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Southern Housing Group is a business with social objectives, 
passionate about the difference we can make to our residents’ 
lives. We house around 77,000 residents, own and manage over 
30,000 homes and work with more than 40 local authorities. In 
the last year we launched Southern 360, a new arm of Southern 
Housing Group which brings together our Independent Living 
for Later Life schemes, our Community Investment activities and 
our Supporting Independence and Care services. Southern 360 
has been created to strengthen our ongoing commitment to help 
improve the lives of our residents across all ages and communities. 
It will help us raise our voice on matters of importance to our 
residents and communities and to push for positive social change.

Governance and oversight are delivered through our Community 
Investment and Care Committee, ensuring that we develop 
projects and services that meet that needs of our residents in the 
best possible way. The Community Investment Team lies at the 
heart of our social purpose. Our fundamental objective is to create 
opportunity and tackle disadvantage, improving the lives of our 
residents and the communities they live in.

Over the past two decades we have delivered a highly successful 
Community Investment programme, supporting tens of 
thousands of residents in that time. Key to our success has been 
our commitment to being highly flexible and responsive to our 
residents’ needs. We work closely with our residents to ensure we 
understand their priorities. We closely monitor the ever-changing 
external operating environment, and continually adjust our 
operating model, tailoring our services as circumstances demand.

In recent years, a significant focus for us has been supporting 
residents through the challenges faced by welfare reform, austerity 
and unemployment. These issues will remain priorities for us. 
Covid-19 is an unprecedented challenge for our communities, and 
its legacy will pose challenges for years to come. It is suggested 
that residents in social housing may be disproportionately 
impacted by the pandemic, and we will work hard to help them 
overcome the difficulties they encounter. New ideas and new ways 
of working are needed in the post-pandemic world, and we will 
deliver our services in ways that maximise the support we can offer 
our residents reflecting this changed environment.

We have a strong track record in developing projects and services 
which are responsive to the needs of our residents and that reflect 
the external environment. In the pages that follow you will find 
some of the outcomes our team have achieved in the last year.  
We are proud of them and we are committed to achieving even 
greater results in the future.

If you would like to find out more about our work or are interested 
in working in partnership with us please do get in touch.

Anabel Palmer,  
Community Investment and Care Director

community.investment@shgroup.org.uk or 0300 020 0549

Introduction
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Headlines, Facts and Figures

Financial
£3,632,991
Additional income 
generated
£209,249
Gained in  social 
value

Support
Approx. 4600 people  

supported through 
community investment 

services

Group  
Wide Grant
£426,453  
invested in residents and  
their communities 
benefitting over  
7307 people

Customer  
Satisfaction

100% satisfaction  
levels for Q4
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Customer Satisfaction

These scores were recorded across the whole year and came from 115 respondents.
In Q4, for the first time, the team achieved 100%.

Satisfaction Scores 19/20

98%

87%

88%

Overall satisfaction

Ease of interaction

Likely to recommend

4
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171 
volunteers 
supported

Community Connectors 
continue to grow, these are 

residents who are trained to take 
the lead in events and activities 

on their estate. This year we have 
added Charterhouse and Liverpool Rd 
to the list. Charterhouse arranged for 

their communal gardens to have a 
makeover and Liverpool Rd started 

art classes for the children on 
the estate.

171 volunteers this year 
doing a variety of tasks, 
including supporting the 
Many Sisters project and 
in a newly developed role 
assisting with Estate Care 

inspections.

2 of our  
volunteers have  

managed to secure  
paid work within the 

Southern Housing 
Group.

Volunteering5
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Employment and work placements

217

21102

6

Residents received 
employment  
support

Part time  
job outcomes

Formal  
training

Resident 
paid work 
placements  
at SHG

Our employment offer was reviewed during 
the year, with the service being moved from 
one-to-one advice work with tenants to a 
project and brokerage based approach. 

