Southern Housing Group Resident Involvement

You Said, We Did
You Said: ‘All residents need
to be included digitally and
by other methods.’

Digital Survey
findings
By Johanna Winch
We recognise there is a
need to provide opportunities
to support digital engagement
by residents.
This will allow residents to
take part at a time that is
convenient to them and gives
us more time to support
residents that are not able
to engage with us digitally.
We asked residents what the
barriers were to them getting
online. This is what they said:
Barriers:
• Training/knowledge
• Confidence
• 		IT Security
• Times of engagement

Residents appreciate the need for COVID-19 secure measures
but would still like to meet SHG staff when appropriate.
Digital Survey report
We will be sharing the information with the Group to enable
teams to consider how we engage with residents digitally.
The outcomes of this strategy will be shared with residents
participating in this survey. We will also share the report under
the Feedback from Resident Involvement Projects section on
our website.
Zoom focus groups
Over the summer we have held several virtual daytime and
evening focus groups. Each Zoom meeting enabled residents
to join half an hour before the start of each session to help
with any technical issues.

Digital Survey feedback

118
68
19
16
15

use the internet

responded online

accessed the internet by mobile phone

responded by post
• 		Age
• IT equipment
• 		Health and work
Residents told us the way of
communicating with Southern
Housing Group (SHG) is not as
important as the need to be
kept informed.
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102
71
63
38
74

residents responded

responded by phone

responded by email

have access to broadband

would like support with online meetings

would feel further connected to SHG
with an online involvement platform
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Marc Merry said:
“The Zoom meeting was
relaxed and chilled and
finished in good time.
“The half hour pre-entry was
a good idea. The meeting
had a system in place to
manage raising of hand.
“The meeting went
surprisingly smoothly.”
John Furmidge said:
“I found Zoom very easy to
download and if you follow
the set of instructions it’s
easy to negotiate.
“I think Zoom is a great tool
and the half hour access
prior to the meeting for me
was very useful.

You Said: ‘I want to be more
involved as a Home Owner.’

SECTION 20
Documentation
Section 20 applies to
residents who pay a variable
service charge and an extra
service charge fee when
planned services or repair
works exceed certain limits.
This consultation asked
residents to review the current
policy and provide feedback to
enable improved guidance to
be created for residents.
We will share the
recommendations made
to the Project Team in the
winter edition.

Resident Groups
In our Involvement
opportunities section, we are
asking home owners if they
would like to be part the group
looking at the matters that
affect them.
If you have already informed
us of your interest in this group,
we will be in contact with you.

“I thought overall my first
experience of a Zoom
meeting went very well.”
Some meetings were
attended by two Customer
Involvement Officers; one
to Chair the meeting and
another to monitor questions
being raised.
This ensured that residents’
comments and queries
were responded to and
the meetings ran smoothly.
We provided residents with
an agenda and brief details
of how to use Zoom prior
to the start of each meeting.
We will be creating a Zoom
guide to share with residents
to support them.
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Project updates
according to Service
Level Agreements (SLA).
• Sharing information with
residents. For example,
what are day-to-day repairs
versus what are planned
maintenance works.
• Communication – who to
contact for each communal
area problem. Providing
feedback to residents.
• Inclusion – enabling residents
to help monitor standards
when they are available.

Estate Inspectors
In August we met with
residents and colleagues
to explore the role of Estate
Inspectors and how to
improve communication
for Estate Inspections.
The Maintenance and Housing
teams had already started to
look at how to improve Estate
Inspections and explore issues
such as delays to repairs.
Here are just some of the
recommendations the
Customer Involvement Team
will be discussing with the
Senior Management Team
at SHG:
• ·Monthly reports to Home
Service Managers featuring
in- progress and completed
communal repairs.
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• Residents to be advised
on the frequency of
inspection based on the
need of location and reason.
Advertised three to six
months in advance.

Once the standards and forms
for monitoring estates have
been agreed, the Customer
Involvement Team will contact
all residents who have informed
us of their interest in this role.
A further update will be
provided in our winter edition.

• Creating one inspection
form for residents and
colleagues based on areas
to be inspected.

Tree Strategy

• Explore technology to
record inspections.

Southern Housing Group are
recruiting a contractor to
maintain trees on communal
land owned by the Group.

