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Welcome to the Winter edition of our Customer Newsletter, it is filled
with content from some of our amazing customers, an update on the
complaints procedure and results from the customer survey. 

Happy New Year!



''I know everyone needs to know who they are
because it is very important. I want us to take up
our responsibility for our own actions and stop
blaming everybody else for what they haven’t
done. We need to take accountability as well for
what we have done, to make it better for
ourselves to understand the mistakes we have
made.
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''We all need to stop pointing fingers about
men doing something and women not being
able to. At the end of the day man and women
go through lots of the same things. We need to
stop the point scoring and have more
understanding of what others are going
through. We are all human beings at the end of
the day.

''When people say men shouldn’t cry – it is not
a nice feeling – we need to try and open up
more. You need to take steps to where you are
going and try to get the help that you need.
Just ask somebody for company if you are
lonely, or support if you need it.''

Elisha Mensah, is an excellent spoken word
artist, who performs regularly around London.
He has shared some of his insights on a range of
topics that are important to him.

 

Spoken word-
Elisha Mensah

We are all
human beings
at the end of

the day.



Everyone is
entitled to do
anything - it is

about being
free.

Do something
Be someone
Be yourself

''We all need to do something about what we
want to do, what we want to achieve. We are
all expecting something to happen – we wait
for other people to do stuff for us. In reality
we are strong, we can do things for
ourselves. We all struggle in life, tripping over
hurdles. It is about doing something about it
and stopping someone else doing it for you.
The longer you leave it the harder it will get.
You need to get back up and work it out for
yourself.
I believe we should all follow these three
elements:

''You are allowed to do anything or be
anyone, but we have to think about the
consequences of our own actions. I wouldn’t
like it, if you said to me, you can’t do this, you
can’t do that. And you wouldn’t like it, if I said
to you, you can’t do that. Everyone is entitled
to do anything – it is about being free. It is for
you to understand the consequences of your
actions and acknowledge them. Instead of
telling me I can’t do something, why don’t
you come and support me, and we can
achieve together.''
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I Elisha, haven’t come here to cause trouble, but I’m here to solve
trouble because it makes me who I am.
My mum named me Peace. I am a quiet guy – it is nothing to do with
my religion, or my race, or my background, but it makes me who I
am.
If I move, you move, if you move, I move, if everybody moves, then
everybody moves.
We need to make a way out of no way, even if there seems to be no
way, there is always the possibility in life.
We are all everyday people – like the Sainsburys brand. We go to
work, come back home, pick up our kids, bring them home, cook,
whatever there is, there is a time for it. Ecclesiastes says, “There is
a time for everything.”
Tesco says every little helps – we need to be the same and help
each other.
We love to talk the talk but won’t walk the walk. But why don’t we do
both at the same time and maybe we will get somewhere.
We love talking but no action. Why don’t we do less talking and
more action? – more music less talk Magic FM!
We need to follow these rules: listen, acknowledge it, take it on
board.
I’m not here to entertain you guys, I’m not here to put on a show.
We all need to start taking our own lives seriously, because that is
what I’m doing.
Your actions define what you do.
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Elisha's sayings





Holiday
celebrations



Physical attacks – e.g., physical assault or arson where people get hurt.
Attacks on property – such as arson, offensive graffiti, dumping of rubbish outside
homes or through letter boxes.
Threats of attack – including offensive or threatening letters, online abuse, phone calls,
texts, gestures, intimidating staring, malicious complaints
Verbal or written abuse or insults – offensive leaflets and posters and the use of
abusive, derogatory language.

Hate crime and incidents include those where the victim is targeted because of their
disability, race, religion, belief, sexual orientation, or transgender identity. This list is not
exhaustive – we recognise that people are targeted because of their gender, they are
homeless or how they dress. People can also be victims of hate crime because they are a
witness, perceived to be from a particular group, or associated with someone with the
above identities. Some hate Incidents do not constitute crimes but should still be taken
seriously and dealt with.

Hate crime can happen in any location e.g., work, home or school. It can also take many
forms including:

As supported housing services, our role is not only to take action against those who
perpetrate hate motivated abuse, it is also to work with the offenders to educate them
about the impact on victims, reduce further cases and to explain the consequences.
Hate crime can and does have a serious impact on the wellbeing of the individual
concerned. 
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Information on
Hate Crime





Updating our definition of a complaint.
The complaint acknowledgement letter and outcome letter now include Housing
Ombudsman contact details and inform complainant that they can contact Ombudsman any
time for advice.

