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Last but not least, I can’t let this issue of Open 
Door go to print without referring to the Black 
Lives Matter campaign which has rightfully gained 
much attention in recent weeks.

I want you to know that we fully support diversity 
at all levels of the organisation.

This company does not tolerate racial harassment, 
victimisation or discrimination of any kind and 
we will work hard to prevent prejudice as well as 
tackling it head on when and where it occurs.

With all best wishes and keep safe, 

Alan Townshend 
Chief Executive, Southern Housing Group

They’ve worked off kitchen tables and in back 
bedrooms to maintain the Customer Service 
Centre’s core hours of opening from 10am to 
4pm - and I’m happy to announce they’ve just 
extended their hours to 9am - 5pm.

Now that several advisors are working from their 
office desks, your enquires will be answered with 
even greater efficiency.

I also want to take this opportunity to thank so 
many of our customers who have contacted 
me to say thank you for the support they have 
received during the lockdown period.

It has been a pleasure to hear so many heart-
warming stories from our more vulnerable 
customers who have received help from staff 
at the Group with their shopping, prescription 
collections and to keep in contact with them so 
that they feel supported.

From the  
Chief Executive

Hello again,

It’s been six months since lockdown was 
first announced.

I hope that you and your families have managed 
to keep both mentally and physically as well as 
possible in these difficult times.

If you’ve been directly affected by the COVID-19, 
let us know. As a responsible landlord, Southern 
Housing Group will support you in whatever ways 
we can.

In this issue we’ve got a really imporant feature 
on window safety.

With the hot weather we’ve all had windows 
open, but you need to make sure your windows 
lock and close correctly.

If you find that yours don’t, please contact us 
immediately. You’ll find all the details you need 
on page 18.

I’d also like you to meet two new members  
of the Group’s Executive Management Team - 

Yvette Carter, Executive Director Commercial and 
Amanda Holgate, Executive Director Resources.

Yvette and Amanda both joined us about a year 
ago and I am sure you will be interested to hear 
their success stories.

More content includes the work of our newly 
appointed Resident Involvement Panel.

Despite COVID-19, it has been business as  
usual for the Resident Involvement Team and 
the Scrutiny and Steering Group members.

All groups have been working hard to provide 
resident insight with regards to remobilisation 
of services and feedback on various policies.

I hope you will also be pleased to know that a 
percentage of our Customer Service Centre and 
Customer Accounts Team members returned to 
work at Spire Court in Horsham.

During lockdown the team did a great job at 
keeping calm and carrying on answering calls 
from their own homes.
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You should consider whether you want to use your own protective equipment, 
like face coverings and gloves as we will not be able to provide these.

Our staff member will be wearing a face covering during the visit. They may 
also wear additional items such as shoe covers and gloves if the nature of your 
visit requires this.

We would ask that you open doors and windows for additional ventilation 
in advance of our visit.

Staff may ask for your consent to take photos or video images to assist with 
the visit as this may help to reduce the time they need to spend in your home.

Our staff member will not close any doors on leaving to avoid coming into 
contact with surfaces.

 

When our staff member visits you before entering your home you will  
be asked questions on your Covid 19 status*. These will include whether you 
or a member of your household have any symptoms or have been exposed  
to someone who has the virus.

During the visit you will be expected to maintain a safe two-metre distance 
at all times from our member of staff.

We would ask that the visit is limited to no more than you and one other 
member of your household. Our staff may choose to end a visit if this 
requirement is not adhered to.

* Data only used to determine whether it is safe to visit or not
- it is not stored

Our staff member will avoid touching surfaces in your home but they will 
carry and use a hand sanitiser should this be required.

Step by step -  
Getting back to business
It’s been a difficult few months for 
everyone but we’re getting back into 
the swing of things.

We’ve had to make some changes to how we 
deliver our services including moving some 

of our office staff to home working, and doing 
virtual tours of new properties for sale and rent.

We’re now offering a full service across the board 
but at the same time we’re also working hard to 
clear the backlog of work that built up during 
lockdown so some jobs may take longer than 
you’re used to.

Not all of the partners, suppliers and agencies we 
work with and rely on are back at full capacity, 
and this is also having a knock-on effect on how 
quickly we’re able to deal with things.

Our Customer Service Centre is now back  
open for calls from 9am to 5pm, however we’d 
still prefer if you can contact us by email where 
possible: service.centre@shgroup.org.uk

There’s more information below on what  
to expect if one of our team needs to visit 
your home.

Have a look at our Youtube channel to find out 
more about what our teams have been up to 
https://bit.ly/32asXk9 

We’ll keep you up to date with our plans and 
any changes to our service at shgroup.org.uk/
coronavirus 

mailto:service.centre%40shgroup.org.uk?subject=
https://bit.ly/32asXk9
http://www.shgroup.org.uk/coronavirus
http://www.shgroup.org.uk/coronavirus
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In June 2020 we  
launched three brand new 
Southern 360 minibuses 
to help improve residents’ 
mobility across care and 
support services on the 
Isle of Wight.

