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Being open with residents

The Coalition Government has made
a priority of giving the public greater
access to its accounts and expenditure
in the belief that this will drive
economies and increase public
understanding of local expenditure
decisions.

Although housing associations are
not public bodies, we recognise the
importance of accounting openly for
the public funds we receive and on
page four you can find more 
information about what we are  
publishing on our website.

This information includes performance
indicators, which will help you
understand how we are performing
in our areas of greatest importance,
from either the consumer perspective
or the business angle. It also includes
a range of detail about our financial

“By publishing this information, we hope to improve         your understanding of
the key considerations in the running of Southern Housing Group.”

says Chief Executive Tom Dacey

3
Beyond bricks
and mortar

performance including overheads,
such as the cost of paying our staff.

By publishing this information we hope
to: improve your understanding of
the key considerations in running
Southern Housing Group; identify
areas for improvement and report on
progress; and to provide a wide range
of information about the Group for
residents and stakeholders in one
easily accessible place. Much of what
we are reporting is already in the
public domain through our Annual
Report and Accounts, but this approach
means that you can access the
information without analysing detailed
sets of accounts.

Please take the opportunity to visit the
website at www.shgroup.org.uk and
let us know what you think about
these new pages.

Front cover image: Residents celebrate the opening of new high quality affordable homes at Albany Villas in Hove.
For more information visit www.shgroup.org.uk
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You can write to the editor via the
Service Centre or send an email to
communications@shgroup.org.uk
The deadline for suggestions for the
next issue is Friday 11 May.
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News update

News

The race to the 3,000th
sign up – win an iPad 2
Each month more and more residents are signing up to the new
me&shg section of the website giving them access to their rent
account information, repairs history and account details online. 

To celebrate the increasing number of residents signing up, we are offering
a prize of an iPad 2 to the 3,000th resident to register. 

Don't forget – if you wish to email the Service Centre with any enquiries, or to
report a repair, you need to register with me&shg for your enquiry to be
processed. So don’t delay in signing up, visit www.shgroup.org.uk/ResLogin

Your chance to win an iPad 2.

Tbc

tbc

Our youth panel, made up of young residents, is looking for fresh
applicants for its grant funding. 

If you have a project idea that you think could support our young residents,
the panel may be able to help fund it. 

To find out more or to apply for grant funding contact Syed Uddin on
020 7987 8796 or email lic.projects@live.co.uk

Leaders in Community (LiC) is a youth led, voluntary organisation, which
manages the youth panel on behalf of the Group.

News

Youth panel calls for funding applicants

News

Spring launch for new
resident handbook
A colourful new handbook
designed by residents for residents
will be launched in April. 

Our residents have helped with the
content and design, so it will be
shorter and easier to read. 

From April, all new residents will
receive the new handbook, which
will also be available on our website
www.shgroup.org.uk

News

The Vacant Lot project in Hackney.

Beyond bricks
and mortar
Our annual review of the Group’s
social and economic regeneration
work, which details how we invest
in and support our residents and
communities, will be available on
the website at www.shgroup.org.uk
from April, as well as featuring in
the next issue of Open Door.



News

Thank you to everyone who fed back comments on last year’s
annual report to residents. We will be looking at how we can use
these to help shape this year’s report.

Everyone who sent in feedback was entered into a prize draw to win £25-worth
of vouchers and the lucky winners, chosen at random were: 

Mr B Humphrey, from Brighton, Anne Williams from West Sussex, Christine
Owers from Hampshire and Mr L Perkins from the Isle of Wight.

For more details about how we manage our business, go to our website at www.shgroup.org.uk/AboutUs

We pride ourselves on being a responsible and reliable
organisation. This is central to the way that we manage our
finances, invest our money and manage our services. 
As part of our continued commitment to being open with our residents we have
put new pages on our website where you can find out how we spend our money
and manage our business. For more information please visit the ‘Efficiency and
Transparency’ pages on the website at www.shgroup.org.uk/AboutUs

News

Find out how we invest in our 
people and places
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Annual report feedback winners



Southern Housing Group has
been using starter tenancies at
new build schemes since July
2009, as a way of reducing
anti-social behaviour.

