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Hello everyone and welcome to the Spring issue of your
quarterly customer newsletter. This issue tells you what
is happening at Evolve over the next three months and
what exciting changes are ahead of us as an organisation.
Our vision is to make a lasting
difference to lives and communities
and we are delighted to announce
that our community is growing.
On 1 April 2017 Evolve merged
with another supported housing
organisation
called
Grenfell
Housing and Training. There are
lots of benefits to Evolve and
Grenfell merging which you can
read more about on pages 10 and
11.

As many of you know, we are
working with customers and staff
to improve our approach to support
which is at the heart of everything
we do.
This new approach will better
reflect our values: get involved, get
the basics right, believe in people,
embrace diversity, be ambitious
and empower others. Read more
about this on page 4.
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We are always looking for content from customers, so if you have any
photographs, poems, recipes, or something you want to say please get
in touch with me; my contact details are on the back cover.
Rachael Stamper - Co-production and Involvement Advisor

Our new approach to support
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Over the last six months Evolve’s Special Projects Manager
Pia has been working with customers and staff to create a
new approach to support planning.
Why are we changing our
approach?
Although we see positive progress
happening in all our services, the
feedback from staff and customers
is that we want to focus more on
customers’ strengths, and what is
working in their lives, over what is
wrong and what isn’t working.
We also received feedback about
having a more flexible support
approach and to ensure that we are
focusing only on what is relevant
and what matters to our customers.
Since support is at the heart of what
we do, we have listened and are
changing the way we work with you.

What will the new model look like?
The support model is still in its draft
stages and some of you will have
already seen and given feedback on
the draft. The new model has been
co-designed by customers and staff
in collaboration.
Currently it focuses on four areas:
wellbeing, living, community and
aspirations. The new support plan
will focus on what you would like to
see happen in these four areas and
what the best way of achieving that
will be. As part of this new approach
we will be increasing our focus on
what you are good at, what strengths
you have and your connection to the
wider community.
What’s next
This new approach is currently being
piloted at two of our services with
very positive feedback so far. We
will review feedback from both staff
and customers after the pilot, and
develop final versions.
We are aiming to have the new
support plan with you towards the
end of May / early June.

Wellbeing rooms
We
recieved
funding
from
StreetSmart to give some of our
rooms makeovers, transforming
them into wellbeing spaces. These
rooms are used for counselling
sessions with Evolve’s volunteer
counsellors, a service which is
free for all our customers.
If you are feeling stressed, lonely,
upset or just want someone
external from Evolve to talk to, our
counsellors are there to help. What
you speak about in your sessions
will not be shared with Evolve staff
so your sessions will be 100%
confidential.

These rooms are in: Alexandra
House, Ingram Court, the Fitze
Millennium Centre, Bromley,
Stockwell
and
Burton-White
House.
If you are not a customer at one
of these services then you can
still be referred but may have to
travel to the nearest room.
If you would like to access
counselling please talk to your
keyworker who can refer you.

Scrutiny Panel
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Our customer panel scrutinise antisocial
behaviour
Our Scrutiny Panel is made up
of customers who live in Evolve
houses or services. Their aim is
to identify areas in Evolve which
could be improved, and advise
Evolve on their findings, in order
to improve our organisation.
This year, the panel chose to
scrutinise antisocial behaviour.
This topic was chosen as in the
2016 Customer Survey nearly 40%
of customers said that they had
experienced antisocial behaviour
at home in the last 12 months.
Throughout January 2017 the
panel visited all Evolve services
and spoke to over 50 customers
in focus groups; thank you to
everyone who took part. As part
of the research, the panel also
looked at anonymised complaints

and incidents data and interviewed
members of staff. In the report the
panel collated a lot of feedback
about why antisocial behaviour
can happen at Evolve which will
help to inform Evolve’s policies.
Based on this research and the
focus groups, the panel have put
forward eight recommendations
to
Evolve’s
Corporate
Management Team. All accepted
recommendations will be put into
action with the relevant teams.
The next scrutiny express will start
in June 2017.

3. Staff and customers to
set clear ground rules when
working in groups.

Recommendations
1.1. Training for staff on
how to speak respectfully to
customers.
1.2. Reviewing concierge job
descriptions to allow them to be
more supportive.
2.1. If a customer’s signedin visitor commits antisocial
behaviour,
that
customer
should be given a warning.
2.2. Staff to be retrained in
Evolve’s ‘Customer visitor’
policy with a focus on
consistency regarding banned
visitors.

4. More consistent activities at
the services; services to deliver
at least one activity a week on
a consistent basis.
5. An immediate security audit
of Evolve buildings to be carried
out with customers to ensure
customer and staff safety.
6. A reporting
antisocial
behaviour function to be added
to the customer website.
7. Music rules to be written
in individual services with
customer input and then clearly
displayed in communal areas.
8. Engagement in activities and
positive communication to be
embedded in the new approach
to support.

To get in touch about the
opportunities below please
contact Tano on 07436 107115
or
email
tano.bellone@
evolvehousing.org.uk
Or you can speak to a member
of staff at your service who will
be able to refer you.

Jan Daniels has now left
Evolve to work in mental health
support.

Improve your literacy
for free

RebootUK2 Digital
Skills

Peer mentoring and
volunteering

Learn to touch type while
improving reading and spelling.
Prepare for an admin role or
course. Contact the Work +
Learning team to register. To
check out their website please
go to:
www.ttrsonline.com

This is a six month digital skills
project. You can get involved
by attending music production,
photography, I.T. and e-learning
classes.