We adapted our vehicles 
to meet a wide range  

of mobility needs and installed 
flexible seating to accommodate 
wheelchair users. 

To celebrate the arrival of our 
new minibuses, we invited 
residents from Byrnhill Grove, 
one of the Group’s residential 
care homes in Ventor, for an 
exclusive first look and a maiden 
voyage in the new vehicles.  

Mike Janvrin, Senior Clerical 
Carer on the island, said: 

“Myself and my colleagues took 
our Byrnhill Grove residents on  
a bit of a magical mystery tour. 

“The weather was nice and 
sunny, so after lunch four 
residents with staff ventured 
out to enjoy the views of the 
beautiful Isle of Wight. 

“For the residents this was 
the first time out since the 
coronavirus crisis started.  

“We headed to the south 
of the island stopping at 
Compton Bay, a well-known 
touristy spot where residents 

enjoyed an ice cream with 
a view.” 

The minibuses also represented 
the Group’s expanded 
commitment to providing 
community investment, care  
and independent housing  
for later life.  

Byrnhill Grove resident 
Brian, said: 

“We feel so lucky to have these 
brand-new minibuses to use. 

They are much easier to get in 
and out of and we are looking 
forward to getting out and 
about for trips and visits.” 

Another resident, Les, added: 

“The new minibuses are 
amazing. It will be nice that we 
can take people in wheelchairs 
out and about”. 

Minibuses provide 
lifeline for residents 

People in high places
Despite current times being full of 
uncertainty and negative headlines, we 
would like to share some good news.

We’ve recently appointed two new members 
to our Executive Management Team - 

Yvette Carter, Executive Director Commercial, and 
Amanda Holgate, Executive Director Resources. 

Both Yvette and Amanda have kindly agreed to 
be a part of our Women’s Network programme 
and help to make the company a more inclusive 
place to work for female employees. 

In this edition, we caught up with Yvette to talk 
about her previous career paths and how she 
ended up working with Southern Housing Group.  

We will feature Amanda in our second part of the 
interview, which will be published later this year. 

Meet Yvette Carter, our newly appointed 
Executive Director Commercial. 

Her portfolio covers Southern Maintenance 
Services (the Group’s in-house repairs and 
maintenance service), Spruce Homes (our private 
rent business), Southern Housing Construction 
(our in-house construction company), Estate Care 
(in-house caretaking and estate maintenance 
service) and Commercial Property. 

Yvette hails from sunny South Africa and started 
her career in Austria in child care.  

After moving to England with her then partner, 
she took on jobs in finance, developed her skills 
and moved on to the next challenge. 

No matter what role Yvette was in, she 
maintained the importance of getting on with 
people and working hard despite feeling like 
sometimes you might not belong. 

When asked about her professional path, 
Yvette said:  

“Having worked on the peripheral of housing for a 
few years but never within housing, I was drawn 
to the values of Southern Housing Group and 
the opportunity to directly impact our customers 
through good commercial practises. 

“My vision for the commercial directorate is to 
be the internal partner of choice, driving to get 
things done and delivering measurable value to 
the Group through clear performance measures 
and metrics. 

“I am a people’s person at heart, and I do see 
myself as a team player. I am resilient and quietly 
determined.  I like to challenge the status quo and 
see change delivered well.   

“Just because something has always been done 
a certain way doesn’t mean it can’t be done 
differently but with an equally good outcome 
as a minimum. 

”I don’t have any regrets in my professional life, 
but there are things that I could look back on and 
change. I don’t think I would be where I am today 
if they hadn’t happened.”

Yvette Carter, Executive Director Commercial
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Annual report 
to customers 
Customer service 
Whether you call, email, contact us through our webchat service or social media, 
Customer Service Advisors are on hand to help you with whatever you need. 
Here’s how we did in 2019/20:

New Homes/ Development
We build different types of homes to meet a wide range of customers’ needs, from those who want 
to rent to those who want to buy their homes outright. 
In 2019/20: 

Resident Involvement
This year we reviewed our approach to how we involve our residents and developed a  
new involvement model, strengthening the voice of residents in improving our services. 
During the summer of 2019 our Resident Involvement Team:

Estate Care 
We believe that our customers are more satisfied in schemes where we’ve directly employed  
caretakers and cleaners. In 2019 we started a program to expand our directly employed teams.
Here’s how we did in 2019/2020:

Customer 
satisfaction overall 

83%
(73% in 2018/2019)

Incoming calls 
received 

224,936
(212,000 in 2018/2019)

Calls per day 
answered 

869
(Average number)

We completed

378
new homes in London

We completed

554
new homes in the South East 

We completed

932
homes in total

We increased our 
staff numbers to 

86
in London and Essex

We ended 

23
external contracts in London

Visited over 

50
estates and  
neighbourhoods 

Spoke to over 

450
residents through surveys  
and face-to-face meetings 

Received over

1,000
comments from 
our residents

Appointed

27
residents to our involvement 
structures. Six to our Customer 
Scrutiny Panel and 21 to our 
Resident Steering Group.

