
 

 

 

 

 

 

 

Background 
 
Platform’s Building Safety team asked if members of our Customer Sounding Board 
(CSB) could give feedback on a new Fire Safety on Balconies leaflet. 
 
The draft leaflet had been created to provide guidance to customers who have 
balconies on their properties on how to make sure they are using them in a safe way. 
 
Colleagues had worked to create an informational leaflet but were keen to understand 
our involved customer’s views on whether the information and guidance provided was: 
 

• Clear 

• Useful 

• Easy to understand 
 
 

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 
 

Customer Feedback 
 
45 customers responded to the survey. 
 
95% thought that the information was clear & easy to understand 
91% thought that the leaflet contained enough information. 
 
Overall feedback was positive. However, several customers commented that the layout 
meant that there was a lot of text on the leaflet and that made it difficult to read and 
might put people off reading it. 
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Outcomes 
 
As a direct result of our involved customers feedback, we: 
 
Redesigned the leaflet to make it easier to read and to include pictograms and pictures 
to break up the text. 
 
Below you can see side by side pictures of the original document and the final 
document which was created based on feedback from the CSB. 
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Final Leaflet: 

 

 


