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FOREWORD

Our residents and customers have told us that 
they want to be heard in different ways and that 
we must find better and more inclusive ways to 
listen, engage and empower them. This Strategy 
redefines our involvement offer. It provides 
new ways to improve our understanding and 
relationship with our residents and customers 
and ensures that we hear as many of their voices 
as possible.

We recognise that people who live in our  
homes are both residents and customers and 
we will use these terms throughout this strategy 
to reflect the unique relationship we have with 
them. In addition, residents told us, during our 
involvement events, that it was important to 
them that we acknowledge them as residents  
in our communications with them.

In developing this strategy, we offered 
everyone the chance to tell us how they would 
like to be involved. We did this in different ways 
including consultation events, the completion  
of both online and postal surveys and face to 
face interactions.

We listened to what our residents and customers 
wanted and are proud their voice has helped 
shape this Strategy which has been co-produced 
by residents and approved by both our Board and 
our new Customer Scrutiny Panel.

BACKGROUND

Following the tragedy of Grenfell Tower, the 
Government published the Social Housing Green 
Paper in recognition of the importance of the 
voice of the customer being heard properly by 
their landlord. The Green Paper focused on and 
addressed the concerns of residents around 
stigma, landlords not listening and improving 
response times to complaints. Our strategy will 
address these issues ensuring the voice of the 
resident is heard throughout the organisation.

The Green Paper also raised important questions 
about trust and accountability, and we want 
to respond to these. We want our residents to 
have better experiences when communicating 
with us and we are adopting the approach of 
the National Housing Federations (NHF) Together 
with Tenants campaign. This is a sector-wide 
initiative which focuses on strengthening the 
relationship between tenants, residents and 
housing association landlords. The NHF, after 
consultation with tenants and residents have 
identified four actions that they consider are  
key to achieving this:

•  A review of the code of governance for  
the Board to ensure greater accountability.

•  A new Together with Tenants Charter.

•  Tenant and resident oversight and reporting  
of progress against the charter. 

•  Giving tenants and residents a stronger 
collective voice with the Regulator. 



4

Southern Housing Group Resident Involvement

RESIDENTS’ PRIORITIES

During the summer of 2019 we visited over  
50 estates and neighbourhoods across the  
Group to ask our residents and customers  
what was important to them. We spoke to over 
450 residents through surveys and face-to-face 
meetings and received over 1000 comments.

We were told very clearly that resident and 
customers priorities were:

•   Improving our communication – you  
want us to communicate in an easy way  
and to respond when you contact us.

•   Respect – you want us to listen to you,  
be visible and take ownership of issues that 
impact on you and your communities.

•   Improving our repairs service – you told  
us that it is important that you have a say  
in repairs carried out in your home and that 
they do the job right first time.

These priorities are clearly aligned to the 
standards within the Together with Tenants 
Charter as set out below:

• Relationships – housing associations will  
treat all tenants and residents with respect  
in all of their interactions. Relationships 
between tenants, residents and housing 
associations will be based on openness, 
honesty and transparency. 

• Communication – tenants and residents will 
receive clear, accessible and timely information 
from their housing association on the issues 
that matter to them, including important 
information about their homes and local 
community, how the organisation is working 
to address problems, how the organisation is 
run, and information about performance on 
key issues. 

• Voice and influence – views from tenants 
and residents will be sought and valued 
and this information will be used to inform 
decisions. Every individual tenant and resident 
will feel listened to by their housing association 
on the issues that matter to them and can 
speak without fear. 

• Accountability – collectively, tenants  
and residents will work in partnership with 
their housing association to independently  
scrutinise and hold their housing association 
to account for the decisions that affect their 
homes and services and the quality of the 
homes and services they provide. 

• Quality – tenants and residents can  
expect their homes to be good quality,  
well maintained, safe and well managed. 

• When things go wrong – tenants and 
residents will have simple and accessible routes 
for raising issues, making complaints and 
seeking redress. Tenants and residents will 
receive timely advice and support when things 
go wrong.
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OUR APPROACH TO RESIDENT INVOLVEMENT

We are committed to offering the highest level of involvement to our residents and customers and  
will continue to work in partnership to become an organisation where involvement is fully embedded 
and working towards co-creation of services so that it becomes the norm rather than the exception.

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
We are creating opportunities to involve residents at local neighbourhood, estate and community 
levels through to involvement at a governance level. This will enable residents to choose the level  
of involvement they want; at the time they want and in the services that are important to them.

We recognise the need to ensure that involvement is embedded across the whole Group and is seen 
as everyone’s responsibility. The Involvement Team plays a key role in terms of delivering involvement 
activities and in supporting and facilitating other services and teams to deliver involvement activities. 
However, we are clear that fundamentally involving residents is everyone’s responsibility.
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This framework below will embed resident engagement in our governance structures and 
across the whole Group and is aligned with the Group’s Values and Corporate Plan.
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OUR CORPORATE PLAN 

Our Corporate Plan for 2020 – 2023 identifies key Strategic Objectives which guide the Board  
in its decisions and encapsulate the priorities of the organisation. Our strategy has strong links  
to the Corporate Plan and reflects the central role which resident involvement plays in delivering  
our objectives. 

