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The importance of asking people what they think 

Gwent Housing Support teams and the Regional Housing Support Collaborative Group are 

always keen to hear from people who have accessed housing support grant funded 

services across Gwent.  It is the responsibility of the local authorities in the region to 

ensure that engagement is undertaken with those who have used services. 

Those who have needed to use services funded through the grant come from a wide range 

of backgrounds and receive support on a range of different issues; the support they 

receive is person centred and aimed at supporting people to secure and maintain 

sustainable housing and to develop the skills needed to help them thrive.  The Housing 

Support Grant seeks to secure: 

“A Wales where nobody is homeless and everyone has a safe home where they can flourish 

and live a fulfilled, active and independent life”. 

Great importance is placed on engaging with people who use services as part of Gwent’s 

inclusive and strategic needs assessment process.  Along with other consultation 

mechanisms which are undertaken at a local level; an annual service user survey is 

promoted through the www.gwenthousingsupport.co.uk website and providers of services 

are encouraged to promote and enable the people they support to complete the 

questionnaire. 

People who receive services are experts in these services, they have lived and 

experienced them and are in the best position to know what works, what doesn’t and what 

improvements need to be made. This report provides an overview of the responses 

received to the 2020 annual service user consultation survey. 

The questionnaire was circulated widely during September – October 2020 and asked 

the following questions: 

Q1 In which area of Gwent do you live? 

Q2 What type of service are you receiving? 

Q3 Please tell us how you have received support during the last few months? 

Q4 Please tell us in a few words about your experience of receiving support during 

lockdown and over the last few months? 

Q5 Please tell us how you would like to receive your support in the future? 

Q6 Did you find it easy to get help and support? 

Q7 What activities have you received help and support with? 

Q8 Were there any activities you would have liked help with, but which the 

support provider was not able to offer?   

Q9 Is there anything that could be improved about the support you received? 

Q10 Are there any other comments that you would like to make about your support 

service? 

http://www.gwenthousingsupport.co.uk/


Summary of responses received 

In total 353 people responded to the questionnaire. 

Question 1: 

 

Responses were received from people accessing services in all Gwent local authority 

areas. 

Question 2: 

 

 

The greatest number of people who responded were receiving floating or tenancy support 

i.e. support that is delivered in their own home.  Those who responded to say they lived 

in supported housing includes those who live in accommodation with onsite support such 

as hostels.  The smallest number of responses was from people living in temporary 

accommodation which would include bed and breakfast and other emergency 

accommodation.   

The largest number of services currently commissioned across Gwent are floating 

support services. 
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Question 3 asked how people had received support during the last few months; it is 

positive that almost two thirds of those who had responded had received some face to 

face support: 

 

Question 4 asked about the experience of receiving support during lockdown.  It was 

very clear from the responses what a difference housing support had made.  People felt 

well supported by their support workers and the regular phone calls and face to face 

meetings had helped to relieve some of the isolation of lockdown for many.   

People advised that the wearing of masks and PPE helped them to “feel safe” and there 

was a good understanding of the reasons why face to face support could not always have 

been delivered particularly at the beginning of the pandemic. 

People advised that they found it easy to contact their support worker, that support was 

readily available and that the regular contact had been “a godsend”; as well as several 

people advising that it had been their “lifeline”.   

It was clear that the regular contact and support had helped a huge number of 

responders maintain their mental health and had helped to combat isolation and 

loneliness.  One person advised that “without his support I would of killed myself”. 

People felt that their support workers had gone above and beyond to help them under 

very difficult conditions: 

 People who were shielding had food parcels delivered 

 People were supported to access white goods and other essential items 

 People who struggle to read and write were helped to fill forms and understand 

letters and correspondence 

 People were supported to undertake PIP assessments and engage with tribunal and 

benefit appeals held over the phone, fill in payments forms and apply for benefits 

or get benefits reinstated or backdated. 
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 People were encouraged and supported to fill in housing application forms, to bid 

for properties and supported to move on to longer term sustainable 

accommodation. 

 People were supported to access health appointments including CMHT and to 

access medications through their local pharmacy 

The following word cloud provides an overview of many of the positive responses received 

to this question: 

 

Some support providers have also found innovative ways of delivering support including 

garden visits, socially distanced walks and meeting outdoors and these were received 

as positive experiences by those responding to the questionnaire.  

The difficulties that people experienced during this period were mainly in relation to 

their digital skills or lack of access to technology.  Some of the responses included: 

 

 

 

 

 

 

 

 

 

 

 

 

 “I’m not very good with technology so restricted to phone calls/texts” 

 “It was hard to use technology” 

 “It was very hard to use technology as I don’t own mobile” 

 “I have never used a phone. I was glad for staff to come in face to face” 

 “I find it hard to use technology” 

 “I don't understand the internet” 

 “I am unable to read or write so could not do virtual calls as I don't have a 

phone to allow me to do” 

 “I couldn't use the face app on phone” 

 “I haven’t got a camera phone but I got a phone” 

 “I can’t use them posh phones I don’t understand them” 

 “I am not good on computers” 

 “Don’t have broadband and not able to put much credit on my phone” 

 “I don't have a smart phone but looked forward to my weekly phone calls” 

 “I struggle with technology, don’t use internet” 

 “I am unable to access the internet” 

 “Not keen on the remote options” 

  

 



Other difficulties that people experienced were mainly in relation to not being able to 

have face to face support with 18 people who responded to the questionnaire advising 

that they missed not being able to see their support worker. 

