SPRING CUSTOMER SURVEY FEEDBACK 2021
It’s been a particularly difficult time over the past two years, with the Pandemic and isolation rules
impacting on how we deliver the service. It was therefore more important than ever to make sure
that we were delivering a service that YOU wanted us to deliver in a way that YOU wanted it
deliver to ensure that we were meeting our mission of:
“Creating long term prosperity by investing to prevent homelessness, poverty and social
isolation and to inspire and unlock people’s potential.”
The Customer Survey was sent to all customers within Spring in January 2022 with options to
complete on paper or via Survey Monkey with a closing date of February 2022. 144 responses
were received from a cross section of the charity. Thank you to our residents that helped shape
and design the survey: Stephen, James, Shaun, Steven, Abdullah, Guy, Emma and Peter.
Congratulations to Michael who lives in Erdington – his survey response won him a £50 gift
voucher for ASDA! THANK YOU

OVERALL SATISFACTION

OVERALL SATISFACTION: WHAT ONE WORD WOULD YOU USE TO DESCRIBE SPRING HOUSING
ASSOCIATION?

We are so pleased that over 90% of
customers would recommend us to
friends and family! We will always
try to ensure we do right by you by
delivering an excellent service and
quality homes

YOUR EXPERIENCE OF: MOVING IN

Moving in is such a critical time for our
tenants. Getting the right home, in the right
condition and knowing your rights is
essential. Over the years we have improved
our Welcome Pack and induction for
customers and will continue to review this
over the coming months based on your
feedback in this survey.

YOUR EXPERIENCE OF: FEELING LISTENED TO

Only by listening to you can we provide the
service you want in the way that you want it.
We really appreciate the feedback in this
survey and will use this to continually
improve our services. It’s great that over
90% of our customers feel respected by
Spring staff – evidence that our staff are
really living our values!

YOUR EXPERIENCE OF: FEELING SAFE

It’s a basic need for feel safe in your home. We
have re published our Safeguarding and
Complaints policy in this newsletter to remind
you of how to complain and/or report abuse. We
take your views, complaints and suggestions
seriously and have made several changes across
Spring as a result of these. We have implemented
Safer Recruitment across the whole Charity and
the Senior Team at Spring meet weekly to discuss
incidents, safeguarding, antisocial behaviour to
improve services and to make our services even
safer.

YOUR EXPERIENCE OF: REPAIRS TO YOUR HOME

Thank you for your patience during Covid-19 when face to face repairs were more
difficult to undertake. This ultimately led to a backlog of repairs once lock down
requirements were lifted. That said, its positive that over 60% of customers are happy
with the time repairs take and we will be working hard over the coming months to
increase that % and get your outstanding repairs addressed.

YOUR EXPERIENCE OF: INDEPENDENT LIVING

Our goal is to support you to achieve
your personal goals and aspirations and
over 80% of you have done so whilst
receiving Spring’s Service. Please do
talk to your Tenancy Support Worker to
find out how we can further support you
in your journey to independence and
how best we can support you with your
goals.

YOUR EXPERIENCE OF: GETTING INVOLVED

The Charter of Rights is provided to all tenants
living in shared accommodation – that’s 72% of
our units. If you are in shared accommodation
and have not received a copy, please ask your
support worker or access it on line here:
chromeextension://efaidnbmnnnibpcajpcglclefindmkaj/
https://springhousing.org.uk/wpcontent/uploads/2021/03/HOUSINGRIGHTS_STATEMENT-OF-RIGHTS_PAMPHLETPRINT-FINAL.pdf
Over 40 people provided their name and
number to get involved with Spring to improve
services for customers and we will be
contacting each of you to get your views and
support.

GETTING INVOLVED

WE ASKED WHAT OTHER
SERVICES WOULD YOU LIKE TO
SEE SPRING PROVIDE FOR
RESIDENTS?
Some of your responses were:
















Start football sessions
Education and employment help
More leisure and group activities
Gardening activities and gardening tools,
Social groups, art groups
Bike shelter to store bikes
IT lessons at home in person
Health advice and support
Social activities e.g., outdoor - gym,
swimming, cycling, and walking.
More eating well support, encourage healthier
diet
Mindfulness activities
A fitness space
Cooking classes for those without food of food
skills, therapeutic drawing sessions,
gardening, talks and discussion.
Interpreting services

If you want to get involved in the above,
please contact
Janet Weir, Community Digital Facilitator
At: janet@springhousing.org.uk
· M:07803089842 · 0121 6631443

