
	POSITIVE: Quick response to enquiry / turnaround
	Response
	Passive
	

	
	
	
	
	
	POSITIVE: Short waiting period for repairs
	Response
	Passive
	

	
	
	
	
	
	POSITIVE: Happy with repairs / good repairs
	Response
	Passive
	

	
	
	
	
	
	POSITIVE: Polite / friendly
	Response
	Passive
	

	
	
	
	
	
	POSITIVE: Other
	Response
	Passive
	

	TP02
(732)
	4
	Has Futures Housing Group carried out a repair to your home in the last 12 months?
	LCRA only
	One
	Yes
	Response
	Passive
	

	
	
	
	
	
	No
	Response
	Passive
	Skip to 7

	TP02
(5626)
	5
	How satisfied or dissatisfied are you with the overall repairs service from Futures Housing Group over the last 12 months?

INTERVIEWER NOTE: Do not read out Don’t Know option
	LCRA only
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable / Don’t know
	Response
	Passive
	

	TP03
(5666)
	6
	How satisfied or dissatisfied are you with the time taken to complete your most recent repair after you reported it?

INTERVIEWER NOTE: Do not read out Don’t Know option
	LCRA only
	One
	Very Satisfied 
	Response
	Positive
	Skip to 8

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	Skip to 8

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	Skip to 8

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	Skip to 8

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	Skip to 8

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	Skip to 8

	[bookmark: _Hlk118989084](631)
	7
	Generally, how satisfied or dissatisfied are you with the way Futures Housing Group deals with repairs and maintenance?

INTERVIEWER NOTE: Do not read out Don’t Know option
	LCRA only
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable / Don’t know
	Response
	Passive
	

	
	8
	Please can you tell me if your home has any issues with damp, mould, or condensation?
	
	One
	Yes
	Response
	Negative
	

	
	
	
	
	
	No
	Response
	Positive
	Skip to 11

	
	
	
	
	
	Don’t Know
	Response
	Passive
	Skip to 11

	
	9
	Please can you explain what the issues are?
	
	One
	Customer Comment
	Response
	Passive
	

	
	10
	Have you reported the issue to Futures Housing Group?
	
	
	Yes
	Response
	Passive
	

	
	
	
	
	
	No
	Response
	Passive
	

	
	
	
	
	
	Can’t remember
	Response
	Passive
	

	TP04
(5647)
	11
	How satisfied or dissatisfied are you that Futures Housing Group provides a home that is well maintained?

INTERVIEWER NOTE: Do not read out Don’t Know option
	LCRA only
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	

	TP05
(5627)
	12
	Thinking about the condition of the property or building you live in, how satisfied or dissatisfied are you that Futures Housing Group provides a home that is safe?
	
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	

	TP06
(5493)
	13
	How satisfied or dissatisfied are you that Futures Housing Group listens to your views and acts upon them?
	
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	

	TP07
(5494)
	14
	How satisfied or dissatisfied are you that Futures Housing Group keeps you informed about things that matter to you?
	
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	

	TP08
(5485)
	15
	To what extent do you agree or disagree with the following “Futures Housing Group treats me fairly and with respect”?
	
	One
	Strongly Agree
	Response
	Positive
	

	
	
	
	
	
	Agree
	Response
	Positive
	

	
	
	
	
	
	Neither agree nor disagree
	Response
	Passive
	

	
	
	
	
	
	Disagree
	Response
	Negative
	

	
	
	
	
	
	Strongly Disagree
	Response
	Negative
	

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	

	(5011)
	16
	How satisfied or dissatisfied are you that Futures Housing Group are easy to deal with?
	
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	

	(4203)
	17
	How satisfied or dissatisfied are you that Futures Housing Group gives you the opportunity to make your views known?


	
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	

	(3447)
	18
	Thinking about Futures Housing Group in general, how satisfied or dissatisfied are you with the opportunities given to you to participate in Future Housing Group’s decision-making processes?
	
	One
	Very satisfied
	Response
	Positive
	Skip to 20

	
	
	
	
	
	Fairly satisfied
	Response
	Positive
	Skip to 20

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	Skip to 20

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Don’t know / prefer not to say
	Response
	Passive
	Skip to 20

	(310)
	19
	How would you like to be involved in Futures Housing Group’s decision-making processes? 
	
	One
	Customer Comment
	Verbatim
	Passive
	

	(5643)
	20
	How strongly would you agree or disagree with the following statement, “I trust Futures Housing Group to do what they say they will do”?
	