We welcomed 

29
new members of staff
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Your feedback 
Your feedback matters to us and we are constantly looking at ways to improve our services.
Here’s how we did in 2019/20:

Staircasing 
We offer shared owners in part buy part rent properties an opportunity to buy more and more shares 
in their home- this is called staircasing. Some people choose to increase their ownership share to 100%.
Here’s how we did in 2019/20:

Repairs and maintenance 
In the last financial year, we carried out a total of 57,909 repairs. 

Fire safety 
We are committed to making sure your homes are safe and secure and that fire safety is our priority.
Here’s how we did in 2019/2020:

Investment
We are a business with social objectives funded by a combination of reserves, grants and 
public/private finance. We use this money to in invest in our buildings and provide good  
quality homes and services for people in housing need.
In 2019/20 we:

Completed 

 75
different planned works 
projects across the business

Carried out 
over  

2,100 
planned investment works

Allocated

£4.073m
to complete cyclical works  

Carried out  
cyclical works in

3,141
of our properties

We received  

1,247
Informal complaints `
and resolved 1,144

We received  

714
formal complaints 
and resolved 630

We received  

106
customer compliments

We carried out

53,932
routine repairs

We allocated 

£11.945m 
to complete planned fire safety works 

We carried out   

182
staircasing completions 

We completed

3,548
repairs within 24 hours 

We allocated 

£1.87m 
to complete service/repair works 

50%
of transactions staircased 
to full ownership

Allocated

£22.37m
to complete planned works  
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We are excited to work  
with Morgan Sindall and 
Funding Affordable Homes 
to deliver Ryde Village  
and Green Meadows, the 
first purpose-built extra 
care schemes on the Isle  
of Wight.

Ryde Village will welcome its 
first residents in early autumn, 

and Green Meadows, in Colwell 
on the West Wight will open in 
Spring 2021. 

The apartments have all  
mod cons, and are able to be 
adapted to suit residents’ needs 
over time.

Both schemes are wheelchair 
accessible and feature large 
open spaces to make it easier 
for our residents to socialise 
with friends and family.

On top of that, our highly  
skilled team of carers, will be  
on hand to help with day to  
day activities, 24 hours a day, 
365 days per year.

Susan Hope, Extra Care  
and Support Coordinator on 
the Isle of Wight, said: 

“We were hoping to 
open in March 2020,  
but construction work 
was halted due to the 
lockdown restrictions.

“We are now happy to report 
that the builders are back on 
site and work is in full swing, 
mostly on the insides of the flats.

“It’s starting to look more like a 
home, and we’re excited for our 
new residents who have been 
patiently waiting for news, as 
we can now tell them we are 
working towards completion in 
early autumn.“

Our Extra Care housing schemes 
are designed for special care and 
support needs residents aged 
55 years or over as well as for 
adults over 45 years of age who 
have a learning disability.

Tina Stuart, Care and Support 
Service Manager on the Isle of 
Wight, said: 

“It’s really important to 
make sure people have the 
time and support they need. 

“The decision to move home 
is huge and it’s vital we  
support people through the 
move process”.

To find out more about Ryde 
Village or Green Meadows 
please call 0808 169 9788  
or email us at Ryde.Village@
shgroup.org.uk. 

Fancy a career change? 
We’re here to help you

The 90-minute webinar 
provided employment support 

to our residents in Kent and 
addressed various job issues 
they have been facing since the 
lockdown started. 

The webinar was run by Sarah 
Hampton, Employment Skills 
Officer at Southern 360 and 
Dominic Hilleard, Director of 
Digital Recruitment Projects,  
at Rethink Group. 

Residents were offered  
advice and guidance from a 
qualified employability support 
practitioner and an experienced 
recruitment professional.  

Our resident Paul, who attended 
the seminar said: 

“I found the online session 
useful, as we discussed possible 
jobs and ideas.  

“I was recently let go from my 
employer due to the COVID- 19 
pandemic and I am now looking 
into becoming self-employed.  

“I will be soon joining the five-
day online Pop-UP Business 
School course, which will help 
me get started. All thanks to 
Southern Housing Group.” 

Sarah said: 

“We were really keen to 
engage with our residents  
online to offer employment 
support, advice and guidance. 

