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What’s in  
this issue?

A new approach to 
customer service

Chief Executive  
Tom Dacey

Welcome to your winter edition 
of Open Door. 

In this issue you can read about 
how we recently celebrated 
residents who make a difference 
in their local community at 
the Unlocking the Potential of 
People Awards. 

On page 4 you can also find 
out about our new service offer 
which sets out our approach to 
delivering services and what you 
can expect from us. We have 
developed these with residents 
and staff to ensure we continue 
to deliver high quality homes 
and services to you.
 

Tom Dacey

*  Don’t forget – check our 
December opening hours on 
the back page.
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Welcome to the Winter 2012 issue 
of Open Door, the newsletter for all 
Southern Housing Group Residents.
In this issue:

You can contact the editor via the Service Centre or email 
communications@shgroup.org.uk

Find the answers to the  
questions below in this issue  
of Open Door for the chance  
to win one of three vouchers.

1 –  How many resident events 
have we supported in the  
last six months?

2 –  How many people attended 
the Unlocking the Potential  
of People 2012 Awards?

3 –  When is Housing Benefit 
changing?

Competition

Previous winners have been notified.
* Front page shows one of our residents 
at Fieldgate Mansions in East London.

You can email your answers to 
communications@shgroup.org.uk  
or send them to: 

Open Door Competition,  
Southern Housing Group,  
Fleet House,  
59-61 Clerkenwell Road,  
London EC1M 5LA. 

Don’t forget to include your  
name and address.

The closing date for entries is  
20 February 2013.



Some recent highlights.

•  A Sports Challenge event in 
east London, with nearly 300 
residents attending.

•  Resident-led fun days in 
Beckton and Durrington.

•  Estate roadshows in Margate, 
Billingshurst, Newhaven 
and the Isle of Wight where 
residents met their Resident 
Services Team, discussed issues 
and completed surveys about 
their scheme.

•  Welcome events at new 
developments in Kent and 
Barking to say ‘hello’ to our 
newest tenants and help them 
to meet their neighbours. 

•  A community fun day in 
Reading, giving residents an 
opportunity to find out about 
local services. 

•  A resident fun day at Old 
School Drive on Hayling 
Island to launch their new 
play equipment while giving 
residents the opportunity 
to get together, meet staff 
and find out more about 
opportunities to get involved 
with our work.

•  Two coffee mornings at 
sheltered schemes in Thames 
Gateway with residents, staff 
and contractors.

If you would like us to visit your scheme to meet with  
you and your neighbours, please contact the Resident 
Initiatives Team via the Service Centre or email  
resident.initiatives@shgroup.org.uk 

We have been working with staff and residents across the Group to redesign 
News and Views, your local estate newsletter. The new look newsletter will 
be introduced from January and will have local news and information for you.
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Getting involved locally 

News and Views 

Each year we 
support a series  
of local and 
regional events  
to find out  
what matters  
to residents  
where they live.

These events are a 
great way of meeting 
you face-to-face 
to hear about local 
issues and for you to 
get involved in the 
services you receive. 

In the past six  
months we have 
supported over 15 
resident events. 

you said, we did
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A new offer  
to you

This month we 
launched a new 
Customer Service 
Offer. This outlines 
the level of service 
that you can 
expect from us.

You&SHG

We have created this in 
consultation with staff and 
residents, including:

•  discussion with all five 
Resident Service Panels

•  online consultation with  
91 residents on our e-panel

•  a half-day workshop 
attended by eight residents.

The outcome of this 
consultation is a short and 
simple Customer Service Offer. 
This replaces the existing 
Customer Service Standards.

The new Service Offer applies 
to all residents across all of the 
services that you receive from 
us or our contractors, working 
on our behalf.   

If you have any feedback about our new Customer Service 
Offer contact the Service Centre to make your voice heard.
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Keep you informed and listen to your views
Deliver value for money

Provide good quality homes and services
Treat you with fairness and respect

Act promptly and effectively



About 70 residents and staff 
attended the all day event, 
which included: 

•  discussions about issues 
effecting residents 

•  presentations by guest 
speakers, and

•  a special film screening 
about a volunteer project at 
one of our housing schemes.

