
 

   

 

 

 

Background  

Platform’s Estates team asked if we could speak to our Customer Sounding Board (CSB) 
members to seek their feedback on the draft communal window cleaning specification.  

Colleagues in the Estates team drafted the specification to provide information to 
customers in communal homes and were keen to understand our involved customers’ 
views on whether the information and guidance provided was:  

• Clear  
• Useful  
• Easy to understand 
• Missing any information 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 specification  
• Link to the feedback survey form, with opportunity to vote on frequency of 

communal window cleaning (including explanation of cost implications) 
• Deadline date for providing feedback 

 

Customer Feedback  

• Total of 53 responses received from 215 sent.  
• 94% felt the content of the specification is clear and easy to understand. 
• 85% thought there is enough information provided in the specification. 
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• Window cleaning frequency results:  

 

Outcomes 

As a direct result of our involved customers feedback, we:  

• Added the word Communal to the title of the document. 
• Changed the wording to explain what “pure water” was and why it is used and 

added more information 
• Increased the size of the text font to make it clearer to read 
• Added a comment regarding access 
• Removed the ambiguity around drying windows 
• The results received from this survey were relatively evenly spread. More 

consultation will be carried out to identify customers preferred frequency and the 
specification updated to show how often window cleaning will be carried out. 
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