Southern Housing Group Resident Involvement

You Said, We Did
You Said: “Customer
Involvement Team, who
are they?”
We are the team that enable
residents to have a say in the
services they receive from
Southern Housing Group.
We support the communication
between residents and the
Group by providing different
involvement opportunities,
including local projects.
We often have several projects
running at the same time and
this can lead to many of them
being available at once. We
want to ensure residents are
aware of all available projects
and have the chance to take
part in as many or as few as
they like.
Invitations to take part in the
consultations will depend on
the services residents have told
us they are interested in. The
more areas of interest they
have, the more options to get
involved will be available.

There may also be times
when we need to give short
notice of an involvement
opportunity if there is an
urgent or unplanned event
that will impact our customers.

You Said: “We want to
be involved in making
decisions.”

Customer
Involvement Team
celebrate one-year
anniversary
By Paulina Cumbicus

It is important to us to
promote involvement
opportunities at the start of
the project, however, there
may be occasions when we
need to postpone or amend
the involvement.
This will ensure that feedback
and consultation can take
place at the right time for
the greatest impact.
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Just over one year ago Kerry
Clare, Johanna Winch, Steven
Martin and myself embarked
on a journey as the Customer
Involvement Team.
We have been working
with colleagues across
the Group to ensure that
residents are able to provide
feedback on different service

improvements, strategy reviews
and projects.
More recently we have been
working with members of the
Scrutiny and Steering Groups
to review the remobilisation of
services and gain feedback on
various policies.
During the pandemic we have
been working from home
and continued to reach out
to residents and promote
opportunities to get involved.
It has been a great year for me
with the team! I have learnt so
much and feel great in my role.
We have a good combination
of different minds which makes
working together such a joy.
It is a privilege to be part of
the group. I would like to take
this opportunity to once again
thank all our colleagues and
residents that supported and
were involved with us on those
very busy first few months.

Southern Housing Group Resident Involvement

We look forward to
welcoming Crown Simmons
residents and getting them
involved with our projects.

Emma Solomons, Customer
Service Director for Crown
Simmons, said:
“Now, as we are part of
Southern Housing Group,
residents have access to a
variety of different services
and opportunities including
the chance to get their
voices heard.
“You can join a Zoom meeting
or review and improve the
way we deliver services to
our customers.
“You can also help to amend
or form new policies and
processes, get involved in
online surveys, have a chat
with the involvement team
over the telephone or become
an Estate Inspector.”

You decide how much time
you can commit. Either fill in
the Resident Involvement form
here https://www.shgroup.
org.uk/your-home/residentinvolvement/get-involved/
or please see the
information on the back page
of the newsletter.

You Said: “We would like
changes made to the
Resident Involvement
newsletter.”
The newsletter will now
feature three sections:
You Said, We Did; Project
updates and Involvement
opportunities. Thank you
to our Resident Reviewers
for their suggestions.
Resident Reviewers will help us
create the right balance based
on the articles available for
each issue.

Pictures – would you be
happy to have your picture
taken or take a picture of
yourself from home? We can
send guidance to you written
by Southern Housing Group’s
professional photographer.

Our year together with residents
Spring 2019 to Spring 2020
We met with over

We were supported by

residents during Spring and Summer 2019.

40

volunteers (including residents and colleagues).

Over

Over

400
250

residents regularly provide feedback
on Customer Involvement projects.

20

service improvement or policy projects have
either been completed or are in progress.
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Project updates

Anti-Social Behaviour
Review and Working
Group – The Next Steps

The next step will be to involve
residents that have contacted
the Group to report ASB.

by Paulina Cumbicus

We have formed a resident
working group made up
of six Resident Steering
Group members who will
provide feedback on quality
assurance and will review
satisfaction survey questions
and performance data.