Roll-out began in the final quarter but was 
delayed due to the Employment being 
temporarily re-deployed in co-ordinating 
support to our vulnerable residents.

We offered 6 paid work placements in various 
teams across the group. Our work placements 
continue to deliver a positive impact on 
the lives of our residents who take up the 
opportunities. To date, the quality of residents 
who have completed work placements have 
either continued employment with us or 
secured employment elsewhere.

33
Full time  

job outcomes

6
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Digital Inclusion

96
Items of free 
kit provided 

96
Digital 
referrals 

51
People completed 

6 hours tuition

431
Hours 

delivered 

100%
Customer 

satisfaction

Feedback From Residents

96%
Feel that they 
can now use the 
internet

57%
Trust the internet for 
shopping, paying bills 
and other tasks

96%
Can complete 
forms online

100%
Were happy 
with the service 
provided

96%
Know how the 
internet can help 
them

52%
Can use the 
internet safely in 
a public place

7
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£423,756
Additional income 

generated by the Hotline

4130
Enquiries  
Handled

12%
Total % additional income 

generated by Hotline 
from team total 

Hotline Performance8
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Cost of the 
Financial Inclusion 

service is 

£532,829
Income generated is 

£3,529,465*

Cost benefit 
ratio 1:6

Financial Inclusion Service Performance

£3,632,991*
Additional income generated –  
North and South (£2,325,109 last year)
*£103,526 from East End CAB

1664
FSO referrals North (784) and 
South (880) (1460 last year)

Comparison of income generated for residents 18/19 & 19/20

18/19 19/20

9
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Social Value Highlights

Social Value – Direct Funding Contributions

An agreement is in place for all planned works contractors to 
provide 0.75% of the value of their contracts as social value.

Half of this percentage takes the form of direct funding to 
support Southern Housing Group commissioned community 
support projects.

The other half of the percentage is social value in kind delivered 
by contractors. This includes, but is  not limited to, jobs and 
training opportunities, handyman initiatives, renovation works, 
social inclusion activities on estates, etc.

£93,983
Five employment 

opportunities in the 
North Region 

£209,249 
of social value gained from 
Southern Housing Group’s 

supply chain over the year across 
a range of projects, activities and 

direct funding. 

Highlights include:

£45,580
Worth of handy person 

services, clear ups, 
gardening  and social 

inclusion activities 
provided by contractors 

in North and South 
Regions

£26,927 
Direct funding 

contributions from 
contractors to support 

Southern Housing 
Group residents

10
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11 Southern Housing Group Community Centres

Our 16 Community centres continue to be well used by our tenants 
and the wider community. 

Over the course of 2019/20, our centres:

Had

10,117
bookings, spread 

between 155 regular 
hirers and 262 one-

off bookings

Our centres were in 
use for a total of

40,941
hours over the year

The community 
centre usage rate was

38%     

12,136
people accessed 

our centres, of which 
9,075, or 75%, were 

Southern Housing 
Group’s tenants            
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Grant spend by Local Authority12

Local Authority
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13 Community Investment Grant Spending 

End of Year 
Spend total 

£426,453

£5,570
Education and  
training

£13,777
Financial  
Inclusion  
Fund

£18,579
Gardening  

Neighbours

£66,271
Making 
Lives Better 
Community 
Projects

£6,277
Employment 

Fund

£315,978
Making Communities  

Better Community  
Projects
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Projects Funded