Since then we have reviewed how
well they work in consultation with
residents. As a result we have decided
that from 1 April 2012, we will issue
starter tenancies in most cases where
a resident is new to the Group.

This will help support us to better
tackle issues in the first year of a
new tenancy – such as rent arrears,
unlawful sub-letting of a home and
other serious tenancy breaches in
addition to anti-social behaviour.  

What is a starter tenancy?

A form of assured shorthold tenancy
that may convert to an assured 
tenancy after 12 months. They are
useful in helping new residents
understand their responsibilities
before we offer a more permanent
tenancy. If problems do arise, we
are able to end a starter tenancy if
there has been a serious breach of
the tenancy. 

Do the changes affect current
residents?

If you hold a starter tenancy on or
after 1 April 2012, which has not
already converted to an assured
tenancy, these changes apply to you.

The changes do not apply to
residents who move to a property
which is designated as supported
housing, or to tenants transferring
to Southern Housing Group from
another local authority or housing
association, who have already held a
secure or assured tenancy successfully
for five years or more.

Further details about our new
starter tenancy policy are available
both on our website at
www.shgroup.org.uk or from the
Service Centre.

Award winning homes
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News

Kidbrooke kids quiz Chief Executive
Two young residents from Kidbrooke Village in Greenwich recently met
with Chief Executive, Tom Dacey, to quiz him over his views of the new
development and what motivates him and the team at the Group.

With funding and support from the Group and our partners, Jamie Cartwright
and Joshua Buchanan, both 10, have formed KidzZone, a local community
newsletter and website aimed at children and young people. You can read
about their interview with Tom at www.shgroup.org.uk

News

Group Chief Executive Tom Dacey being interviewed by Jamie Cartwright
(centre) and Joshua Buchanan (right).

Important changes
to our use of
starter tenancies

Highbury Gardens, a new sustainable mixed use development in
Islington, North London, recently won the London Planning Award
for ‘Best New Place to Live’. 

The awards, organised in partnership with the Mayor of London, London First,
RTPI and London Councils, recognise and reward best practice in planning in
London.

The development is a partnership project lead by First Base and the Homes
and Communities Agency, with Southern Housing Group providing the
affordable homes.

The award winning development offers a mix of one, two and three bedroom
homes available for rent, shared ownership and open market sale. For more
information on Highbury Gardens, and other developments with homes for
sale visit www.shgroup.org.uk 

News

Highbury Gardens in Islington.



News
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While we will be doing everything we can to
minimise the impact of the Olympics we ask
that residents, particularly those in our London
and Thames Gateway regions, be aware of the
potential for disruptions to the delivery of services
locally and to allow for the extra time that may
be required to attend maintenance or service
issues during the Olympics.

To find out more about our Olympic planning
and for links to a range of relevant websites,
visit www.shgroup.org.uk/London2012 or if you
have any enquiries about our plans for the
Games, contact service.centre@shgroup.org.uk

   27 July 
Opening of the
2012 Olympic
Games

29 Aug
Opening of the
2012 Paralympics

We are already planning how best to approach
the unique challenges and opportunities the
Games will bring to London and the Group and
have set up Olympic Working Groups to minimise
the inevitable disruption to services. 

Limiting disruption

These groups are working with local authorities,
Transport for London, the London Olympic
Organising Committee, contractors and suppliers
to address the difficulties that may arise due to
congestion and road closures during the Olympic
period of 27 July to 9 September 2012.

Our own young athletes at last year’s London sports day.

Preparing for London 2012

News

We’re currently consulting residents on
the style and content of Open Door. The
resulting ‘new look’ Open Door will be
out in the summer.