Teams within Southern Housing
Group have come together
to explore improvements
to the Anti-Social Behaviour
(ASB) service.
Graham Littlewood, Area
Service Manager, was keen
for residents to be involved in
reviewing changes to Southern
Housing Group processes.
Residents were asked to
undertake a review of our
website and provide feedback
on how easy it is to report
ASB to us. The findings will
be shared with the Service
Improvement Working
Group to implement your
suggested changes.
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Community
Investment Strategy
by Matt Smith and
John Gleeson (Head of
Community Investment)
Earlier this year we launched
Southern 360, giving
Community Investment and
Care activities a makeover.
Throughout May, we worked
with the Customer Involvement

Team to prepare and undertake
a consultation enabling
residents to give feedback on
our new three-year strategy.
We asked residents to rank
the importance of different
aims under these themes and
suggest any that we may have
not considered.
Residents provided their
feedback by completing an
online survey, a word document
and by having an informal chat
over the telephone.
We received 46 responses
and ensured residents
who had recently been
supported by our Employment
Support Officers and Financial
Support Officers were able
to provide their feedback
in addition to residents
interested in Strategy and
Service Improvement.
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Residents who took part in
the consultation came from
General Needs, Leaseholder and
Shared Ownership properties
across all regions.
To discover the feedback that
we received follow the link.
https://www.shgroup.org.
uk/your-home/residentinvolvement/currentresident-opportunities/
We also used the survey
to conduct an internal
consultation with staff across
the Group to gather their views.
As a result, we were able to
make some amendments to
the draft strategy, prior to it
being reviewed by the board in
September. We would like to
thank everyone who took part.
If you would like to find out
more about the services our
Community Investment Team
offer; contact our Hotline
on 0300 020 0549 or email
community.investment@
shgroup.org.uk

New Online
Repairs Service
The IT Project Team worked
with the developers to ensure
that the system was ready for
the final rounds of testing. We
will update you further in our
autumn newsletter.

feedback gathered as a part
of our exploration of the role
of the Estate Inspector and
communication for Estate
Inspections. Once the working
party’s recommendations
have been reviewed, we will
update all residents interested
in Estate Inspections or the
role of an Estate Inspector.

Transfer Policy
The new transfer policy
was approved by the board
in May 2020. We aim for the
policy to go ‘live’ by the end
of the year. This had been
delayed due to our response
to Covid-19.
Since the last newsletter,
the following projects
have been completed
by residents:

Homes and Lettings –
Move in Consultation
Six members were involved
in reviewing the questions
we ask residents after they have
moved into their new home.
The reviewers said the
questions were easy to
understand, but they could
be shorter, more specific
and detail what the feedback
was going to be used for.

Customer
Involvement branding
By Johanna Winch
We need to have a clear,
identifiable branding to
use consistently when we
communicate with residents.
This will help ensure our
communications to residents
are recognisable, can be
trusted and are easy on
the eye.
Our Communications Team
have been working on our
branding and we shared
their suggestions with our
Resident Reviewers for
consideration. This included
a choice of images and fonts.
The feedback received
from the 11 Resident
Reviewers is now influencing
the communications you
receive from the Customer
Involvement Team.
We understand that the
most important aspect of
involvement is to see positive
results from the suggestions
you have made, and we are
delighted that our Resident
Reviewers have played such
a large part in the layout and
content of our newsletter.

Estate Inspectors
This month, residents and
colleagues from Estate Care,
Repairs and Sheltered Housing
came together to review
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Rent Consultation
Led by Sarah Young, Group
Policy and Insight Manager,
the project asked residents
if Southern Housing Group
had created the right balance
between affordable rent,
services and value for money.
The research was conducted as
a part of the project looking at
how we set our social rents.
Prior to Covid-19 lockdown
restrictions, we held three
local focus groups. Following
the lockdown, the consultation
was completed by one-toone telephone calls across
SHG regions.
Twenty-five residents from
sheltered schemes, general
needs and shared ownership
properties participated in
the consultation.
The majority of residents were
happy with where they live and
with Southern Housing Group
as a landlord (in comparison to
a private landlord). Residents
also felt that the priorities set
out in the Corporate Plan were
right and agreed that safety
should be the top priority even
if that meant higher costs.
You can find out what the
resident recommendations
were here www.shgroup.
org.uk/your-home/residentinvolvement/currentresident-opportunities/.
All residents recommendations
will be passed to our Executive
Management Team and
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Finance Committee to help
them to consider how we
should set our social rents in
the future.
All recommendations made by
residents will be shared with
different teams across Southern
Housing Group as part of
ongoing service review.