“One of our residents has 
been recently made redundant,  
so we were trying to advise him 
on a local job market. The other 
person needed a whole new CV  
to change his career.  

“The third resident had a 
health condition and felt  
vulnerable going back into 
the workplace.  

“In the future, we are hoping 
to engage with residents across 
the whole Group, so everyone  
has an opportunity to join us.” 

Dominic said: 

“We were delighted to 
co-host a webinar in partnership 

with Southern Housing Group, 
focusing on local employment 
support needs and challenges 
affecting their residents due  
to the current COVID-19 crisis. 

“I am pleased to say that 
the webinar was a success.” 

To find out more information 
about our employment  
webinars please email  
Sarah.Hampton@shgroup.
org.uk.  

We are also offering free digital 
training for our customers. 
You can register your interest 
by emailing Community.
Investment@shgroup.org.uk. 

To find out more about out 
employment support offer 
please visit bit.ly/2QxD0cc

The future of  
Extra Care Housing 

On June 16, we held our 
first back-to- work webinar 
for people affected by the 
COVID-19 pandemic.

mailto:Ryde.Village%40shgroup.org.uk.%20%20?subject=
mailto:Ryde.Village%40shgroup.org.uk.%20%20?subject=
mailto:Sarah.Hampton%40shgroup.org.uk?subject=
mailto:Sarah.Hampton%40shgroup.org.uk?subject=
mailto:community.investment%40shgroup.org.uk?subject=
mailto:community.investment%40shgroup.org.uk?subject=
http://bit.ly/2QxD0cc


16 17OPEN DOOR AUTUMN 2020 OPEN DOOR AUTUMN 2020

challenge of providing such 
homes has never been greater.” 

William Collins, a member of 
the Steering Group, added: 

“I got involved with the 
Steering Group in order to  
help residents who have no  
voice to be heard and to help 
them resolve their issues.” 

The Resident Scrutiny Panel is 
embedded into our governance 
structure and will work closely  
with the Group and Board to 
identify areas of the business  
to be scrutinised.  

The Customer Steering  
Group will carry out the  
scrutiny exercise and work 
together to report their  
finding to the Board and the 
Group with recommendations 
for improvement. 

Phil Blume, a member of our 
Scrutiny Panel, said: 

“I wanted to get involved with 
the Customer Involvement Team 
because I passionately believe 
that a safe and secure home is 
one of the building blocks of 
a civilized society and that the 

At Southern Housing  
Group, we are keen to 
ensure that our residents 
have an opportunity to 
scrutinise the services  
we provide.

AAs part of the new  
Resident Involvement 

framework we have appointed 
members to our new Resident 
Scrutiny Panel and Customer 
Steering Group to ensure the 
highest level of involvement. 

Six residents were appointed to 
the Resident Scrutiny Panel and 
21 residents were appointed to  
the Customer Steering Group. 

The successful residents come  
from a variety of tenures, 
backgrounds and live across the 
geographical area that we cover.  

A few months before the 
pandemic, 27 newly-appointed 
residents met for the first time 
at an away day.   

Kerry Clare, Customer 
Involvement Manager, said: 

“The idea was to give 
our new resident panel 
members an opportunity  
to meet each other and  
to start to discover what  
is was like working for 
the Group and where the 
current priorities are.” 

Despite COVID-19, it has  
been business as usual for  
the Customer Involvement 
Team and the Scrutiny and 
Steering members.  

They have been working  
hard to provide resident insight 
with regards to remobilisation  
of services and feedback on  
various policies. 

In addition, the groups have 
agreed their first scrutiny project 
and are planning how they will 
undertake it.  

As we look to the future, 
the Resident Involvement 

Our new approach to 
resident involvement

Team can’t wait to develop our 
involvement offers further.  

With less face- to- face 
involvement opportunities, we 
want to ensure residents have 
more options to get involved. 

If you would like to find out  
more about our projects or 
would like to get involved, visit 
www.shgroup.org.uk/beheard 
and complete the ‘Customer 
Involvement Contact Form’. 

Email us at Resident.
Involvement2@shgroup.org.
uk or call your local Customer 
Involvement Officer; 

Johanna Winch

Isle of Wight, Hampshire, 
Berkshire: 0759 302 1140 

Paulina Cumbicus 

London and the North area: 
0751 798 8065   

Steve Martin

Sussex, Surrey, Kent and 
Essex: 0779 627 4648  

Follow us on social media for more customer involvement updates 

@shgroupuk 
www.facebook.com/ 
southernhousing

Phil Blume, Scrutiny Panel member
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• If you need to use a ladder or platform to 
clean a window, make sure it is fixed securely 

• Keep three points of contact (two hands and 
one foot) on a ladder to stop you falling off. 

