
Below provides a summary of how your views have helped shape our services:

You said,
 We’re doing

Feedback from our customers is key to helping us 
improve the services we provide to YOU!

During the last year, customer feedback has provided vital insight into how you experience 
our services and you have shared your views over 8000 times by taking part in surveys and 
focus groups to discuss the services we provide, the areas you live in and Pobl policies.This 
has been done through our Pobl Voices group and also contacting customers who have 
received specific services or live in a certain community. Through this we have learnt more 
about what has been working well and where we can improve – something we are always 
keen to do as part of our commitment to providing an excellent customer experience.

We need to make it clearer that new customers 
need to make a rent payment the day their 

tenancy starts.

That during the first lockdown, video viewings and 
being able to sign your tenancy agreement 

digitally was useful.

You wanted us to replace broken play 
equipment with a seating and relaxing 

area.

We have added extra information into our letters 
that are sent out before someone moves into their 

home. 

We will ensure we improve how we communicate 
to customers as we roll out the door entry system 

across our properties. 

We will continue to use digital 
approaches alongside face-to-face 

meetings. 

You said We’re doing
You would like to be able to make 

comments in the repairs survey sent by text.
We have added in space for this.

We have done this and created a 
much welcomed outdoor space for 

customers.

We have relooked at our rent calculations 
and will be updating customers later this 

year on what it means to them.

That to help keep rent a�ordable, we 
should consider the average earnings in an 

area when calculating our rent.

During a pilot of a new door entry system 
that we could improve the way we 

explained the change and how it works.

There are loads of opportunities for customers to give us their feedback on the services 
we provide, the areas where you live and our policies and procedures.  You can do this 
via various surveys (including a text survey after a completed repair job, our monthly 
satisfaction survey, online surveys and phone surveys).  We also run focus groups to 

discuss further specific topics.

Sign up to Pobl Voices to have your say on the services you receive. We will send you 
e-mail updates get your views. 

To sign up go to https://pobl.co/poblvoices