New look Open Door coming soon
If you have any views or suggestions for Open
Door you can write to the Editor via the
Service Centre or send an email to
communications@shgroup.org.uk

In the summer of 2012, the greatest show on earth, the
Olympic and Paralympic Games will roll into town shining a
spotlight on many boroughs and regions where we operate.



Resident involvement

Get involved 

We will soon be launching a new
Resident Involvement Menu that
offers a range of ways to get involved
from taking part in a quick telephone
survey to becoming a member of a
local residents’ group. If you have
any spare time, even if it is only an
hour or so every now and then,
there will be a way to get involved
that suits you.

More information on the new menu
will be in the next issue of Open
Door; in the meantime you can find
out how to get involved via our
website or by contacting the 
Service Centre.
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Resident involvement

and support package is offered to
all panel members.

We are currently looking for
new members in the West,
Thames Gateway and Isle of
Wight regions.

If you live in these areas and you are
interested in the work of the Panel
and would like more information,
please contact the Resident
Initiatives team on 0300 303 1773
(option 3) or email the team at 
resident.initiatives@shgroup.org.uk 

(To find out which region you live in,
see the map on the back page.)

Photo – Members of the Thames
Gateway Region Resident Service
Panel at a meeting held last year.

(Some panel
members have
changed since
this photo was
taken.)

Resident Service Panels (RSP)

The RSPs are an integral part of our 
governance structure as they report
directly into the Group’s Customer
Services Committee. Each RSP
Chairman sits on this Committee
which comprises Board Members,
independent Members and the
resident RSP Chairmen. 

Members of the RSPs work closely
with senior regional staff, scrutinising
the full range of services we provide.
It is a great opportunity to learn how
housing associations work and to
help improve the way in which we
deliver services to residents.

Meetings are held four times a year
in the regional

office and
a training

Can you help us to improve our services? Do you want to make your
community a better place to live? If so, we want to hear from you.



We are always looking at ways to improve our service to
residents and recently reviewed our caretaker service.

What did the review show?

Feedback from residents showed very high satisfaction levels with repairs carried
out by caretakers and that having a local presence was of real value. However
at times there was a lack of clarity over the role of caretakers and how their
work is managed.

What will change as a result of the review?

We will be creating ‘local teams’ of caretakers to make better use of their time
and skills and to improve on site supervision as each team will have a team
leader. In terms of benefits these will vary from area to area depending on the
level of service currently provided. Overall the improved efficiency should lead
to savings (which we can reinvest in other services) and improve the quality of
the service to residents.

When will these changes happen?

The teams will be formed from April onwards with those residents affected
being kept informed as local arrangements are put in place.

How can residents get involved?

As part of our work on developing local offers, residents will have an opportunity
to influence how services might be tailored to better suit their estate. 

For more information on local offers please visit www.shgroup.org.uk or contact
the Service Centre.
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Our priorities at work

Caretaker service review
Caretakers at our oldest estate: Liverpool Road in Islington.

“We will be creating local
teams of caretakers to
make better use of
their time and skills.”
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Information

Changes to your service charges
We have recently reviewed the
way we manage our service
charges for residents and as a
result have made a number of
changes which we believe will
improve our service to you. 

What will change?

Your service charge breakdown will
be in a new, clearer format, which
will provide you with more detail on
what you are paying for.

The financial year, over which tenants
are charged, is moving from the 
current October-September period
to April-March. 

These changes will not affect:

what you pay (this will still be
based on the services you receive)

how you pay

when your charges are reviewed
and, if appropriate, adjusted, or

leaseholders (your service charges
are already structured in this way).

How long will the changes take?

These changes will gradually take
place over a three-year period,
beginning in 2012. 

This will ensure a smooth transition.

For more information about your
service charge please visit our website
www.shgroup.org.uk or contact the
Service Centre.

Do you have a son, daughter or
someone else over the age of
18 living with you?

If the answer is yes, this could affect
the amount of housing benefit you
receive. 

