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Welcome
A message from Debra Ives, Director of Operations
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Having been a Head of Operations 
at Evolve since 2013, I recently 
became the new Director of 
Operations. 
I am really looking forward to 
working with customers and staff 
in my new role and particularly 
in developing our approach to 
support and growing the services 
we offer in co-production with 
customers.

There are a lot of great things 
happening across all of our services 
and I am constantly amazed at the 
brilliant things being achieved. A 
group of customers completed a 
photography project with Accumul8 
and had their artwork exhibited 
at The Guardian in May. Over 80 
customers volunteered and trained 
to be customer champions and 
interviewers on our recruitment 
panels, and a group of customers 
completed the Certificate 
of Entrepreneurship; run in 
partnership with our ambassador 
Bianca Miller and local businesses 
and entrepreneurs.

I would like to encourage all Evolve 
customers to make the most of your 
time with us by getting involved. 
Attending or even coordinating an 

Evolve Workshop, Focus Group or 
Planning Team will give you the 
opportunity to gain experience, 
meet new people and acquire new 
skills.

We are now recruiting to the Evolve 
traineeship, so if you are interested 
in support work and helping others 
to change their lives and leave 
homelessness behind, then please 
check out our website.

Finally, I hope you find this 
newsletter interesting and relevant. 
We are always on the look-out for 
new content ideas, and would love 
to hear from you. Get in touch 
using the contact details on the 
back of this newsletter, and next 
season, this welcome note could 
be from you.
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By Brandon Rendall (2017)

Being in a hostel is like a roller-coaster ride 

It had you riding low, as well as really high

But it’s the self control, that creates the ride

Like an uncontrollable tide 

It can make you suffer

It would teach a lot of rich folk, 

what it’s like scraping the bottom of the butter 

Many characters and ego’s 

But like the British sun, they come and go 

So ride the story tide

And let your journey flow

So whether you come to socialise 

Or come to be alone

You should always treat it, how you would like your own home. 

Evolve Customer



If you have an idea that you would like to be featured in the next customer newsletter, 
please get in touch. You can find our contact details on the back cover. 

If the content of either poem, has affected you in any way, please speak to your 
keyworker.

Hope
By Winston Allamby (2017)

Moving through

Looked at and unseen

I am black restlessness

Bearing scars from the past

Weighed down by prejudices in the present

Dying for a future to change

Hoping for a forecast

Of compassion

Evolve Customer
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By Siobhán Doyle
This February to March saw the 
delivery of our first ever Certificate 
of Entrepreneurship programme. 

Funded by our new corporate 
partner, Centrale shopping 
centre, Jon Deakin designed an 
8-week course that taught 16 
customers the most important 
learning points of how to set up 
and run a successful business. 
 
Each participant created their 
own business idea and developed 
it throughout the 8 weeks with 
the aim of making it a viable 
proposition. Every week, a 
business professional hosted 
a training session which taught 
customers valuable skills in how 
to set up and manage their own 
company. This was then followed 
by a practical course, where 
customers were asked to work out 
how they might face and overcome 
a real-life business challenge. 
 
The course was launched by 
our very own Ambassador, 
Bianca Miller-Cole, who proudly 
led the first training session 
using her own entrepreneur 
expertise to help shape the 
ideas of the 16 participants. 
All of the business ideas that 
were proposed were outstanding 

and included concepts such as a 
piece of jewellery that doubled as 
an attack alarm; special trainers 
for people with disabilities; a 
decorating company that employed 
homeless and disadvantaged 
people and East African cuisine 
restaurant ideas.

Of the 16 customers that took 
part, 10 successfully completed 
the course, graduating from 
the programme they received a 
certificate and a new laptop so 
they could continue developing 
their ideas and use them to 
help gain valuable training, 
qualifications or work experience.   
 
Huge congratulations to all 
customers involved and thank 
you to our Work + Learning 
team, partner Centrale, Bianca 
Miller-Cole and all of the other 
companies who took part in 
delivering the programme. 

Credit: The Sunday Mirror



On 16th April 2018, customers 
and staff at Bromley services held 
its first Garden Project meeting, to 
discuss plans for the garden and 
what equipment might be needed 
to get started. 

On 18th April, we had our first 
Project Day. Little did we know, 
that 2018 would deliver record-
breaking weather; back in April, it 
was a warm and sunny day and we 
considered ourselves very lucky.

Customers came to start digging up 
and turning over the soil preparing 
the ground for plants and flowers. 
Together they decided where the 
plants and flowers should go based 
upon room for growth, sunlight and 
drainage. 

Bromley 
Gardens

Customers chose plants that 
would attract wildlife, with a range 
of colours and plants that would 
benefit from varied amounts of 
sunlight. We added a birdhouse 
and feeder which attracted wild 
birds such as robins and blue tits, 
plus two very naughty squirrels. 

