
Survey design - letter







Survey design - online

Email invite

Hello <Ongo Bear>

We always want to improve how we do things. If you have some spare 
time, we’d really appreciate your feedback on your customer 
experience by answering some questions.

<personal survey link URL>

Thankyou for your feedback,

Ongo

SMS invite

Hi <Ongo Bear>

We always want to improve how we do things. We’d really appreciate 
your feedback.

<personal survey link URL>
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TSM survey by telephone
Where we have carried out telephone surveys our customer service team agents will confirm who they are speaking to and 
then introduce themselves by saying:

"Hello my name is <agents name> and I am calling from Ongo.

We would like to get your views on the services you receive from us by inviting you to participate in a short survey that will be 
used to calculate our Tenant Satisfaction Measures. The results will be reported to the Regulator of Social Housing and 
published on our website and Key News magazine.

The survey should take approximately 5 minutes to complete, and we'll also use the results to help improve the services we 
offer you. Your responses will remain anonymous unless you give us permission to contact you directly regarding your 
feedback"

The agent will then follow the survey script exactly as outlined starting with question TP01.
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