	One
	Strongly agree 
	Response
	Positive
	

	
	
	
	
	
	Agree
	Response
	Positive
	

	
	
	
	
	
	Neither agree nor disagree
	Response
	Passive
	

	
	
	
	
	
	Disagree
	Response
	Negative
	

	
	
	
	
	
	Strongly disagree
	Response
	Negative
	

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	

	(692)
	21
	How satisfied or dissatisfied are you that your rent provides value for money?
	LCRA and LCHO only
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable / Don’t know
	Response
	Passive
	

	TP09
(737)
	22
	Have you made a complaint to Futures Housing Group in the last 12 months?
	
	One
	Yes
	Response
	Passive
	

	
	
	
	
	
	No
	Response
	Passive
	Skip to 24

	TP09
(5645)
	23
	How satisfied or dissatisfied are you with Futures Housing Group’s approach to complaints handling?

INTERVIEWER NOTE: Do not read out the Don’t Know option
	
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	

	TP10
(5667)
	24
	Do you live in a building with communal areas, either inside or outside, that Futures Housing Group is responsible for maintaining?
	
	One
	Yes
	Response
	Passive
	

	
	
	
	
	
	No
	Response
	Passive
	Skip to 27

	
	
	
	
	
	Don’t know
	Response
	Passive
	Skip to 27

	TP10
(5495)
	25
	How satisfied or dissatisfied are you that Futures Housing Group keeps these communal areas clean and well maintained?’

INTERVIEWER NOTE: Do not read out Don’t Know option
	
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	

	
	26
	Why do you say that?

INTERVIEWER NOTE: Probe to understand whether this relates to internal or external communal areas
	
	One
	Customer Comment
	Verbatim
	Passive
	

	TP11
(5669)
	27
	How satisfied or dissatisfied are you that Futures Housing Group makes a positive contribution to your neighbourhood?
	
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	

	TP12
(5644)
	28
	How satisfied or dissatisfied are you with Futures Housing Group’s approach to handling anti-social behaviour?
	
	One
	Very Satisfied 
	Response
	Positive
	

	
	
	
	
	
	Fairly Satisfied
	Response
	Positive
	

	
	
	
	
	
	Neither satisfied nor dissatisfied
	Response
	Passive
	

	
	
	
	
	
	Fairly dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Very dissatisfied
	Response
	Negative
	

	
	
	
	
	
	Not applicable/ don’t know
	Response
	Passive
	

	(735)
	29
	Have you experienced anti-social behaviour in your 
neighbourhood in the last 12 months?
	
	One
	Yes
	Response
	Passive
	

	
	
	
	
	
	No
	Response
	Passive
	

	(ProjCon to allocate)
	30
	Thank you very much for your answers so far. Before we finish, we would like to ask a few questions about you. This will help us to make sure we are including the views of people with a range of backgrounds in the survey, and will help Futures Housing Group to best serve the needs of their customers. These questions only take a couple of minutes and are optional, would you like to take part?
	
	One
	Yes
	Response
	Passive
	

	
	
	
	
	
	No
	Response
	Passive
	Skip to 36

	(5292)
	30
31
	That’s great. To start:
Which of the following categories best describes your household?
	
	One
	Single adult with no children
	Response
	Passive
	

	
	
	
	
	
	Single adult with a child/children
	Response
	Passive
	

	
	
	
	
	
	Couple with no children
	Response
	Passive
	

	
	
	
	
	
	Couple with a child/children
	Response
	Passive
	

	
	
	
	
	
	Multiple adults with no children
	Response
	Passive
	

	
	
	
	
	
	Multiple adults with a child/children
	Response
	Passive
	

	
	
	
	
	
	Other
	Response
	Passive
	

	
	
	
	
	
	Prefer not to say 
	Response
	Passive
	

	(5293)
	31
32
	What is your employment status?
	
	One
	Full time employed
	Response
	Passive
	

	
	
	
	
	
	Part time employed 
	Response
	Passive
	

	
	
	
	
	
	Self-employed
	Response
	Passive
	

	
	
	
	
	
	Unemployed
	Response
	Passive
	

	
	
	
	
	
	Retired
	Response
	Passive
	

	
	
	
	
	
	Long-term disabled / unable to work
	Response
	Passive
	

	
	
	
	
	
	Carer
	Response
	Passive
	

	
	
	
	
	
	Other
	Response
	Passive
	

	
	
	
	
	
	Prefer not to say
	Response
	Passive
	

	[ProjCon to allocate]
	33
	How would you describe your ethnicity?
	