Tom Dacey, Chief Executive 
of Southern Housing Group, 
opened the event and said, 
“It is fantastic to see so many 
residents volunteering their 
time to make where they live  
a better place.

“All of the nominated 
residents have shown amazing 
hard work and commitment 
to their communities. It is an 
honour to be able to recognise 
that here today.”
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We held our third 
annual Unlocking the  
Potential of People 
Awards in London at 
the end of October. 
The awards recognise 
individuals and  
groups who volunteer 
their time to make a 
positive difference in  
their communities. 

Celebrating residents 
who go the extra mile 



Nominate your local hero in the
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This year there were five 
categories with individuals 
and groups nominated for 
the awards by staff or  
fellow residents.

Winners received an inscribed 
glass trophy and the runners 
up or highly commended 
were awarded a framed 
certificate.

Schroder Court Shop in Surrey 
run by George and Marie 
Hughes, and Sheila McEllone. 
Bringing Communities 
Together Award 

Luke Trimby from Reading,  
for his volunteer work in the 
local community.
Good Neighbour Award

KidzZone, a community 
website and newsletter, run 
by Joshua and Courtney 
Buchanan from Kidbrooke, 
south east London.
Young Person Award

Ken and Kathleen Gladdis  
from the Isle of Wight for 
their work to improve their 
community garden.
Greener Living Award 

Billy Gayle from Hackney,  
east London for his volunteer 
work as a digital champion  
and trainer, helping his 
community to get online.
Outstanding Personal 
Achievement Award

The winners were



Seasonal
recycling 
statistics.

•  The amount of wrapping 
paper estimated to be thrown 
away in the UK at Christmas 
could stretch around the 
equator nine times or to the 
moon if each sheet was laid 
end to end. 

•  In the UK approximately 250 
tonnes of Christmas trees 
that could have been recycled 
are simply thrown out 
after Christmas. Increasing 
numbers of councils either 
provide a doorstep collection 
service or set up local drop-
off points where trees 
are gathered and sent for 
chipping and composting.

•  Every year the UK throws out 
an estimated 4,500 tonnes 
of tin foil over the Christmas 
period. You can drop off 
waste foil at your nearest 
recycling bank or check on 
your council’s website to 
see whether your kerbside 
collection scheme accepts it. 
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Where you live

Green Deal  
is coming

Going green
We are committed to reducing 
our impact on the environment 
and to providing comfortable, 
energy efficient homes with low 
running costs. 

We have been working with 
staff and residents to develop a 
new Environmental Sustainability 
Strategy that will be launched  
in early 2013. 

 

Recycle Now 
festive facts 

The Green Deal is the 
Government’s plan to 
help make energy-saving 
home improvements, such 
as insulation and double 
glazing, with no upfront 
cost. Customers pay for the 
costs of the improvements, 
with interest, through their 
energy bills.

You might be contacted directly 
from energy suppliers or other 
companies about undertaking a 
Green Deal on your home.

Southern Housing Group  
must give written permission 
before any alterations, 
additions or adaptations, 
including any work as part  
of a Green Deal, can be  
made to properties it owns  
or manages.

For more information or if you 
have any questions about the 
Green Deal please contact 
the Service Centre or email 
sustainability@shgroup.org.uk
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In response 
to resident 
feedback, we 
have improved 
our pest control 
service in homes 
and on estates.
We will now attend to 
problems caused by mice, rats, 
cockroaches, pharaoh ants 
and wasps. 

On estates where recurring 
problems arise we will 
continue to operate long term 
pest management plans and 
where appropriate establish a 
service charge for pest control 
in consultation with residents. 

You can help to guard against 
pests by keeping bins covered 
and disposing of rubbish 
correctly.

If you have a problem 
with pests in or around 
your home please contact 
your repairs contractor by 
calling the Service Centre 
and selecting option 1. 
We also have a new quick 
guide to pest control 
available on our website or 
from the Service Centre.

you said, we did

Getting pests  
under control    

Open window, 
reduce 
condensation 
Homes today are often well 
insulated, which is great 
because it keeps the warmth 
in. But it can also lead to moist 
air becoming trapped indoors 
leading to condensation and 
possibly mould.