The five key themes identified in our Corporate Plan are:

Homes

•  Ensure all our residents have 
a decent, safe home

•   Invest more in maintaining 
and modernising our homes

•  Provide more homes in  
the areas we work

•  Ensure our homes are 
sustainable, affordable  
and energy efficient

Customers

•   Listen to our customers, 
developing trusted 
relationships

•   Be easy to do business with
•  Excel at customer service
•   Provide excellent care and 

support services to people 
that need them

Communities

•   Invest more in creating 
sustainable estates and 
neighbourhoods that people 
are proud to live in

•   Improve the lives of 
our residents and their 
communities

•  Work with our local  
partners to improve our 
residents’ communities

People

•  Be a place where colleagues 
are proud to work

•  Be a supportive, inclusive, 
diverse and equal 
opportunity employer

•   Create a high-performing 
culture that supports our 
people to grow

Resources

•  Provide value for money 
services to our customers

•  Remain financially stable  
and well-governed

•  Create financial capacity and 
use it to provide more homes

•  Get fit for our digital future
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OUR COMMITMENT  
TO RESIDENTS

Our Corporate Plan reinforces our commitment 
to listening to our residents. Involvement is 
not a box ticking exercise. It is fundamental to 
improving and delivering services that impact  
on residents, your homes and your community.  

Our commitments are closely aligned to the 
themes within our corporate plan and are a key 
objective for us.

Through the implementation of this involvement 
strategy we will:

•   Show Respect (theme - Customers, 
Communities)

•  Be Accountable (theme – Customers)
•   Work Together (theme – Customers,  

People & Communities)
•   Be Inclusive (theme – Customers)
•   Be Transparent (theme – Customers)

Show Respect – we will demonstrate that  
we value residents and that their views matter

•  Getting the basics right by ensuring that  
when we contact residents we have the  
right information

•   Target our engagement offer so we hear  
all views

•   We will demonstrate that we value opinions by 
creating local opportunities that are important 
to residents

Be Accountable – we will listen to and take 
appropriate action from the resident voice

•   We are committed to shaping our services  
to meet the needs of our residents

•  We will demonstrate our willingness to change 
and will provide you with opportunities to hold 
us to account when we get things wrong

Work Together - we will embed co-creation 
across the Group

•  We will upskill our staff and residents to 
improve joint working to develop the services 
that matter most

•   We will provide the right information to  
allow residents to work with us to review  
and develop new and existing services

•   We will demonstrate that customers come 
first and strive to build a culture of working 
together on services that impact our residents

Be Inclusive – we will provide the right 
opportunities, in the right way, to allow residents 
to influence services and have their say

•  We will develop new ways to involve residents

•   We will ensure that residents are involved at 
every stage of a process

•   We will work with residents to reduce the 
barriers to getting involved

Be Transparent – we will communicate  
with residents on the things that are important  
to them

•   We will keep you informed of decisions that 
affect you and the services we deliver to you

•   We will tell you when we have changed a 
service because you have told us it is not right

•   We will make it easy for you to tell us when 
things are not going well and will work with 
you to put it right



9

HOW WE DO WE KNOW WE HAVE MADE A DIFFERENCE? 

Our scrutiny will be the key to holding the organisation to account and ensuring that we do what we 
say we will do.  

These are the key measures that we will use to assess the impact of our strategy and our commitment 
to listen to residents:

•   Increased satisfaction that residents’ opinions are taken into account
•   Demonstrable learning from complaints leading to improvements to services
•   External accreditation for involvement
•  An increased number of residents involved
•  Having a diverse range of involved residents
•  Providing a variety of engagement opportunities 

OUR VALUES 

The Group has three simple values: 

WE DO THE WE DO THE 
RIGHT THINGRIGHT THING

WE WORK WE WORK 
TOGETHER TOGETHER 

WE GET WE GET 
THINGS DONETHINGS DONE 

We do the right thing, for 
our customers and their 
communities, always focusing 
on how we can serve our 
purpose, to provide more, high 
quality homes across a range of 
tenures, and always challenging 
what we’ve always done to find 
a better way. 

We work together, with 
our customers, colleagues, 
contractors and partners –  
to achieve more than we could 
by working alone. By talking and 
listening and sharing, we work 
as a team, to stay a step ahead 
and bring everyone with us.

We get things done, doing what 
we say we will, finding solutions 
and making things happen for 
our customers and communities.

We live by our values all of the time. Not because we’re expected to, but because we want and need 
to. We know that’s what is right for our customers and the places they live.



Johanna:

Isle of Wight, Hampshire, 
Berkshire

Email: Johanna.Winch@
shgroup.org.uk

Mobile: 0759 302 1140

Contact us
Paulina:

London, 
Greater London

Email: Paulina.Cumbicus@
shgroup.org.uk

Mobile: 0751 798 8065

Steve:

Essex, Kent, Sussex  
and Surrey

Email: Steven.Martin@
shgroup.org.uk

Mobile: 0779 627 4648

Email:             Resident.involvement2@shgroup.org.uk

Web page: www.shgroup.org.uk/your-home/resident-   
                      involvement/current-resident-opportunities/

Facebook: www.facebook.com/southernhousing

Instagram: @shgroupuk

Twitter: @SHGroupUK
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