IOW FOODBANK

£10k
BRIGHTON FOOD 

PROJECT

£6.75k
BAGS OF TASTE 

£6,952
GEORGE DOWNING BEE 

PROJECT 

£2,299

STOREROOM, IOW

 £10k
FURNITURE NOW, SUSSEX

£10k
WOKING FURNITURE 

PROJECT

£2.5k
SERVES COMMUNITY 
TENNIS PROGRAMME 

£1,402
COMMUNITY FUN DAY AT 

POLAR BATHS

£1,402

WEST WIGHT S&C 
COMMUNITY CENTRE

£10.5k
BABY BOX, IOW

£1k
OUR PLACE

£17,500
GOOD NEIGHBOURS 

SCHEME

£5,000
BARKING RIVERSIDE 
SUMMER ACTIVITIES

£4,450
IXWORTH PANTRY

£4,000

INCREASE, SOUTH

£15.4k
ONE PUBLIC SERVICE, IOW

£10k
YELLOW BRICK RD

£6.8k
KENT JOB CLUBS

£6.5k
PUBS, PORTSMOUTH

£6.2k
SUIT YOURSELF, IOW 

£4.5k
EAST END CAB

£15,000
EAST VILLAGE FI SUPPORT

 £6,240

TUTORS UNITE

£10,000
PROSPEX YOUTH SUPPORT 

£9,000
MOLE ON THE HILL 

HOLIDAYS CLUBS AND 
AFTER SCHOOL SERVICES 

£18,500

MUDDY BOOTS, IOW

£11,833
BODSTER, IOW

£5.9k
KENNEDY SCOTT 

LONDON

£46.7k 
HACKNEY RESIDENT 

TRAINING

£3738
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Partnership 
Projects
The following pages highlight some of the 
projects that we have invested in and the 
impact they have had.

We have selected a range of projects 
covering different thematic areas and  
target groups.

15
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Impact
Over the last financial year, the project has supported the 
following people and households:

The above figures represent an increase in people supported of 1146 on 
the previous year (22% increase) .

Project Summary

Isle of Wight Foodbank

The Isle of Wight Foodbank is based in Newport with smaller hubs spread 
out across the Island.

The Foodbank cater for approximately 162 Southern Housing Group households 
a year and their services are in constant demand. As well as supplying food, they 
also have a large selection of second-hand clothing available from their Newport 

base. Last financial year we awarded £10,000 to the project to help them 
purchase a new delivery van so they can maintain and grow their island wide 
deliveries and include more fresh food with their supplies.

16

Households Adults Children Total Fees

Total Number 2554 3815 2398 6213

SHG 162 218 87 305
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Social Value – Direct Funding Contributions

Project established to provide free digital skills 
training and support to residents through a national 
training provider. This includes a funding stream to 
supply people with refurbished laptops and tablets 
which they can access prior to receiving their 6 
hours of free training. Training is delivered on a 
121 basis in the 
residents home 
or a venue of 
their choice.

Impact
Over the last financial year, the project 
has supported 96 residents with 121 
support and training, delivering 431 
hours of tuition.  
The 96 residents have developed their 
skills and confidence in a range of areas 
as seen in the table on the right.

The top five functions, residents 
wanted to explore during the 
training were:

1.  Using search engines to find 
information.

2. Creating and using email.

3. Visiting SHG website.

4. Filling in forms (particularly UC).

5. Creating documents.

Improvement rates

Understanding a computer 60%

Using a search engine 74%

Using emails 75%

Online forms 83%

Searching for work online 65%

Accessing HA website 138%

Project Summary

We Are Digital
17

Using the HACT SV calculator, this project 
delivered £1,140,216 in social value, 
through increasing residents confidence, 
getting them online, providing job related 
training and providing channel shift 
savings. 

”I learnt a lot  
in Excel, Word 

and Outlook. I really 
gained the confidence 

and look forward to 
getting a proper job.  
I have already made  

the step to volunteering.  
I feel this is the 

beginning  
for me.”
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Objective
Project commenced due to high levels of debt amongst 
customers who had difficulty accessing specialist face 
to face debt support agencies in Greater London –This 
relates to specialist advice SHG staff are unable to 
provide.