• Make sure nothing can possibly fall from the 
window sill. Falling objects can cause injuries 
and psychological trauma to other people.

Repairs

All repairs should be reported as soon as you 
become aware of them. Your service charges 
will be lower, if we carry out repairs before they 
become a much bigger issue.

Find out how our repairs teams are responding to 
coronavirus on page 20.

If you would like to find out more about window 
safety call our Customer Service Centre on 
0140 322 0440 or email us at service.centre@
shgroup.org.uk.

Through lockdown many of us have 
been spending longer than usual at our 
windows, appreciating nature from a 
distance, and enjoying the fresh breeze.

However, open windows at any time  
of year can be dangerous, especially for  

young children, elderly people and vulnerable 
adults who are not properly supervised. 

Tom Jones, Head of Customer Safety, said: 

“It’s important to understand the potential  
danger windows could pose.

“For example, a fall from some  
ground-floor windows can be dangerous  
for older residents. Younger people who  
may not understand the risks could also  
be in danger.

“We encourage you to practice window safety  
all year round. Remember- lives depend on it.“

Window restrictors  
are important

Windows can be dangerous for young and old 
alike. If you live with any vulnerable people make 
sure you are extra cautious about which windows 
you open, and how far.

Children can be very curious, so an open window 
can be an invitation to trouble. If you do not 
have fitted window restrictors or you believe they 
might be broken, please let us know so we can 
repair them.

 Safe use of windows 
 
• Make sure windows can’t  

be moved by the wind when open 

• If you’re cleaning a window over one  
storey high get someone to help you

Are your windows safe? How to save money on 
your energy bill

Autumn is just around  
the corner. As the weather 
turns colder, energy costs 
inevitably start to rise.

Understandably, none of us 
want to see the majority of 

our income consumed by energy 
bills - but what can we do to 
keep them down and enjoy an 
affordable warm winter?  

There are two ways to reduce 
energy costs. You can either 
reduce your energy consumption 
or change your energy supplier.

We understand that many  
of our residents might be 
apprehensive about changing 
their supplier.

However, there are a number 
of Office of Gas and Electricity 
Markets Authority (Ofgem) 
accredited comparison sites  
who will do this for you.

Before deciding to switch to a 
new supplier we advise you to: 

• Find out what kind of meter 
you have. If you have a smart 
meter it might lose some of 
its functionality if you switch 
away from the supplier that 
installed it 

• Check to see if you will have 
to pay an ‘exit fee’

 
In addition, you might want  
to think ahead about the type  
of tariff you want

Knowing how much  
energy you have used in  
the past year will enable  
the comparison site to make  
a more accurate calculation  
of how much money you  
could potentially save.

Finally, never sign up to a  
new supplier on your doorstep. 
These suppliers have no interest 
in saving you money.

Here are some simple tips  
to help you save energy: 

• Turn your heating down  
by one degree and save up 
to £80 per year  
 
Don’t go below 18°C if 
you’re elderly, ill or have 
small children 

• Move furniture away  
from radiators as it will 
absorb heat 

• Fit LED bulbs. Each bulb  
can make you a lifetime 
saving of £180 

• Close your curtains when 
it starts to get dark and if 
necessary, tuck them behind 
the radiator 

• Turn radiators down in  
rooms that aren’t being  
used but don’t turn them  
off completely as this can 
lead to condensation and 
mould problems 

• Defrost your freezer  
and keep it as full as you  
can. A defrosted freezer 
costs around £150 less a  
year to run

Finally, if COVID - 19 has 
impacted on your ability to pay 
your energy bills, contact your 
supplier as soon as possible. 
They will work with you to come 
up with a payment plan and 
may be able to help if you are  
in debt.

Nick Gissing, Fuel Poverty 
Advisor, said: 

“When it comes to tightening our 
belts to save money, one area 
we often overlook is what we 
spend on energy costs.

“With winter just around  
the corner, now is the best  
time to shop around to see if 
you can get a better deal on 
your energy.”

To improve your home’s energy 
efficiency call “Connect for 
Help” on 0800 029 4548 or visit 
www.connectforhelp.org.uk

mailto:service.centre%40shgroup.org.uk%20?subject=
mailto:service.centre%40shgroup.org.uk%20?subject=
http://www.connectforhelp.org.uk
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“At the beginning of the 
pandemic Southern Housing 
Group paid for 400 boxes of 
essential items to be distributed 
to sheltered housing tenants.  

“Chas Berger, the Group’s 
partnering contractor, agreed  
to coordinate this and make  
the deliveries.” 

Ian’s story  

Communication and availability 
have been high on the priority 
list and Ian Rabbett, an SSC 

based in Brighton, shared  
his experience in helping  
our customers.  

He said: 

“Our residents have needed 
someone to talk to much  
more than before due to  
the lockdown conditions,  
self-isolating and anxieties  
about the virus. 