• Ensuring residents and
colleagues gain a name and
job reference number when
reporting repairs.
• Maintenance Team to attend
inspections with Home
Service Managers where
problems are ongoing.
• Standards to be monitored

During the summer 36
residents provided feedback
on their current experience
of reporting issues with trees.
Residents got involved from
every SHG region.
Residents’ recommendations
included wanting the contractor
to be professional, qualified,
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and to provide testimonies as
part of the tender (bid) process.
Residents wanted to know
what the Service Level
Agreement was going to be,
asked for risk assessments
to be carried out, as well
as wanted to know who to
contact. They also wanted to
be given feedback following
their report.
The feedback helped the Project
Team form the questions for
the tender (bid) process.
Residents trained in
Procurement and Contract
reviewing will help the Project
Team score and interview
contractors as part of the
tender process.
The Project Team would like
the contract to begin at the
start of the next financial year
in April 2021.
Estate Inspectors will be asked
to help monitor the standards
agreed as part of the Service
Level Agreement.

New Online Repairs
Service

Some further suggestions
may be possible to be included
as the project develops.
In August we held a Zoom
focus group in addition to
Zoom one-to-one sessions,
telephone calls and
email feedback.
Following residents’
recommendations, the Project
Team have softened language
regarding resident repair
responsibilities and made it
clear that residents do not need
to be at home for scheduled
communal repair appointments.
Changes will be made to
font sizes (in places) and the
meaning of symbols. Changes
will be implemented in the
next service update.
On September 9, the New
Online Repair Service went
‘live’ in the Southern
Maintenance Service (SMS)
region. Residents in these
areas are asked to provide
their feedback on a form
after logging their repair(s).
Click here to find out more
information about how you
can report a repair.

During lockdown, the
developers and Project
Team were working on
recommendations made
by residents.

We will let you know when
the service is available in Wates
and DW service areas.

Changes made included
amending wording on the
screen, adding more keywords
into the repair search bar and
reducing the text on screen to
help mobile users.

‘Despite the delays to the
project, it was easy to
keep on top of what was
happening, and even
more admirable this was
happening during COVID- 19.’

Marc Merry said:

The following projects
took place in- between the
editing of the summer and
autumn newsletter.

Community
Connectors leaflet
Southern 360 (Formerly
Community Investment
and Care) asked for residents’
feedback on both the
readability and the
information provided in the
new draft of the Community
Connectors leaflet.
Community Connectors
are resident volunteers
who lead community
projects in their area with
the support of Southern
Housing Group.
Projects may include supporting
neighbours, holding events
or making applications for
funding- either one-off ideas
or long-term improvements
for residents in their area.
Responses to the leaflet
ranged from ‘excellent’ to
‘very poor’ with residents
liking the directness and
flow of writing, but disliking
the colours used.
We will provide you with the
outcome to this project in our
winter edition.

Gas Safety letter
review
Residents were asked to review
three stages of gas letters sent
to customers when arranging
entry to their homes.
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It was important for the
Project Team to see if these
letters were easy to read and
understand, if they explained
the reason they were being
sent or if they highlighted the
reason for undertaking gas
safety checks.
It was also important for the
team to understand if the
letters encouraged first time
access and made it easy for
residents to see who they
should contact and what the
next steps would be if access
was not given.
Overall, 13 residents out of 23
found that the letters were easy
to read and that they clearly
explained the need for a gas
safety check.
Resident Reviewers asked the
team to consider the needs of
vulnerable residents and how
some wording may affect them.
Our reviewers liked the
options for rearranging
appointments. Residents
can now email and telephone
the heating engineer.
They can also email or
telephone SHG if they would
like to discuss a problem with
credit on their meter.
While finding it clear what to
do next, it has been suggested
some residents may prefer to
contact Southern Housing
Group direct instead of going
through third party
contractors, as some can
find contacting third party
contractors intimidating.
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The Project Team
informed the Resident
Reviewers that the importance
of a gas safety check is
reinforced more formally at
each stage further letters are
sent to residents.
The letters will begin by
being more welcoming and
friendly. A telephone number
will now be provided to enable
residents to contact Southern
Housing Group if they need
help or support.
Following residents’
feedback, information
about personal protective
equipment (PPE) being worn
by gas contractors will be
included in the first gas letter.
If appointment times offered
are not suitable, Southern
Housing Group will work with
residents and the contractor
to reach a solution.