	One
	White British
	Response
	Passive
	

	
	
	
	
	
	White - Irish          
	Response
	Passive
	

	
	
	
	
	
	White - Gypsy or Irish Traveller      
	Response
	Passive
	

	
	
	
	
	
	White – any other White background       
	Response
	Passive
	

	
	
	
	
	
	Asian / Asian British: Indian
	Response
	Passive
	

	
	
	
	
	
	Asian / Asian British: Pakistani      
	Response
	Passive
	

	
	
	
	
	
	Asian / Asian British: Bangladeshi  
	Response
	Passive
	

	
	
	
	
	
	Asian / Asian British: Chinese
	Response
	Passive
	

	
	
	
	
	
	Asian / Asian British: any other Asian background       
	Response
	Passive
	

	
	
	
	
	
	Black / Black British: African
	Response
	Passive
	

	
	
	
	
	
	Black / Black British: Caribbean
	Response
	Passive
	

	
	
	
	
	
	Black / Black British: any other Black background       
	Response
	Passive
	

	
	
	
	
	
	Mixed: White & Asian     
	Response
	Passive
	

	
	
	
	
	
	Mixed: White & Black African     
	Response
	Passive
	

	
	
	
	
	
	Mixed: White & Black Caribbean               
	Response
	Passive
	

	
	
	
	
	
	Mixed – any other mixed or multiple ethnic background
	Response
	Passive
	

	
	
	
	
	
	Arab
	Response
	Passive
	

	
	
	
	
	
	Any other ethnic group  
	Response
	Passive
	

	
	
	
	
	
	Prefer not to say
	Response
	Passive
	

	[ProjCon to allocate]
	34
	How would you describe your religion or belief?
	
	One
	No Religion or belief
	Response
	Passive
	

	
	
	
	
	
	Buddhist
	Response
	Passive
	

	
	
	
	
	
	Christian (inc. C of E, Catholic, Protestant & Methodist)
	Response
	Passive
	

	
	
	
	
	
	Hindu
	Response
	Passive
	

	
	
	
	
	
	Jewish
	Response
	Passive
	

	
	
	
	
	
	Muslim
	Response
	Passive
	

	
	
	
	
	
	Sikh
	Response
	Passive
	

	
	
	
	
	
	Any other religion or belief
	Response
	Passive
	

	
	
	
	
	
	Prefer not to say
	Response
	Passive
	

	[ProjCon to allocate]
	35
	Do you have any physical or mental health conditions or illnesses lasting or expected to last for 12 months or more?
	
	One
	Yes
	Response
	Passive
	

	
	
	
	
	
	No
	Response
	Passive
	

	
	
	
	
	
	Don’t know
	Response
	Passive
	

	
	
	
	
	
	Prefer not to say
	Response
	Passive
	

	[ProjCon to allocate]
	36
	Do any of your conditions or illnesses reduce your ability to carry out day-to-day activities?
	
	One
	Yes, a lot
	Response
	Passive
	

	
	
	
	
	
	Yes, a little
	Response
	Passive
	

	
	
	
	
	
	Not at all
	Response
	Passive
	

	
	
	
	
	
	Don’t know
	Response
	Passive
	

	
	
	
	
	
	Prefer not to say
	Response
	Passive
	

	(5577)
	32
37
	For the purpose of improving services Futures Housing Group may want to call you to discuss any issues you may have raised in the survey. Are you happy for your contact details to be linked to your responses in order to enable Futures Housing Group to follow up with you?
	
	One
	Yes
	Filter
	Passive
	

	
	
	
	
	
	No
	Filter
	Passive
	Skip to 41
36

	(5338)
	33
38
	And how would you prefer Futures to contact you to discuss any issues you may have raised in the survey?
	
	One
	Phone
	Response
	Passive
	

	
	
	
	
	
	Email
	Response
	Passive
	

	(443)
	34
39
	Please can you provide best email address to contact you on?
INTERVIEWER NOTE: Please take details if this is the preferred method of contact
	
	One
	Customer comment
	Verbatim
	Passive
	

	(609)
	35
40
	Please can you provide the best phone number to contact you on?
INTERVIEWER NOTE: Please take details if this is the preferred method of contact
	
	One
	Customer comment
	Verbatim
	Passive
	

	(5296)
	36
41
	Finally, Futures operates an online customer community called My Voice, for customers who want to share their views and opinions, give feedback, and discuss new projects to help shape their strategy. You can find out more about this by searching for “Get Involved” on the Futures website. Would you be interested in receiving more information about the My Voice programme by email? 
	
	One
	Yes
	Response
	Passive
	

	
	
	
	
	
	No
	Response
	Passive
	


	THANK RESPONDENT AND CLOSE INTERVIEW


	Finally I would just like to confirm that this survey has been carried out under IFF instructions and within the rules of the MRS Code of Conduct. Thank you very much for your help today.
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