George Cass, Responsive 
Repairs Manager at mhs 
commercial, one of our 
contractors, shares some 
tips for avoiding damp and 
condensation in your home.

Every home at some point will 
get condensation. By letting air 
into your home and following 
these simple steps you can 
reduce the amount of moisture 
you have in your home.

•  Drying your clothes 
indoors on a radiator can 
cause a great amount of 
condensation. Only dry 
clothes inside as a last resort 
and if you do, then make  
sure you open a window  
so that you can ventilate  
the property.

•  Keep kitchen and bathroom 
doors shut, particularly when 
cooking, washing or bathing, 
this reduces the amount 
of water vapour spreading 
through the house. 

•  If you have an extractor fan, 
use it when the windows 
get steamed up and 
when cooking, bathing or 
showering. 

•  Be careful not to allow kettles 
and pans to boil for any 
longer then necessary and 
always use a lid on pans.

•  Keep a small window open 
when the room is in use to 
help air to circulate.

If you would like any 
further advice on dealing 
with condensation 
or mould contact the 
Service Centre, option 1.
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Money matters

Housing Benefit  
is changing. Will 
this affect you?  

The Government is 
making changes to 
Housing Benefit in 
April 2013. This will 
mean a reduction 
in the amount of 
Housing Benefit 
some residents  
will receive. 

We offer a number of options 
to help you make payments 
for rent and other services, 
allowing you to choose the 
most convenient way. We have 
recently introduced payment 
via the allpay app, a free and 
secure download for your 
smartphone which enables 
you to pay your rent wherever 
there is a mobile signal. You 
can scan the QR codes below 
to download the app.

For more information on 
ways to pay, contact the 
Service Centre, option 2.

To help us support residents 
who might be affected by 
changes to their benefits 
we will share relevant 
information with third 
parties, such as councils or 
organisations acting on their 
behalf.  We will share and 

store information securely 
and in line with the Data 
Protection Act (1998) and the 
Welfare Reform Act (2012).

For more information contact 
the Service Centre.

Ways to pay

Sharing resident information

What is changing from  
April 2013?

• Regardless of how much 
Housing Benefit you receive 
now, if you are of working 
age and have more bedrooms 
than the Government says you 
need, you will lose part of your 
Housing Benefit. You will have 
to make up the shortfall in your 
rent yourself.

• The Government has also put 
a cap on the total amount any 
one household can receive in 
benefits, including Housing 
Benefit. The Government has 
written to all those it believes 
will be affected.

It is important that you act now. 
To find out how you could be 
affected and for further help 
and advice contact our Service 
Centre on 0300 303 1069. 

We have also produced a guide 
to these changes, which is 
available on our website.

If you are one of our tenants, 
aged 16 or over and are 
interested in employment 
and training advice, Southern 
Works could help. This free 
service offers practical support 
such as help with CVs, 
interview skills and training 
opportunities. 

To find out how Southern Works 
can help you contact  
southern.works@shgroup.org.uk 
or call 0300 303 1069.  

Free 
employment 
and training 
advice   

Mobile App  
for Android

Mobile App  
for Apple
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Did you know 
you could 
apply for grant 
funding of up  
to £2,000?

We offer grants to support a wide 
range of community activities, 
training opportunities and  
sporting activities.

You need: What grant is available?

Do you want to arrange a community  
event or outing?

Small grants for 
residents

Up to £2,000 individuals or 
groups may apply

Will your idea or project benefit your  
local community?

Do you need support while you study  
or train?

Sir Ashley Bramall 
Memorial Fund

Up to £500 for individual 
residents aged 18 or over
  

Do you need help to cover the cost of 
books, travel or childcare while you study?

Are you looking to get involved in sport? Sports Fund Up to £500 for individual 
residents

Do you need help with equipment costs 
or travel?

Do you need support getting into 
employment?