Now, with the summer in full swing, 
the plants are coming along nicely, 
with customers often introducing 
their own floral additions. With 
the kind support of the fundraising 
team, we have also secured £450 
in funding to continue to improve 
the garden for future customers. 

By Shona Bannigan



The results are in
We would like to extend a huge 
thank you to every customer that 
gave their time to contribute to our 
customer satisfaction survey.
The services we provide are 
only as good as our customers’ 
experiences, and so it’s extremely 
important for us to address your 
feedback.

You can see opposite some of the 
key learnings from your feedback, 
but more importantly the action 
that has or will be taken, in order 

to address them and improve 
the services received by all our 
customers.

Would you like to get involved 
and help to shape the services we 
provide for future customers? 

All Evolve customers are warmly 
welcomed to influence key 
decisions at our regular scrutiny 
panels. If you would like to be part 
of the next scrutiny panel, get in 
touch today by emailing us at 
enquiries@evolvehousing.org.uk.

Customer 
Satisfaction 
Survey
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Much of your input was encouraging 
with 91% of customers stating they 
were satisfied with the quality of 
support offered by their keyworker 
– this is the highest percentage 
since records began. 

Our keyworkers have never been 
so good!

While we received plenty of 
positive reports, your feedback 
also enabled us to identify areas 
of focus for our Scrutiny Panels. 

Only 66% of customers were 
satisfied with the repairs and 
maintenance service overall. 
Communication around repairs and 
maintenance was the subject of the 
last scrutiny panel. In partnership 
with Evolve customers, many great 
recommendations were put forward 
and have since been approved and 
actioned. Read more about our 
customers bringing about positive 
change within our services on page 
10.

2 in 5 customers that had made 
a complaint in the previous 12 
months, were not satisfied with 
how the complaint was handled. All 
Evolve customers should expect to 
receive a fair service in a dignified 
manner. If you would like to submit 
a complaint you can email us at 
complaints@evolvehousing.org.

1 in 4 customers wanted to make 
a complaint in the previous 12 
months, but decided not to. We 
will be focusing on the complaints 
procedure at the next scrutiny 
panel, paying particular attention 
to the barriers that prevent 
some customers from submitting 
complaints.

91% 66%
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Recommendations on Maintenance
Customer Scrutiny Panel
The Evolve Housing + Support 
scrutiny panel gives our brilliant 
customers the opportunity to 
deep-dive into a particular aspect 
of life within our services. 

The goal is to work in partnership 
with customers to improve the 
quality of services experienced 
across the board.

Last year, customers turned their 
attention to maintenance requests 
and specifically, communicating 
expectations and timescales. 
Information gathered from 
customers and staff through 
surveys, interviews and personal 
experiences at the panel, helped 
attendees to identify opportunities 
for improvement, together. 

The panel made several recom-
mendations to Evolve Housing 
+ Support senior management, 
which have been approved and 
are being rolled-out. 

 

Improvements to be made as a 
result of the scrutiny panel include:

› All staff will be trained to report 
maintenance requests

› This training will include, 
checking existing requests 
before logging a new request  
(to avoid duplications)

› Staff to promote the 
appointment system

› Customers and staff will 
acknowledge and adhere to 
maintenance request timescales 
(which you can see opposite)

› The maintenance leaflet will be 
updated

› Where appropriate Evolve 
Housing + Support hope to use 
satisfaction surveys after every 
repair

› Evolve Housing + Support will    
facilitate direct communication 
between customers and 
maintenance
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What to expect
Maintenance Timescales

Priority / 
Time frame

Definition

Emergency /
24 Hours

An emergency maintenance request should be 
issued when a fault is immediately hazardous to 
you or your neighbours. It is the sort of thing that 
cannot be left unattended overnight and emergency 
services may have to be called.

Example: A fire or flood in your room or a communal 
area. This can expect to be dealt with within 24 
hours (but often sooner).

Urgent /
5 Working Days

An urgent maintenance request should be issued 
when a fault could pose a potential health and 
safety risk to you or your neighbours, but it does 
not put you in immediate danger.

Example: The sink in your kitchen is blocked or 
your fire blanket is missing. This can expect to be 
dealt with within 5 working days.

Routine /
20 Working 
Days

A routine maintenance request would be issued 
when a fault may lead to some discomfort while 
left outstanding, but that would not put you in any 
danger. 

Example: Awaiting a replacement for your bro-
ken refrigerator. This can expect to be dealt with 
within 20 working days.