The Work + Learning team is
now looking for Digital Skills
Peer Mentors to help deliver
RebootUK2. We are always
looking for customers to
volunteer in admin support, codeliver workshops and organise
events.

Work + Learning opportunities
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Many employers, jobs, apprenticeships and college courses
require a minimum level of Maths & English, IT skills or recent
work experience. Our Work + Learning programme has some
great resources, tools and projects for you to get involved in.
Improve your maths
for free
Register on:
www.citizenmaths.com
and select Evolve as your
centre. Work towards your
Level 2 Numeracy to prepare
for college or work.

Please see the contact details
above to take part in the project.

We wish her all the best for
the future and look forward to
welcoming Lizzie Baker who
will take over the role.

We are merging with Grenfell
Housing and Training
There are some exciting
changes happening here at
Evolve.
Following a long
period of discussions, we have
decided to merge with another
supported
housing
charity
called Grenfell Housing and
Training.
This is great news as our two
organisations have a lot in
common; most importantly
placing the people we support
at the heart of our work.

Who are Grenfell Housing
and Training?
Grenfell Housing and Training
provide supported housing
and
accredited
training
services for 169 young people
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in Merton, Wandsworth and
Kingston-upon-Thames. Their
services include: a service
for teenage parents, floating
support for vulnerable families,
and accredited training and
employment services.
You can find out more about
their services here:

How does this affect you?
The merger will not affect your
stay here at Evolve and your
keyworker will not change.

http://www.grenfellhousing.co.uk/

Inspire
Reach
Create
Sustain

What are the benefits for
current customers?
The
merger
will
provide
enhanced opportunities for you
including access to training and
accredited learning.

How will this affect current
staff?
Current service staff will not be
expected to take extra duties as
Grenfell have their own staff for
their services, who will remain
after the merger.
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An emergency repair is where there is a serious and immediate threat to
health and safety or security. An urgent repair is where there is a serious
inconvenience to you and/or if it is left too long the problem may become
an emergency job. A routine repair is a minor repair job.
% of maintenance jobs completed on time
% of jobs completed on time

% of customers satisfied with
maintenance jobs

% of jobs not completed on time

% satisfied

% not satisfied

9%
8%

92%

91%

Well done to Bromley customers and staff who hit their target for
customers attending staff meetings. The services which hit their target
for customer meetings were Bromley, Palmer House, Teenage Parent’s
Service and the Fitze-Millennium Centre.

Our performance
At Evolve we set ourselves
ambitious targets, also known
as Key Performance Indicators.
We monitor these so we can
check we are providing an
excellent service to our customers.
The data on the opposite page
shows Evolve’s performance in
customer involvement, complaints
and maintenance over the last
three months.
For customer involvement there
are three KPIs: there should be at
least one customer attending a staff

meeting at least once a month,
there should be a customer
meeting once a month and all
complaints should be responded
to within our timeframes.
For maintenance, our target is
to get 90% of repairs carried out
on time (based on our repairs
policy guidelines*) and for 85%
of customers to be satisfied with
their repair.
*An emergency repair within 24
hours, an urgent repair within
5 working days and a routine
repair within 20 working days.

Customer meetings held at services

Staff meetings that were attended by
customers
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All services
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We will be working to improve on
these figures over the next three
months. By getting involved in
customer and staff meetings, you
will have more of a say in how your
service is run, why not come along
to the next one? Find out when
your next meetings are by talking to
a member of staff.

Welcome to London
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Written by Ryan who is a customer at our Stockwell service.
Welcome to London, one of the hottest
tourist attractions!
Where people flock from all over to see
the Palace.
Capturing photos of an oversized clock
tower
Clambering to ride an overhyped Ferris
Wheel.

Welcome to London, the city that
withstood both World Wars.
Propaganda and Cowardice built our city
upon lies.
Their toxins seep and slither in our
sewers
Creeping through windows and hiding
under beds.

Welcome to London, where eyes follow
your every move.
Gang members cling to the shadows,
unseen by many.
Cameras invade your personal space
Prejudiced police penetrate Patricia’s
privacy.
Cuffing her innocent child simply because
he’s black.
And was at the wrong place at the wrong
time.

Welcome to London, where ignorance is
bliss
See not, hear not and say not.
These unspoken words silently rules
these streets.
Curtains closed and drapes drawn.
Doors locked and windows boarded.
Cars abandoned, bikes stolen.

Volunteer for us
Welcome to London, the most divided
united front.
Quick to speak our minds whenever the
chance presents itself
Slow to accept facts as truth when it
contradicts us.
Constantly promoting equal love for
every gender, sexuality and race.

Welcome to London
The place I want to leave
I have lived here far too longnd seen far
too much
Gone through more losses than gains
I need a new start
In a new place
And I need to find my own way

We are always on the look out for customer
volunteers. This could be using your skills and talents
to run workshops, such as breakfast clubs or music
production. You can volunteer within your own service,
at head office or at another Evolve service.
To be a volunteer you must be committed to running
workshops, be consistent and reliable.
Contact our Volunteering Advisor Lizzie for more details.
lizzie.whitmore@evolvehousing.org.uk or 07776 858 204

Contact us
07776 858 227
rachael.stamper@evolvehousing.org.uk
Many thanks to the concierge and maintenance teams
for distributing this newsletter

www.evolvehousing.org.uk