Working Opportunities 
Fund

Up to £500 for individual 
residents

Do you need help covering the cost 
of travel, work tools or clothing for 
interviews?

Do you have an idea for a project that will 
benefit young people?

We decide, youth fund Up to £2,500 for 
individuals or groups

Are you a young person with a project idea 
that needs funding?

For further information on any of the grants available, to request an application form or for support with 
your application please contact the Grants Officer on 020 7324 1292 or email grants@shgroup.org.uk

The small print
- Grants are available to tenants.
- We cannot award 100% of the costs for your event or project. 
- You may be able to apply for more than one grant in a year.
- Applications are considered on an individual basis.
- Further terms and conditions may apply.
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Earlier this year 
the Government 
announced a big 
increase in the 
discount that 
tenants could be 
entitled to when 
buying their home 
under the Right  
to Buy scheme. 

Right to buy

We are writing to tenants who 
may be eligible for Right to Buy 
with information about buying 
their home under this scheme.

You could be eligible to buy your 
home if:

•  it is your only or main home 
•  it is self-contained 
•  you were a secure tenant from 

a local authority when we 
became your landlord 

•  you have Right to Buy in your 
tenancy agreement with us. 

Other criteria may apply.

Not all eligible tenants will receive 
the maximum £75,000 discount. 
Individual discounts will depend 
on individual circumstances 
in terms of both the length 
of tenancy and whether the 
property is a flat or a house. 

If you are thinking about buying 
your home you should consider all 
of the costs involved. To purchase 
you will need:

•  a mortgage deposit, normally 
at least 5% of the purchase 
price (any discount will not 
count as a deposit)

•  your solicitor’s fees

•  a way of paying for the 
property, normally this is 
through a mortgage.

You should also consider the 
ongoing cost of home ownership.  
Once you have bought your 
home you will be responsible for 
the cost of maintaining: 

•  the inside of your home

•  the outside structure of your 
home, either directly if you live 
in a house or through a service 
charge if you live in a flat

•  any communal space around 
your home as a service charge. 

Along with the Right to Buy there 
are two other schemes available 
to tenants: the Right to Acquire 
or Social Home Buy.

You can check your eligibility 
and get more information 
by calling our Service Centre, 
option 3.
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Want to get on the property ladder, 
but feel priced out of the market? 

Rent AND 
mortgage? Is that 
more expensive?
Shared ownership is a 
low cost home ownership 
scheme and generally 
works out less per month 
than renting privately. It 
is also less than buying 
the full 100% of your 
home straight away – plus 
you need a much smaller 
deposit to get you started 
with shared ownership. 

Generally it is 
recommended to have at 
least £8,000 in savings to 
cover your deposit and 
purchasing costs. 

How do I apply?
To find out if you qualify 
for shared ownership you 
must first register your 
details with your local 
HomeBuy agent. The 
HomeBuy agent keeps the 
central register of anyone 
looking for affordable 
home ownership within 
a certain region. To find 
your local HomeBuy 
agent please visit www.
homebuy.co.uk

To find out more about shared ownership and homes available through us, visit 
www.shgroup.org.uk

What is shared 
ownership?
Shared ownership gives 
you all the advantages of 
home ownership on the 
terms you can afford. You 
initially buy a share of a 
brand new home, which 
can range from 25% to 
75%, and pay rent on the 
remaining share. 

The great thing about 
shared ownership is that 
you can buy more shares 
of the property when you 
can afford to, increasing 
the portion you own, and 
the more you own, the less 
rent you will have to pay.

Shared ownership 
could be the answer
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Fire safety in the home  
– a quick guide 

Following these 
simple inexpensive 
tips can prevent  
fires in your home 
and help you and 
others to get out 
quickly and safely  
if a fire does  
break out. 

•  Fit a smoke alarm on each level of 
your home and test it regularly.

•  Take care when cooking. More 
than half of accidental fires in the 
home start because of something 
to do with cooking.

•  Plan an escape route and make a 
bedtime check.

•  Do not overload plug sockets.

•  Cigarettes – put them out, right 
out. More people die in fires 
caused by smoking products than 
in fires caused by anything else.