Our customer-led Scrutiny Panel asked for more clarity around how 
quickly they can expect maintenance requests to be processed. So we 
put together this nifty table. The more urgent the fix, the sooner you can 
expect it to be sorted.

When you report a maintenance request in any of our services, you 
should discuss with staff, the appropriate priority level. You will then 
have an accurate timescale for a response.
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Above: Katie Hatrick, Virgin Money London Marathon runner for Evolve.
Above right: CJ being thanked for his involvement in Volunteer week by Jeremy Gray

Volunteer Week

It gave us the perfect backdrop to host an event dedicated to the 
invaluable commitment given by our fantastic volunteers.  
In the presence of those volunteers, Chief Executive, Jeremy Gray, 
acknowledged their “time, kindness and contribution” that makes a real 
difference to the lives of the 2,000 people we support. 

The breadth and diversity of voluntary opportunities within Evolve 
Housing + Support was demonstrated, with special recognition awarded 
to marathon runners, peer advisors and corporate volunteers.

Volunteering is a great way to gain experience and develop your 
professional confidence. Speak to your key worker about voluntary 
opportunities within Evolve Housing + Support. If your passion lies 
elsewhere, contact the Work + Learning team about external voluntary 
opportunities.

The first week in June saw National Volunteers Week take 
centre stage across the country. 

An Evolve Celebration
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We’re recruiting

Above: Katie Hatrick, Virgin Money London Marathon runner for Evolve.
Above right: CJ being thanked for his involvement in Volunteer week by Jeremy Gray

In a partnership led by St Giles 
Trust, Peer Circles provides 
tailored support to clients, to raise 
their confidence and help them 
make their aspirations a reality. 

Clients are supported to 
access education, training and 
employment, group support, 
activities and specialist housing 
advice through Shelter.

Peer Circles relies on the lived 
experience of its Peer Advisors to 
deliver their great work, and right 
now, they’re recruiting. 

Peer Circles are looking for current 
or ex-Evolve customers who are 
over the age of 25 years and 
interested in gaining a qualification 
(L3 NVQ in Advice and Guidance) 
and taking the first step towards a 
career in support work.

To check you’re eligible or to 
find out more about the role, 
contact Jenna Soame by email at  
jenna.soame@evolvehousing.org.uk 
or on 07795 147231.

Funded by the European Social 
Fund and National Lottery, through 
the Big Lottery Fund.

 'Peer Circles is giving me such a 
sense of purpose and I’m being 
supported to be strict with my 
boundaries and not letting clients’ 
issues affect me emotionally. I 
get such a sense that this is what 

I should be doing' 

- Peer Advisor, Feb 2018.

 'Do this to challenge yourself to 
keep going. Stay true to who you 

want to be and have fun' 

- Trainee Peer Advisor, July 2018.
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Working with Healthwatch Croydon 
- the consumer champion working 
to get the best out of health and 
social care services in Croydon - 
78 Evolve customers shared their 
experiences of health services in 
the borough. 

The report highlights some of the 
difficulties experienced by our 
customers in accessing services. A 
quarter of all participants described 
the registration process as “not at 
all easy”, while 35% were refused 
access to services they needed. 
Customers with complex mental 
health needs were most likely to 

have experienced difficulties.

The shocking findings suggest 
a culture among some health 
professionals in Croydon, of 
dismissing and refusing services 
to vulnerable adults. The report 
will be instrumental in challenging 
this culture and improving the 
quality of services experienced by 
our customers.

NHS guidelines state that 
homeless people are eligible to 
be registered at GP surgeries and 
that where necessary, the practice 
address should be given as the 
patient’s address to avoid delays 
in accessing services. 

Be aware of your rights as a 
customer, they are: to be registered 
at a GP, to be treated fairly and with 
dignity, and to be given a choice in 
your treatment options.

You can read the report, titled 
‘The Experiences of Homeless 
People using Health Services in 
Croydon’ in full, online at:  
www.healthwatchcroydon.co.uk

Need a General Practitioner or Dentist?

Checking-up on your health services

Speak to your key worker today about being assisted to register.
Or go to www.nhs.uk/service-search to find your local medical 
services. 

At the end of last year, customers 
from Alexandra House, Palmer 
House, Ingram Court, Fitze 
Millennium Centre and Eva House 
contributed toward an important 
piece of research. 



We've Moved
Last year we merged with Grenfell Housing and Training, as such we have 
moved our central services to South Wimbledon. This will help us grow and 
develop our programmes and support for you.

Our new address is 16-20 Kingston Road, South Wimbledon, SW19 1JZ. 



020 7101 9960

enquiries@evolvehousing.org.uk

www.evolvehousing.org.uk

Contact us

Many thanks to the customers and staff who have 
contributed content and photographs.
Get in touch if you want to contribute to future issues.