Employment Support
Service
We are a business with
social objectives and we
reinvest every penny of
our profits in new homes
and improving our services,
making meaningful
contributions to people’s
lives and helping local
communities thrive.
Southern 360 provides care,
support, independent housing
for later life and community
investment services for us.
We recently invited
residents to provide feedback
on the Employment Support

Service within Southern 360
across Southern Housing
Group regions.
The feedback will be
used to help the team better
understand what residents
might want and need from
the service.
Feedback will be considered
when creating future projects.
It will also help Employment
Support Officers to understand
what projects will be useful for
different resident situations.
We will provide all residents
that participated with further
updates on how their feedback
has impacted this service.

Anti-Social Behaviour
(ASB)
The Anti-Social Behaviour (ASB)
service improvement project
consists of a number
of different opportunities that
will run throughout the year.
Each of these opportunities
have had contributions from
involved residents.
A report will be provided
to the residents who
shared information on
how their feedback have
made an impact.
We will be involving residents
with other projects and will be
in touch with residents who
have told us about their interest
in Service Improvements.
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Involvement
opportunities
We have moved!
The resident involvement
website page has moved.
Click Here to read about
the latest involvement
opportunities, Project
updates and feedback
from Project Teams.
The dates for editing and
publishing the newsletter mean
that some projects are unable
to be advertised in advance.
The resident involvement
website page is a good way for
residents to be kept informed.
We update the website with
new involvement opportunities
every two weeks.

Resident Groups –
The Next Step
In the summer edition we
asked residents to contact us if
they would like to take a part in
forming the following groups:
Ethnic Minority (BAME), Older
and Younger, LGBTQ+, Physical
and Mental Wellbeing.
We are contacting residents to
discuss how they would like
to shape the groups they are
interested in.
We would now like to hear
from the following residents:

Home Owners
Leaseholders and shared
ownership property owners.
Residents who live in blocks
We will work with residents
to form the priorities of these
two groups. If eligible, you
can become part of more than
one group.

User Experience
We are forming a
User Experience group
enabling residents to
provide feedback on their
‘real time’ experience of
engaging with the services
that Southern Housing
Group provide.

Involved residents will be able
to feedback their real time user
experience of Southern Housing
Group services by email, online
or by post using a form agreed
by the Resident Reviewers.
On a quarterly basis, we will
be sharing residents’ findings
with the Customer Experience
and Insight Team. They will
compare their customer
satisfaction surveys to your
feedback. This will help inform
improvements to services.
If you have told us of your
interest in any of these
opportunities, we will be
in contact with you. If you
haven’t, please let us know
and we will invite you to
these projects.
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form to confirm you are happy
for your piece to be used.
Writing for this newsletter
Why did you decide to give
feedback on this project?
What method of involvement
works for you?
Would you recommend any
changes to the engagement
process to help you get
involved more often?
If you have an idea in mind,
we can discuss this with you.

Alterations and
Improvements
Creating a process and
reviewing the web page.
Would you like to get involved
with helping the Project Team
create a process and policy
or review the Alterations and
Improvements web page to
ensure it contains the right
information for residents?
This winter the Project Team
will be reviewing residents’
and staff feedback to the
current process before working
with residents to help make
service improvements.
We will be gaining residents
feedback by text, email and by
telephone as well as holding a
Zoom focus group meeting.
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Resident Writers
If you would like to write a blog
about you, your local area or
your involvement with Southern
Housing Group, we would like
to hear from you.
You may want to provide some
feedback in the form of a quote
or let residents know your
experience of being involved in
a project.
The Communications Team
can help residents write blogs
and the Customer Involvement
Team can help shape an article
for our Resident Involvement
newsletter or the Group’s Open
Door newsletter.
For any quotes, articles or
pictures provided, you will be
asked to sign a Media Release

Bill Collins told us why he
gets involved: “If it wasn’t
for the staff where I live, I
would not be in a position
where I could get involved.
“For all of the projects,
involvement lets me use my
experience to help others.”

Need help?
For help with translation, or if large type,
Braille or a taped summary would be useful,
please contact your local service centre:
www.shgroup.org.uk/servicecentre
or call 0300 303 1628.
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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