•  Use candles and decorative lights 
carefully.

•  Keep common areas clear from 
rubbish and other items that  
burn easily.

•  Keep corridors, stairwells and 
communal hallways free of 
items such as buggies, bikes and 
mobility scooters that could block 
escape routes. 

•  Some fire and rescue services 
offer a free fire safety home visit  
if you live in their area. You can 
find your local fire service at  
www.gov.uk/fire-rescue-services 

Don’t forget, if there is a fire in your home call 999  
– don’t try to tackle the fire yourself.

Home insurance Remember, insuring the 
content of your home 
is important and your 
responsibility. Southern 
Housing Group does not 
insure your furniture, 
belongings or decorations 
against fire, theft, 
vandalism, burst pipes and 
other household risks. 

The National Housing 
Federation offers an easy 
affordable insurance scheme for 
housing association residents. 
Contact the Service Centre for a 
guide to this scheme. 



If you are a tenant and have a 
gas boiler or fire in your home 
the law requires us to carry out 
an annual inspection to check it 
is working safely and properly. 

The tests will also check that 
they are working efficiently, 
making sure that you are not 
wasting fuel and paying more 
than you should for gas.  
These simple checks, carried out 

by qualified and registered 
engineer, usually take about 
30 minutes and we will always 
make appointments to suit you.

We will write to you when 
your check is due, asking you 
to contact us if you would like 
a different appointment time. 
Missed appointments cost 
money. Please help us to reduce 
unwanted charges by allowing 
access to your home for this 
important check.

Leaseholders are responsible for 
arranging their own inspections. 
Our gas heating contractor, 
Robert Heath Heating, is able 
to provide this service at a 
competitive price. 

Contact the Service  
Centre, option 1, for  
more information.

Gas safety

We want to ensure that our 
homes are lived in by those 
who need them and those they 
are intended for. We work hard 
to combat housing fraud. Our 
specialist team works with 
councils and other agencies to 
take action against residents 
found to be subletting their 
properties. This releases the 

homes involved to those on 
housing waiting lists.

If you think that a property 
near you is being illegally 
sublet you can contact us 
in the strictest confidence 
via the Service Centre or by 
using the form below

I think this because:

Names of people living there:

Can we contact you?   Yes        No

It’s fine if you wish to remain anonymous, but it 
would be helpful to have your name, address, 
phone number and email address if possible:

Send form to: Freepost RSLU-KZAK-EGUG,
Unauthorised Occupancy Specialist,  
Southern Housing Group Ltd,  
Fleet House,  
59-61 Clerkenwell Road,
London EC1M 5LA.

✄

Tackling  
housing fraud
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I think this property is sublet:
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For help with 
translations,  
or if a large type, 
Braille or taped 
summary would 
be useful,  
contact the 
Service Centre.

Essex

Kent

East Sussex
West Sussex

Surrey

Hampshire

Isle of
Wight

Dorset

Wiltshire

Gloucestershire

Oxfordshire Bucks

Contact us

London
0300 303 1061

Thames Gateway
0300 303 1062

Kent
0300 303 1773

South West
0300 303 1063

Isle of Wight
0300 303 1772

West
0300 303 1064

Other ways to contact us
Email: service.centre@shgroup.org.uk
Write to: Service Centre, Southern 
Housing Group, PO Box 643, Horsham 
RH12 1XJ

Robert Heath Heating – our gas heating contractor now delivers a 24-hour service.  
You can contact them at any time via the Service Centre, option 1.

24/7 help for heating and 
hot water breakdowns you said, we did

Service Centre - Christmas and New Year opening times
Mon Tue Wed Thu Fri Sat Sun

24th
Close  
4pm

31st
10am

to 4pm

25th
Closed

1st
Closed

26th
Closed

27th
10am

to 4pm

28th
10am

to 4pm

29th
Closed

30th
Closed

2nd Wednesday 2 January onwards   
Normal working hours 8am to 8pm

Our out of hours service will cover emergency repairs when the   
Service Centre is closed. Call your usual Service Centre number during 
 this time for further information.