“I’ve done my best to be  
available for them to talk  
as much as possible.  

Take a walk in our shoes

We caught up with  
three of the Group’s 

SSCs to find out what their 
experience has been like 
working on the front lines 
during the most challenging  
of times.  

Huma’s story  

Huma Khan, who is based  
in east London, took us  
behind the scenes of her  
role and detailed some of  
the changes that she has  
had to make to continue  
to offer our residents care.  

Huma said: 

“Many of the residents that  
I look after are in the over  
70’s high-risk category,  
so being in close contact  
with them daily hasn’t  
been possible. 

“Our resident’s well-being, 
especially from a loneliness 
perspective has been very 
important at this time.  

“Therefore, my new working 
norm has come with many 
challenges, including working 
from home four days a  
week and doing one scheme  
visit a week.”   

In relation to visiting her scheme, 
Huma has taken care to wear 
personal protective equipment 
to ensure the safety of our 
residents and her own family.  

Huma added: 

“Like most other people I try to 
protect myself the best I can. 

“But my family understand 
the important role that I play. 
I’m there to support all our 
residents however I can, and to 
provide advice to help everyone 
to maintain their independence 
and wellbeing.” 

Paul’s story  

Another of our SSCs,  
Paul Whitnall, who has  
been available for customers  
to contact, shared his  
experience in caring for  
our residents throughout  
the pandemic. 

Paul said: 

“The coronavirus has brought 
many challenges to my role  
but the main one has been 
ensuring that our residents  
have everything they need 
during lockdown.  

“I’ve also been making sure to do 
my checks at the two schemes 
I’m based at; including making 
sure that, hand gel is topped 
up, putting posters up around 
the scheme and checking that 
residents have enough shopping. 

“I’ve done quite a few shops 
for customers throughout 
lockdown and even taken 
bins out for those residents 
who have been strict about 
self isolating, which I am 
happy to do.“ 

With the coronavirus 
pandemic in full swing 
over the last few months, 
the brave team of Scheme 
Service Coordinators (SSCs) 
have been continuing to 
serve our customers in 
housing for later life.
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Below, we have highlighted the most commonly 
asked questions by our residents.   

So, what does safeguarding mean? 

For adults, safeguarding means protecting an 
adult’s right to live in safety, free from abuse  
and neglect. 

It’s about people and organisations working 
together to prevent and stop both abuse or 
neglect, while at the same time making sure  
that the adult’s wellbeing is promoted.  

For children it means protecting them from 
maltreatment and preventing damage to their 
health or development.  

What do we mean by abuse? 

Abuse comes in many forms. It can be  
verbal, physical, sexual, emotional, financial  
or even neglect. 

It can easily lead to the victim being hurt, upset, 
frightened or manipulated into doing something 
they know is wrong or do not want to do. 

Remember, each type of abuse is serious, and no 
one deserves to experience abuse of any kind. 

A buse is still happening, and sadly, it is often 
the most vulnerable and least vocal citizens 

who become victims. 

All people deserve to live in a safe environment, 
away from harm – which is why we would like to 
further educate you on the issues of safeguarding. 

Safeguarding is everyone’s responsibility, and  
our Safeguarding Officers are working hard to 
get help for individuals who need our support 
and protection. 

Brea Attrill, Safeguarding Officer at  
Southern Housing Group, said:  

“I would like to take the opportunity  
to remind you, that you can talk  
to any member of our staff about  
any concerns.

“Think Safe. Fight Abuse. Together  
we can make a difference to lives.”  

Safeguarding: 
Think safe, fight abuse

What will happen  
if I report something to Southern  
Housing Group? 

If you are concerned and you report something 
to us it will be treated confidentially.  

We will review the information that has been 
provided, and in some cases will carry out an 
internal investigation. 

If we feel we have enough detail about the  
case, we will pass your concerns on to the  
local authority or specialised teams to offer  
you further support.  

If you do not wish to report a concern to  
us, but you feel that you want to make  
someone aware of it, you can contact your  
local council safeguarding team or get in  
touch with your local authority safeguarding 
board for more information.  

If you feel you have witnessed or heard 
something that requires immediate attention, 
then we encourage you to contact the police. 

What’s next? 

We will continue to provide you with up  
to date information about safeguarding and 
information on different types of abuse that 
people may experience.   

You can find more information on our  
website or alternatively you can visit  
www.shgroup.org.uk/safeguarding

It’s important for us to ensure that all  
our residents live within our communities 
without fear of abuse and neglect.

http://www.shgroup.org.uk/safeguarding
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“We haven’t been alone in this 
mission; other local residents 
have also joined in with the 
volunteer work. 

“The message of the  
mission we have been on has 
spread purely through word 
of mouth and our involvement 
with the East Village and other 
support network. 