Community
Investment grants
by Johanna Winch
We would like to thank our
residents interested in the
Digital User Group and Test
a System involvement options
for their help in testing the
online grant application form
for Southern 360.
Residents can apply for
a grant to access courses,
to part-fund a trip with
other residents, gain
funds towards gardening
or arrange a project for
their local community.
Many suggestions were taken
on board and incorporated.
The 14 residents who took
part in the review process have
received full feedback on all
their suggestions. They also
received an explanation as to
why some of their ideas were
unable to be implemented.
If you would like to find out
more information about grants,
click here: www.southern360.
org.uk/investing-incommunities/apply-for-agrant

Digital Use survey
During this difficult time more
and more people are using
the internet for online shopping
or to speak to their family
and friends.
We want to understand how
residents are communicating
with each other and what
communication tools they
are using. We also want
to understand why some
residents do not or cannot
use the internet.
To do this, we have asked
residents to complete a digital
survey by email, letter, text
or over the phone. It was
important for us to capture
what resident’s current internet
capabilities are.
We hope your responses
will help us shape our vision
on how we can involve
residents that are online
and how we can support
those that are not.
An update will be provided
in our autumn newsletter.
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Involvement
opportunities
Residents’ voice
Each newsletter edition this
year will feature a different
set of groups we would like
residents to be a part of.
Are you interested in being part
of the following groups?
What would you like groups
to be called? Ethnic Minority
(BAME) Group, Younger
Persons’ Group, Older Persons’
Group, Prism (LGBTQ+), Mental
Wellbeing Group, Physical
Disabilities Group.
We will work with members
of the group to create a set
of principles on how they will
work with Southern Housing
Group to ensure they are
consulted on specific areas.
Residents will be invited to
give their views to ensure the
values and ideals of each group
are listened to during customer
involvement projects.
If you have already informed
us of your interest in these
groups, we will contact you
once this project is ready
to start.

Procurement
and Contract
Reviewers
A group of residents interested
in procurement or reviewing

contracts will be participating
in online training courses in
September and October
this year.
Once they have undertaken
the training they will be
invited to take part in projects,
including the Tree Strategy,
to help project teams within
Southern Housing Group
review tenders (bids).

Tree Strategy
Would you like to review
the current process for
reporting problems with
trees on communal land
owned by Southern
Housing Group?
Residents’ feedback will
help the Project Team create
questions for contractors to
answer as part of the tender
process. Text Steve on
0779 627 4648 or email:
resident.involvement2@
shgroup.org.uk
The survey will close at 5pm on
Friday, September 4 2020.

Alterations and
Improvements
Have you asked to make an
alteration or improvement
to your home? In September,
we will be working with
residents to improve the

information made available
during the application process.
We will be interested to know:
what was your experience
when applying? What worked
for you and what did you
find difficult? How would you
improve the process?

Zoom Meet and Greet
on International
Tenants’ Day
We are looking forward to
when we can meet face-to-face
again. Until then we want to
promote online meetings, so
we can keep in touch.
We would like to invite
residents to join the Customer
Involvement Team on Monday,
October 5 2020 between 11am
and 7pm for a Zoom Open Day.
You can meet our team, ask
us questions about resident
involvement and test out the
Zoom functions outside of the
meeting environment.
To join on the day, contact
Resident.Involvement2@
shgroup.org.uk or text
0779 627 4648.
If you would like to find
out more about any of these
opportunities, please see
our contact details on the
back page.
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Contact us
Johanna:

Paulina:

Steve:

Isle of Wight, Hampshire,
Berkshire

London,
Greater London

Essex, Kent, Sussex
and Surrey

Email: Johanna.Winch@
shgroup.org.uk

Email: Paulina.Cumbicus@
shgroup.org.uk

Email: Steven.Martin@
shgroup.org.uk

Mobile: 0759 302 1140

Mobile: 0751 798 8065

Mobile: 0779 627 4648

Email:

Resident.involvement2@shgroup.org.uk

Web page:

www.shgroup.org.uk/your-home/residentinvolvement/current-resident-opportunities/

Facebook:

www.facebook.com/southernhousing

Instagram:

@shgroupuk

Twitter:

@SHGroupUK