In November 2020 the Housing Ombudsman released a Complaint Handling Code for landlords
to adhere to. Following this we updated our Complaint policy to incorporate the code, the main
changes being:

We implemented weekly monitoring of all stage one complaints to 1) check that investigation
and response time was adhering to the 10 working days set in our policy, and 2) that the quality
of response was to a high standard. Going into 2022 we will be reviewing our internal complaint
handling training and continue to monitor and learn from all complaints. 

79% of these were responded to within the policy timeframe of 10 working days. 
59 of these complaints were internal.
33% of these were upheld, 32% of complaints were not upheld, 30% were partially upheld,
5% have missing outcomes.
4 of these went to our stage two investigation process, all were not upheld. 
1 of the stage two complaints had external investigation completed by The Housing
Ombudsman who gave some minor recommendations to how that complaint was handled. 

From 30/3/2020 to 28/3/2021
We received 82 stage one complaints. This has seen a reduction year on year from 231 in
2016/17 to 151 in 2018/19 and 91 in 2019/20. 

9

Annual review - 
complaints



The amount of Not met scores reduced from 8% to 1%.
The amount of Good scores increased from 27% to 34%. 
Percentages of Excellent and Partially met scores remain similar to last year.
Teams have focused on addressing areas picked up in the 2020 audit and this can
be seen in the results this year.
Recommendations from the audit include that teams publish updates on their work
on our internal intranet, so others in the organisation are aware of what each team
does.
This year, the audits will focus only on the areas that were picked up as needing
improvement this year.

We have two sets of annual audits at Evolve: those for our Central service teams, (the
teams usually based at head office, like Finance, Human Resources and the
Communities team), and those for our services, where you all live. We look carefully at
different areas to assess how well we are doing in each area and make
recommendations for improvements.

The Central service audits last year were completed in June and July. For each area that
we looked at, teams could score Excellent, Good, Partially met or Not met.

·Overall, the 2021 results are an improvement on the 2020 results.
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Central services 
audit results



Satisfaction with the support you receive remains at the same high as 2020 at 87.2%.
An increase in satisfaction with sensitivity to cultural and religious needs of 2.3% from the
2020 score.
A drop of 2.5% customers reporting experience of antisocial behaviour in last 12 months. 
An increase of 5.4% satisfaction with support and advice given around Covid-19.
An increase of 2.1% satisfaction with changes made at services due to Covid-19.

A drop of 8.4% satisfaction with repairs and maintenance.
A drop of 5.4% satisfaction with quality of accommodation. 

88% of customers said they know how to make a complaint. 
 90% of customers feel comfortable to make a complaint. 
This is a high response and we encourage our customers to highlight any issues they have
within our services so we can continue to improve. 

Thank you to all of you that completed a customer survey this year. The results are important
for us to plan our work in services with an understanding of what customers want. 51% of
customers in our services completed a survey. We hope to encourage more to complete it next
year. Full survey results are available within your service and results will be shared within your
customer meetings.

Key areas to celebrate include: 

Survey results mostly remain similar to those in 2020, with only small differences in satisfaction
scores in most areas. 

Complaints process is also another area of improvement:
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Customer 
survey results



The customer survey asked what activities or workshops customers would like to see
run at their service. The graph below shows some of the most popular suggestions. The
Get Involved Manager will be working with team managers to set up as many of these
workshops at your services as possible.
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Other suggestions for workshops

Cooking

Budgeting

Motivational speaking

Yoga and meditation

Life skills

Community involvement

Dance

Healthy eating on a budgetSports

Book club

Gardening

Learning Languages

Getting involved





@EvolveLDN                 /EvolveLDN                  evolveldn 

Thank you to everyone who has been featured in this latest newsletter,
especially Elisha Mensah for his incredible Spoken Word, Malik Segawa for his
inspired artwork for Shelter and Mylene Chahine for her beautiful Winter art
scenes.

Thank you! 

Want to be involved in the next newsletter, write an article, or publish your art? 
Get in touch: customerinvolvement@evolvehousing.org.uk
Visit our website: www.evolvehousing.org.uk

Do you want to get involved with our service audits and in reviewing policies and
procedures that apply to you, your home, and services? Or would you like to
help plan improvements in areas identified in the customer survey? 

There are different ways that you could do this – by email, by phone, in a 1 to 1
meeting with Anna Huxley, the Quality and Policy Manager, or in a wider meeting
with others. 

If you are interested, please email:
QualityandCoproduction@evolvehousing.org.uk and we can have a
conversation about how you might like to be involved. If you don’t have access
to email, please chat to the staff at your service about how to get in touch with
Anna Huxley. 
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mailto:QualityandCoproduction@evolvehousing.org.uk


Thanks for
reading! 