“We now have around 20 or 
so different East Village and 
Newham residents who have 
supported with finances, 
purchasing and packaging up 
shopping and various drop off 
throughout this crucial period. 

The team of volunteers 
at Vine Community and 
Vine Connect have rallied 
together to ensure the 
safety of our vulnerable 
residents during the 
COVID-19 pandemic.

V ine Community was created 
just over eight years ago in 

order to support people in East 
Village and Newham. 

Vine Connect was formed 
in 2019 and specialises in 
supporting local young people 
into employment, education 
and entrepreneurship.  

We caught up with David and 
Esana, the founders of Vine 
Community, to find out more 
about their volunteer work 
during the coronavirus outbreak.  

Esana said: 

“One of our aims since  
the start of the pandemic 
has been to do what 
we can by providing for 
vulnerable East Village  
and Newham residents.  

 
“We have used money that was 
raised by ourselves and others 
within our network to go out 
and buy food supplies for 
people in the local community 
as well as offered to help with 
urgent utility bills such as gas 
and electric. 

Community volunteer 
group take action

“It’s been great to see the 
community come together  
to help others out in a time  
of need. 

“Of course, for the safety  
of other village residents  
and ourselves we have 
ensured that we’ve worn 
personal protective 
equipment and dropped 
packages off at doorsteps  
to make sure we’re following 
social distancing guidelines.”  

 
To find out more about Vine 
Connect and the work they do 
visit www.vineconnect.co.uk 

Apprenticeships 
continue to flourish
Each year we aim to identify areas of  
the business where apprenticeships may 
be an ideal solution to filling a vacancy.

Apprenticeships help bring new talent  
into an organisation and provide an 

opportunity to individuals who would like  
to work at Southern Housing Group.  
 
These individuals may be studying to  
gain qualifications in a particular specialism  
and with no previous experience or formal 
qualifications; an apprenticeship is a fantastic 
route into employment.  
 
As well as providing these individuals with on  
the job training, a wage with holiday pay, and 
study support whilst at college, we also support 
them with a mentoring programme. 

Apprenticeships can be undertaken in many 
parts of the organisation with some roles being 
specifically targeted to our residents.  
 
In the past these have included jobs within  
the Information Technology (IT) department,  
our Care & Support Team and our Southern 
Maintenance Service team where we have 
recruited for apprentice carpenters and plumbers.

Lizzie Bennett, one of the Group’s Recruitment 
Advisors told us more:

“There are many reasons why someone might 
want to become an apprentice. 

“We look at each specific vacancy and work with 
both the hiring managers and the Learning & 
Development team to decide if an apprenticeship 
is the most suitable option for the role. 

“We are committed to Equality, Diversity 
and Inclusion and celebrate a rich diversity 

of backgrounds, culture and experience 
so encourage candidates of all ages and 
backgrounds to apply for our roles. 

“We are very proud that some of our apprentices 
have moved on to full-time roles within the 
organisation”.

Joshua Stubbs started an apprenticeship within 
our IT team four years ago and is now working as  
an IT Developer within the Group.

Joshua said:

“I would recommend the scheme to anyone.

“It gave me the support I needed to start out in  
a field I had a real interest in, but I had no formal 
qualifications. 

“The Group provide everything you need to do 
well - all you need to do is bring the right attitude 
and values to the role”.

For more information on apprenticeships or on 
the employment support and advice we offer  
to our residents visit our Southern 360 website:  
https://southern360.org.uk/

http://www.vineconnect.co.uk
https://southern360.org.uk/
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Ready to take the 
next step? 
Due to the ongoing COVID-19 outbreak  
we’ve taken the decision to temporarily  
suspend in-person property viewings.

Nevertheless, we’re making sure that you  
can still view our homes online, using 3D  

virtual property tours.  

So, if you’ve found yourself to have a lot more  
free time on your hands, why not use it as  
an opportunity to do some research into your  
future home? 

An investment in your future 

Buying a shared ownership home means security  
for your family and can be a great way to have a 
home you can call your own.  

One of our newest developments at Knights Road  
in East London is a prime example. 

The Refinery is situated in Silvertown. Set within  
the historic Royal Docks, the area was once the 
world’s largest port, with ships importing exotic 
foodstuffs from far and wide.  

Silvertown is reinventing itself through 
regeneration and becoming a creative hub,  
home to the English National Ballet and  
London Film School. 

This is good news for people who own homes in 
the area as property prices have gone up by nearly 
3.5% over the last four years. 

Prices at The Refinery are from £119,700 for a 
35% share and you’d only need a 5% deposit  
of £5,985. 

Vikki Walker, Head of New Home Sales and 
Marketing at Southern Housing Group, said: 

“We’re really pleased to have homes available  
in this area of London which is undergoing an  
exciting transformation. 