Your council will make a deduction
from your housing benefit for each 
non-dependant living with you,
depending on their circumstances. 

Non-dependant adults in your
household could include:

adult sons or daughters – unless
they are 18 or 19 and you are
still getting child benefit for
them because they are at college
doing A levels or similar 
qualifications, or they are on an
approved training course 

elderly parents 

nephews/
nieces 

grandchil-
dren

friends.

Non-dependant
deductions are not
new, but the amount
taken from your housing benefit
will increase in April 2012 and will
go up again in April 2013.

For more information

Contact your housing benefit office. 

Phone the Service Centre. Our staff
are here to help you.

Visit your council website and search
for ‘non-dependant deduction’ or
‘housing benefit’. 

Visit www.direct.gov.uk for more
general information.

Money matters

We have been working with
Consumer Credit Council Service
(CCCS) to provide free debt
advice to residents.

The service includes debt advice and
welfare benefit checks, support for
the self employed, leaseholders and
shared owners, as well as providing
bankruptcy support.

If you would like to get free, expert,
confidential advice, call the CCCS
helpline on freephone 0800 652 7069
(open Monday to Friday, 8am to 8pm)
or visit Debt Remedy, the charity’s
anonymous online debt counselling
tool, at www.cccs.co.uk

Advice

Free confidential advice for residents

Information

Do you receive
housing benefit?

Advice & information



Advice & information
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Shared ownership (part-buy,
part-rent) is a Government-funded
home ownership scheme aimed
at first time buyers. 

The scheme is simple: you buy an
affordable share of between 25% and
75% of the property’s full value and
pay a subsidised rent on the remainder,
with an option to purchase further
shares at a later date.

You must be registered with the local
Homebuy agent, have a household
income of less than £60,000 and
access to savings to cover initial costs.

Rent AND mortgage? Isn’t that
more expensive? Shared ownership
is a low cost home ownership scheme
and generally works out less per
month than renting privately. It is
definitely less expensive than buying
the full 100% of your home straight
away – plus you need a much smaller
deposit to get you started.

Is it the same as owning a home
outright? You are still a homeowner,
and have the rights and responsibilities
that go with that. Shared ownership is
simply an affordable way of getting a
foot on the property ladder.

Buying your first home could be
more affordable than you think

Homes for shared ownership at Bersted Park in North Bersted.

Do you still need to earn a lot? It
depends on the area. An average salary
should be enough. We advertise a
minimum household income on our
property listings so you can work out
whether you can afford the outgoings.

For more help and advice, contact
our sales team on 08456 12 1271 or
email sales@shgroup.org.uk 
For details about your local Homebuy
agent visit www.homebuy.co.uk

Currently for sale

A mixture of houses and apartments
at Kidbrooke Village in south east
London, which offers green open
spaces and great transport links.
Apartments priced from £187,500
(25% share from £46,875). Minimum
income required: £22,500. Houses
from £386,000 (25% share from
£96,500). Minimum income: £44,000.

Bersted Park is an exciting new
development in North Bersted, with a
mix of houses and apartments. Prices
for apartments from £125,000 (45%
share from £56,520). Minimum
income required: £18,650. Houses
from £197,750, (40% share from
£79,100). Minimum income: £26,010.Homes for sale at Kidbrooke Village.

For more homes for sale,
visit our website at
www.shgroup.org.uk



Competition

Service standards set Jul-Sept Oct-Dec

2 We will inspect where you live as often as we agree  
with you (monthly, or every three or six months) 849 764

3 We will get rid of offensive graffiti within one working None
day of being told about it 100% reported

4 If you report an incident of anti-social behaviour that we
think is high risk, we will contact you within 24 hours 13%* 80%

Managing where you live 1 October to 31 December 2011  

Service standards set Jul-Sept Oct-Dec

5 We will make sure your payment is on your rent or 
service charge account within two working days (if you 
send a cheque we must receive it first) 100% 100%

