Perception Survey – Summary of Approach

A phased approach was used for the perception survey, with 4 periods of fieldwork spread throughout each quarter of the 2023/24 financial year (June, August, October 2023 and March 2024), from 5 June 2023 to 16 March 2024 in all. All surveys were carried out by a third party – The Leadership Factor (TLF). All responses are unweighted and no incentive scheme was used. Respondents were fully informed of the purpose of the questionnaire and opted in to taking part. TSM questions and routing followed regulatory requirements, with TSM scales used correctly. TLF research followed MRS guidelines.

The total responses include all partial completions, where respondents have answered the TP01 metric question.

Percentage satisfied has been calculated excluding ‘Don’t know’ and ‘Not Answered.’

Low Cost Rental Accommodation (LCRA) Survey 

Surveys were predominantly completed on the telephone (1039/1077 – 96.5%), with the remainder (29/1077 – 3.5%) conducted by post.

A stratified sample was taken from Curo’s customer database to ensure representation of respondents was as close to the customer base as possible. Quotas were set based on tenure type and age. 33.5% of tenants chose to remain anonymous.

As of the end of fieldwork, statistical accuracy of LCRA responses was ±2.8% against a target of ±3%.

A breakdown of sample vs database can be found below:
Representativeness

	Tenure
	Sample
	Database
	Difference

	General Needs
	82.8%
	83.0%
	-0.2%

	Sheltered
	14.8%
	14.8%
	0.0%

	Independent Lives
	2.4%
	2.2%
	0.2%



	Age
	Sample
	Database
	Difference

	16-24
	3.2%
	3.2%
	0.0%

	25-34
	14.4%
	15.0%
	-0.6%

	35-44
	19.1%
	18.6%
	0.5%

	45-54
	18.1%
	18.5%
	-0.4%

	55-64
	20.0%
	19.6%
	0.4%

	65+
	24.9%
	24.7%
	0.2%

	Unknown
	0.3%
	0.4%
	-0.1%




	Ethnicity
	Sample
	Database
	Difference

	White 
	76.0%
	75.2%
	0.8%

	Not known 
	16.1%
	18.9%
	-2.8%

	Black, Black British, Caribbean or African 
	2.7%
	2.3%
	0.4%

	Mixed or multiple ethnic groups 
	2.7%
	1.8%
	0.9%

	Other ethnic group 
	1.6%
	0.8%
	0.8%

	Asian or Asian British 
	1.0%
	0.9%
	0.1%



We can also compare representativeness across the following criteria - building type, property size, local authority:

	Building Type
	Sample
	Database
	Difference

	House 
	35.7%
	42.4%
	-6.7%

	Flat
	44.8%
	40.0%
	4.8%

	Bungalow 
	12.6%
	11.2%
	1.4%

	Maisonette 
	4.0%
	3.8%
	0.2%

	Other 
	2.9%
	2.6%
	0.3%



	Local Authority
	Sample
	Database
	Difference

	Bath & Northeast Somerset 
	76.0%
	78.4%
	-2.4%

	Bristol 
	9.7%
	7.9%
	1.8%

	North Somerset 
	4.9%
	3.9%
	1.0%

	South Gloucestershire 
	4.6%
	5.0%
	-0.4%

	Wiltshire 
	3.9%
	4.0%
	-0.1%

	Mendip 
	0.9%
	0.8%
	0.1%

	Cotswold 
	0.0%
	0.0%
	0.0%



	Number of bedrooms
	Sample
	Database
	Difference

	0
	2.1%
	1.6%
	0.5%

	1
	36.6%
	33.0%
	3.6%

	2
	37.2%
	36.4%
	0.8%

	3
	21.4%
	25.7%
	-4.3%

	4
	2.3%
	2.8%
	-0.5%

	5
	0.1%
	0.1%
	0.0%

	6
	0.0%
	0.0%
	0.0%

	Unknown 
	0.3%
	0.4%
	-0.1%



Customers from 7 stepdown properties were excluded from the perception survey, due to the short term, transitory nature of the property tenure. Customers in Stepdown properties use the units after leaving hospital before returning home and have minimal interaction with Curo as a landlord, so it was thought that surveying them would not be appropriate in such circumstances.

Low Cost Home Ownership (LCHO) Survey

Most surveys were completed on the telephone (135/203 – 66.5%) with a further 67/203 (33%) conducted online. 1/203 (0.5%) was completed by post.

A census approach was taken due to Curo’s LCHO customer base falling below the 1,000 threshold. Each customer had the opportunity to take part via at least two different collection methods, thus showing reasonable effort to collect survey results. 42.4% of customers chose to remain anonymous.

As of the end of fieldwork, statistical accuracy of LCHO responses was ±6.9% against a target of ±5%.

A breakdown of sample vs database can be found below:
Representativeness

	Age
	Sample
	Database
	Difference

	16-24 
	4.0%
	4.3%
	-0.3%

	25-34 
	31.2%
	29.4%
	1.8%

	35-44 
	23.3%
	27.3%
	-4.0%

	45-54 
	13.9%
	14.4%
	-0.5%

	55-64 
	10.4%
	8.1%
	2.3%

	65+ 
	11.9%
	8.8%
	3.1%

	Unknown 
	5.4%
	7.8%
	-2.4%



	Ethnicity
	Sample
	Database
	Difference

	Not known 
	70.0%
	74.5%
	-4.5%

	White 
	24.6%
	24.0%
	0.6%

	Other ethnic group 
	2.5%
	0.1%
	2.4%

	Black, Black British, Caribbean or African 
	2.0%
	0.8%
	1.2%

	Mixed or multiple ethnic groups 
	1.0%
	0.4%
	0.6%

	Asian or Asian British 
	0.0%
	0.1%
	-0.1%



	Local Authority
	Sample
	Database
	Difference

	Bath & North East Somerset
	36.9%
	43.6%
	-6.7%

	South Gloucestershire
	18.2%
	16.5%
	1.7%

	Wiltshire
	17.2%
	17.1%
	0.1%

	Bristol
	16.3%
	14.5%
	1.8%

	North Somerset
	10.8%
	6.8%
	4.0%

	Mendip
	0.5%
	1.4%
	-0.9%

	Cotswold
	0.0%
	0.0%
	0.0%