Project Summary

East End Citizens Advice Bureau Debt Advice 
18

Reduced chances  
of eviction/prevention  
of court action amongst 
referred customers

13  
customers

62
households  
accessed the service  
in 2019/20

Additional 
income to customers 

generated (other benefits, 
grants, debts written off)

£108,320

Improved payment 
behaviour amongst 
referred customers 

100%  
success rate

Additional  
income to Southern 

Housing Group generated 
as a result of CAB support 

£35,079
(HB & DHP)
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Impact
All supported customers surveyed 
have told us that due to the 
project:

•  100% find it easier to talk to 
people and ask for help.

•  100% feel more in control of 
their life since joining the project.

•  100% feel much happier since 
joining the project.

Objective
Funded programme to provide specialist tenancy support to households with 
multiple and complex needs in London. Needs include mental and physical 
health issues, drug and alcohol problems, domestic violence, ASB, hoarding 
and other tenancy related problems. 

Project Summary

Kennedy Scott Tenancy Sustainment

Priorities
•  Helping customers sustain 

tenancies 

• Tackling poverty 

•  Improving health and wellbeing 

•  Supporting neighbourliness and 
communities

19

30,768
financial outcomes 

(benefits, grants, 
debt written off)

Across the  
board reductions 
in tenancy related 
problems 

Increased access 
to external 
support 

Increased access to 
financial inclusion 

and benefits 
support

Decreased 
demand 
on housing 
management 
resources 

33
households 

supported in 
2019-20

Increased  
access to health and 

wellbeing support 
services
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Impact
•  71 households benefited –  48 of them SHG 

•  Tenants have access to low cost good quality 
food in an affluent area where low cost food 
outlets are few

•  Tenants access non-judgmental food support in 
a dignified manner

•  Pantry enables residents to access a range of 
additional support services

Priorities
•  Pilot food insecurity project set up on the Ixworth Place estate in Kensington 

and Chelsea

•  Involved setting up of a low cost food pantry on the estate

•  Partnership formed with Clarion, Guinness and the St. Giles Trust

•  SHG repairs contractor Wates under social value converted a disused laundry 
room into the pantry

Project Summary

Ixworth Place Food Pantry 

Objective
To enable SHG customers to access low cost food in a dignified way.

20
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Impact
By the end of March 2020, nearly 50 women had signed up to the project.(As of 
May 2020 nearly 100 women have signed up) 

Priorities
The project is collating invaluable information on the support needs and engagement 
barriers of communities in the three boroughs. This information will be externally 
published at the end of the programme, and will help inform delivery of future 
projects, both by SHG and other organisation’s.

Objective
The purpose of the project to deliver financial resilience support to 500 
BAMER women in Hackney, Newham and Tower Hamlets over two year, 
up to August 2021.

After a period of project feasibility, scoping and design work the 
programme started full delivery in the final quarter of 2019/20, but 
the impact of Covid-19 has meant the service is being redesigned for 
remote delivery.

Project Summary

Many Sisters
21
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Impact
The week long course attracted 74 people, of whom 23%  
were social housing residents. 

The course generated the following outcomes:

•  44% of participants started trading within 3 months of  
the course finishing

•  26% of participants actually made sales during the week  
long course

•  94% of participants attended every day 

•  Estimated Social Return on Investment £495,363 p/a  
(based on average earnings and reduction in benefit claims)

•  Confidence of those attended increased by 70%

•  Happiness of participants increased by 47%

•  Self Efficacy of participants increased by 65%

•  Business Skills improved by 60%

The Pop Up Business School is aimed at supporting people into self 
employment, by teaching them ‘how to make money doing the things 
they love’. They run courses all over the world and last year ran 39 
courses, supporting just under 3000 people and helped establish 967 
new businesses.

This project was led by SHG with Sovereign and IOW Council joining as 
partners. The cost of the project was £16,000, with SHG contributing 
£10,000 and the remaining £6,000 levered from the partners. The 
success of this course has led to plans for a two week, more in-depth 
course this year, with partners contributions rising to £15,000, with 
SHG funding remaining the same.

Objective

Project Summary

Pop Up Business School, Isle of Wight
22
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