One person advised that the phone calls were good but “I wish we could set a time for 

them” another said they “found remote contact pretty good and also still had face to 

face with some workers but not my key worker”.  Two people advised that they only had 

“a few phone calls” or that they “can’t remember any phone calls”. 

Question 5: 

 

In line with the previous question which highlighted the difficulties people had with 

accessing support digitally; overwhelmingly people would like to receive future support 

either face to face, by phone or as a combination. 

Question 6: 

 

The reasons given by those who struggled to receive support are as follows: 
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 I had not heard of Supporting People until a neighbour told me about them. She 

gave me their phone number from making the initial telephone call until the 

Tribunal my family received an exceptional support 

 My health prevented me from finding any personal help which was made more 

difficult during this pandemic. 

 It was harder to access support during lock down as I was unable to just attend 

any of my walk in appointments. 

 Did not know the support was available, I feel it should be better advertised 

 It took a long time to access it 

 Was given all different numbers to contact before finding support 

 Some days I couldn't get out to get help 

 Trying to find appropriate support initially was not easy. 

Question 7: 

 

People responding were widely supported with the current housing support grant outcome 

areas; it is no surprise that the elements that people received the least support with 

were engaging with employment/ voluntary work or engaging in education/learning.  These 

areas have been severely restricted due to the lockdown measures implemented with 

many agencies and learning establishments closed or on restricted hours.  Managing 

money and managing accommodation were areas that the greatest number of people who 

responded to the questionnaire received support with. 
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Question 8 asked if there were any activities that they would have liked support with, 

but which the support provider was unable to offer? 

 

Overwhelming people appear to have received the support they needed; the activities 

that they would have liked support with which the support provider could not provide are 

listed here: 

 Psychological support, but I have been referred to specialist services by GP 

 I would have liked to access groups in the community, but they were all shut down. 

 Accompany me to medical appointments, CPN and GP 

 Food shopping 

 Needs support from Social services. 

 I wanted to get out more in the community but COVID stopped this from 

happening 

 Cleaning my flat 

 Not going on holidays 

 No day trips 

 Help getting to job centre appointments 

 Onsite gym 

 Take me in their car to appointments, shopping, and other places. 

 I would have liked support to go shopping 

 Needed support with shopping and just needed support for social reasons 

 Would have like support with being part of the community and further education 

but due to Covid lockdown these could not be done. 

 Volunteering, gardening, quizzes 

 Take me places 

 Able to meet other people 

 Taking me shopping / to appointments 

 Going outside, which is difficult during the pandemic 
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 Due to Covid I was unable to access the voluntary work sector but as soon as it 

re-opens my support worker will help me with applying for these roles. 

Question 9 asked: Is there anything that could be improved about the support you 

received? 

103 people took the time to advise that there was nothing that could be improved about 

the service they have received from a total number of 132 responses to this question 

providing comments such as: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Ten people responding to this question advised that receiving face to face support would 

improve the service they received. 

Other improvements that a number of people thought could be made included more 

funding for more support workers or more staff.  Another responded to advise that 

staying with one support worker and one service would also help.   Keeping communal areas 

open and support to plan a food shop were other areas mentioned that people felt would 

improve support for them. 

 

 

It’s a great service and I’m 

not sure if I would have 

managed through 

lockdown without this 

service. 



Question 10: Are there any other comments that you would like to make about your 

support service? 

223 people provided additional comments to this question; there were two negative 

comments about staff: 

 Staff could be more sensitive  

 Staff could be nicer if they didn’t have a bad day 

There was one negative comment about fire doors banging at the project and one person 

advised that they needed more help. 

219 people provided further very positive and in many cases detailed responses about 

the difference that support had made to their lives.  The following table provides an 

overview of some practical examples that people have received help with: 

 

The Gwent Housing Support Teams and the Regional Housing Support Collaborative 

Group would like to thank everyone who took the time to complete the annual 

survey. 

 

Support worker and social 
worker worked brilliantly to 

secure me accommodation which 
meant I could be discharged from 
hospital during lockdown in the 

summer

my support worker understands 
my G&T community and always 

treats me fairly and with no 
prejudice

He has arranged support through 
GDAS, GSSMS, my GP and has 

even managed to get me a house 
of my own and get it furnished

Support with accessing education 
and cleaning services for my 

home. 

She has helped me claim benefits 
and change benefits reassuring 

me as we go.

I have received better financial 
support which will go a long way 

in helping me with my health 
condition

Support worker helped me to 
find a flat. I’m very grateful to 

him

Understanding and helped apply 
for benefits

Got me in college 1 week after I 
said I'd like to attend

I don't know what I would have 
done without support 

sometimes, I can’t read or write 
so having someone to help me 

with letters is good.

Letter and phone support to PIP 
by support worker, appeal 

upheld, granted full money and 
back payment

I can only manage to live 
independently with support, I 

cannot thank you enough.

My support has been excellent 
through the lockdown. Even with 

limited access to things. We 
always found a way

Supported me to have adaptions 
done in my home so I could stay 

living in my home with my 
children.

With help and support they 
found me a ground floor flat and 
helped me getting benefits and 

Pip.

I wouldn’t have had the 
confidence to fill in application 
forms i.e. to bid & blue badge 

scheme