6 We will keep the amount of overdue rent as low as 
possible (total on last days of September and December) 4% 4.7%

Paying rent & service charges 1 October to 31 December 2011   

Service standard set Jul-Sept Oct-Dec

7 We will keep as low as possible the average number of 
days it takes us to tidy up and relet empty homes (totals 20 19
on last days of September and December) days days

Letting homes 1 October to 31 December 2011 

Service standards set Jul-Sept Oct-Dec

8 We will visit you to carry out quality checks (at least 10% 
of all repairs each month) 8.2% 9%

9 We will try to get repairs completed in one visit 90% 87%

10 We will get a valid gas safety certificate for all our homes 
every year (totals on last days of September and 
December)   99.6% 99.8%

Service standard set Jul-Sept Oct-Dec

1 We will answer 80% of phone calls to the Service Centre 77% 76%
within 20 seconds

Customer care 1 October to 31 December 2011

Our performance
This page tells you about our performance in recent months. These key
service standards were chosen by residents.
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Repairs and maintenance 1 October to 31 December 2011

Win!
£20 

in 
vouchers

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

1 How long does a starter tenancy
usually last for? 

2 From when will the new
caretaker teams be formed?

3 Which charity is now offering
free, confidential debt advice to
Group residents?

Email the Communications team at
communications@shgroup.org.uk
or send your answers on the back of
an envelope or postcard with your
name and address and post to:
Open Door Competition, Southern
Housing Group, Fleet House, 59-61
Clerkenwell Road, London EC1M 5LA.
The closing date is Friday 8 June.

Winners from last issue have been
notified.

Our performance

*A new data management system meant that the number of cases being
responded to was not accurately recorded. This issue has now been resolved.



About us

Southern Housing Group Limited is a charitable housing association. SHG0004-CS-0312

Contact us

Contacting the Service Centre – know your number 

Essex

Kent

East Sussex
West Sussex

Surrey

Hampshire

Isle of
Wight

Dorset

Wiltshire

Gloucestershire

Oxfordshire Bucks

0300 303 1061

London:
Breyer Group

0300 303 1062

Thames Gateway:
Axis Europe

0300 303 1773

Kent:
MHS

0300 303 1063

South West:
Axis Europe

0300 303 1772

Isle of Wight:
Mountjoy

0300 303 1064

West:
DW Contractors

The new Service Centre numbers
mean you are able to report a
repair directly to your contractor
and you can be offered a suitable
appointment straight away. 

The map here shows which number
you should call depending on where
you live. 

When you call you will be offered
three options:

Press 1 to report a repair

Press 2 if you have an enquiry
about your rent, ground rent or
service charge

Press 3 for all other enquiries

Our 0300 numbers are charged at
the same rate as standard landline
numbers, whether you make a call
from your landline or mobile.

Other ways to contact us

Service Centre opening hours
8am-8pm, Monday to Friday

Email service.centre@shgroup.org.uk

Write to Service Centre,
Southern Housing Group, 
PO Box 643, Horsham RH12 1XJ

Out-of-hours emergencies
If you rent a home on the UK 
mainland, phone Homeserve on: 

08457 573 764 (all regions
except West), or

08456 013 225 (West region)

If you own a home on the UK
mainland, phone Homeserve on:

08456 000 453

✆

Bank holiday opening times

Please note the Service Centre will be
closed on the following dates:

Friday 6 and Monday 9 April
(Easter)

Monday 7 May (May Bank Holiday)

Monday 4 and Tuesday 5 June
(Queen’s Diamond Jubilee)

Our repair contractors will also be
closed over the above dates. Please call
your normal Service Centre number to
report a repair outside of these times.
Your call will be put through to an
out-of-hours service.

Don’t forget
For the Service Centre to process
your email enquiry, you first need to
have registered with me&shg. Visit
www.shgroup.org.uk/ResLogin for
more info.