“We’re making it as easy as possible for you to find 
out about our homes online, including our virtual 
tours.  

“Our sales team is also on hand to help and  
we’re available by appointment for viewings. “ 

Tell me more!

We’ve shared ownership developments available 
in London, including The Refinery, and outside of 
London including Preston Road in Brighton.  

Preston Road is a development of two imposing  
and distinctive Victorian Villas which have been 
refurbished into one and two bedroom apartments, 
along with six unique three-bedroom townhouses 
all set on beautifully landscaped grounds. 

For more details please visit www.shosales.co.uk, 
or call our team on 0300 555 2171  

 
Refer a friend, get £100 
 
If shared ownership isn’t right for you  
but might be great for a mate you can  
still benefit.  

If you’ve got a friend who’s interested,  
send their contact details to sales@
shgroup.org.uk and if they go on to 
complete on the purchase of a home  
with us we’ll give you £100!

We’ve all been finding  
different ways to keep  
in touch with friends and  
loved ones during the 
COVID-19 pandemic.

S ince the coronavirus started 
spreading, our phone and 

computer screens have become 
windows from our isolation, 
looking into people’s lives and 
catching glimpses of children  
in the background of many 
video calls. 

Until a few months ago,  
many of us had no idea about 
the existence of the Zoom  
video conferencing app.  

Now it is everywhere. Even our 
senior residents, who grew up 
with black-and-white TV are 
video chatting like teenagers. 

Mrs Green*, our resident 
at Gunters Mead, an over-
60s scheme based mid-way 
near Esher in Surrey, recently 
celebrated a relative’s 95th 
birthday via Zoom.  

When asked about the Zoom 
call, she replied:  

“We had roughly 20  
people on the call  
and a bonus was that I  
could see relatives and 
friends from all over,  
even New Zealand! 

“It was delightful! I could 
even see my relatives’ great-
grandchildren – it was  
absolutely wonderful!”  
 
This wasn’t the first experience  
of videotelephony for our 
resident. Before the big day, 
the family decided to test their 
digital skills with a practice call. 

Mrs Green said: 

“I phoned up a relative  
who suggested a practice-run  
and they explained it all  
very patiently. 

“There was a host and I was  
given a link, but I was the last 
to get on. They couldn’t see me, 

but I could see them.  
I was having a bad hair day, so 
this was probably for the best! 

“I like taking photographs,  
sending emails or searching 
things online. One of my relatives 
sent an afternoon tea to me. 

“Now I’ve got to try and take  
a photograph of the afternoon 
tea and work out how to send 
emails with pictures of the 
scones and jam.” 

Zoom isn’t the only technology  
our resident has been using. 
FaceTime and video calls are  
typical ways in which the family 
stay in contact with each other,  
as well as with friends. 

*The name has been changed to  
protect our resident’s identity.

The baby boomers  
turn into baby Zoomers

http://www.shosales.co.uk


/southernhousing

/shgroupuk

@SHGCustomers

Southern Housing Group Limited, an exempt charity and registered 
society within the meaning of the Co-operative and Community 
Benefit Societies Act 2014 number 31055R, registered in England 
with registered office at Fleet House, 59-61 Clerkenwell Road, 
London EC1M 5LA
SHG0137-AS-0820

Other ways to  
contact us: 

Email: service.centre@
shgroup.org.uk

Write to: 

Customer Service Centre 
Southern Housing Group 
PO Box 643
Horsham RH12 1XJ
www.shgroup.org.uk

Who do you need to 
speak to?

It’s important to call the correct 
local number so you speak to 
the right team. Once you’ve 
called your local number, you’ll 
have the following options:

• Press 1 for repairs and 
 maintenance, including
 heating and hot water

• Press 2 for rent 
 information, payments,
 and money advice 

• Press 3 for all other 
 enquiries

Contact us
If you live in: 

The London boroughs of  
Barnet, Brent, Bromley, 
Croydon, Hackney, 
Hammersmith & Fulham, 
Haringey, Islington, Kensington 
& Chelsea, Lambeth, Lewisham, 
or Southwark, please call  
0300 303 1061.

The London boroughs of 
Barking & Dagenham, Bexley, 
Greenwich, Havering, Newham, 
Tower Hamlets, Waltham Forest, 
or in Essex or Kent, please call 
0300 303 1773.

East or West Sussex, Elmbridge, 
Mole Valley, Reigate, Banstead, 
or Tandridge, please call  
0300 303 1063.

Berkshire, Buckinghamshire, 
Hampshire, Gloucestershire, 
Northamptonshire, Oxfordshire, 
Wiltshire, Runnymede, Waverley 
or Surrey please call  
0300 303 1064.

The Isle of Wight, please call 
0300 303 1772.
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