Case Study:
Solar PV Panels platform

housing group

Customer Leaflet

Background

Platform’s Sustainability team asked if we could speak to our Customer Sounding
Board (CSB) members to seek their feedback on a draft solar PV panels customer
leaflet.

The draft leaflet had been created to provide guidance to customers who have solar PV
panels installed at their home and how they can benefit from them being fitted.

Colleagues had worked with an external technical contactor to write the content for draft
leaflet and were keen to understand our involved customer’s views on whether the
information and guidance provided was:

Clear

Useful

Easy to understand

Missing content that should be included.

Customer Engagement

Our Customer Engagement team put together a survey pack for our Customer
Sounding Board members, which included:

Covering email with explanatory information
Copy of the draft leaflet

Link to the feedback survey form

Deadline date for providing feedback

Customer Feedback

CSB members Thought the leaflet Thought the leaflet
completed the survey was clear and easy to contained enough
understand information




Outcomes

As a direct result of our involved customers feedback, we:
e Added images to illustrate and help explain
e Updated the wording and added more information

e Increased the size of the text font to highlight the titles and headers to make it
clearer to read.
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Your home is fitted with Solar Panels - a modern system for generating
clean, renewable electricity that saves you money and reduces your carbon
emissions. This leaflet explains the best way to use the free energy from your

solar panels.
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What are the savings for you?
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