Southern Housing Group Resident Involvement

You Said, We Did
You Said: ‘We would like to be involved
in projects from the beginning.’

You Said: ‘We would like to understand
how the Group make decisions’.

One Year Review - New Online
Repair Service Consultation

Procurement of resident services

by Marc Merry
(Resident Steering Group member)
I decided to get involved with the IT project
because I wanted to help make it useful and
accessible for everyone. I have an idea of how
I think a computerised service should work and
feel and I was interested to give my feedback
regarding the new IT portal. The earlier we get
involved with projects the more chance we
have to make sure they work for all residents.
  
For me, the most enjoyable part has been
seeing the project develop over time and
seeing some of our suggestions being used.
I like getting involved in the testing to try to
break the system and find the faults. I also
like giving my input towards improving the
online service, ensuring it is useful for everyone
and easy to use. I enjoyed the online focus
groups as it is often easier to understand
someone’s tone of voice face to face, rather
than over email or text, when you can see
and hear them. This is especially the case if
you are criticising someone’s hard work.  
  
By receiving regular feedback from our
suggestions and input during the course of the
year, it helped us to move along with the project
and keep us up to date with all its stages. It was
fun and useful to see the work in progress.
In the end it looked very good and professional.
The New Online Repairs Service is due to go
‘live’ in the DW Maintenance service contract
area this spring.
Repairs web page
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By Mr G
   
I have been involved in the Tree Strategy
and Careline Procurement projects.  
For the Tree Strategy, there was not enough
time between receiving the tender (bid)
documents and providing feedback. We asked
for documents provided to the tenders to
be shared with us, to help understand the
contractors’ responses. There were 11 tenders
in total.   
  
We were asked to score the question for
customer engagement. We did meet with
representatives from the Project Team to
compare scores, but I would have preferred
to have discussed the scoring with all of the
Project Team.  
  
For the Careline review, I met the Project
Team to discuss my scores and theirs for the
questions I was asked to review with them.
If I didn’t understand any of the terms in the
documents, the team were on hand to explain.
This enabled us to give a collective score.  
  
At the interview stage, I was able to give
my feedback on behalf of residents that may
use this service. I read the Careline Project
Report beforehand.
As a panel, we scored every question
and reached a decision together as to
which contractor out of the two reaching
the interview stage was the preferred
one. It was also lovely to meet other
Southern Housing Group managers
involved in Procurement online via Zoom.
This helped me put a face to the name.
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The Tree Contractor Evaluation Team
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Members formed the Evaluation Team
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Residents

Contracts Manager

Head of Property
and Maintenance

Director Estate Services

When requested, supporting documents
were provided by the Tree Strategy Project
Team. All members attending the feedback
session were pleased with the information
shared and supportive of the decisions
reached. You can read the reports for the
Tree Strategy ‘Current process’ review and
‘Procurement evaluation’ here here.
Read report

Our web pages are updated every
two weeks featuring Involvement
opportunities and Project updates
available between each edition
Resident Involvement web page

You Said: ‘We would like services
to be more accessible’.

Digital Customer Portal ‘Me & SHG’
In December 2020 and March 2021,
residents were invited to look at a demonstration

of possible changes that could be made to the
Digital Customer Portal. The IT Project Team were
aware that the look, feel and the accessibility of
the portal were reasons why some residents did
not use the service.
At the start of the focus group in December,
only one resident out of the six attending used
the current ‘Me & SHG’ portal.
At the end of the focus group, all six residents
said they would use the upgraded version and
would recommend it to other residents once
their suggested changes had been made.
The new online repair service, account and
tenancy information, will all be able to be
accessed via the customer portal.
With the first of the upgrades due to go
live this spring, the IT Project Team wanted
to gain feedback from residents on the
changes made.
Additional focus groups will be arranged this
year to give feedback on further improvements
to the portal. A link to the portal will be provided
in the next newsletter.
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Project updates
Updates on further projects

Fire and Building Safety
The Customer Involvement Team has started to
work with our colleagues in the Building Safety
and Fire Safety Teams. To meet our obligations,
some aspects of the required work need to be
undertaken quickly and have resulted in reaching
out to residents at short notice to ensure there
is involvement.
Fire Risk Assessment (FRA) Templates
Resident Reviewers who are also interested in
Estate Inspections were asked to review the
look, feel and readability of the current FRA
templates. The assessments are used to identify
any potential building hazards and set out how
these risks will be managed. We have shared
residents’ feedback about communication needs
with the Project Team.
Building & Fire Safety Procurement Strategy
In January residents attended a focus group
presentation of the Building and Fire Safety
Procurement Strategy with the Groups’ Fire
Safety Manager and Interim Head of Building
Safety. Both responded to residents’ queries.
We are currently assessing and identifying
fire safety works on all of our buildings.
The Fire Safety team are committed to
communicating with residents. However,
that’s not always possible due to the urgency
of works required to keep residents safe.
The team wanted to apologise to residents if the
urgency to complete the work prevents them
from receiving effective communication.
The recommendations are currently being
reviewed by the Project Team to see what
changes to the Fire Risk Assessment can
be made.
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Current performance
In March, residents were asked what worked
well and not so well when contractors undertook
building safety and fire safety works to blocks
where they live.
We used some of the residents’ feedback from
the Building and Fire Safety Procurement Strategy
to form questions for this consultation. We will
provide a further update in the next edition of
the newsletter.
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What is Sustainability?
Sustainability means meeting needs of the
environment using fuels such as electric instead
of gas, in addition to looking at how we can all
use less fuels in our daily lives.
Everyone can play a part and the Group would
like residents’ help in understanding how this can
be communicated. The governments’ aim is to
be carbon neutral by 2050. Southern Housing
Group would like residents to help them create
a Sustainability Strategy.

Resident Groups
In March residents interested in being
involved in the Home Owners, Mental Wellbeing,
Physical Wellbeing, LGBTQ+, Ethnic Minority
(BAME), Older Persons, and Younger Persons,
groups were sent a copy of the Terms
of Reference and Code of Conduct for review.  

It is the Groups’ responsibility to ensure residents
are consulted with prior to and during works to
their homes.
Residents will be invited to get involved and
involvement opportunities will be shared on our
web page.

This followed the outcome to the feedback
we received about how to set up the groups
and what their priorities should be.
As reported in our winter edition of the Resident
Involvement newsletter, residents interested in
these groups are already being invited to projects.
Read report

Corporate Plan
The Groups’ corporate plan sets out the
goals for the next three years. There has
been a huge amount of change over the
last year.
As a result, we are fully reviewing
our corporate plan and wanted to involve
residents in developing our priorities.
We arranged two online focus groups for
residents. These were led by the Strategy &
Policy Team.
We will provide an update to this project online.
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Involvement
opportunities
Involvement opportunities

   

Resident Involvement
Newsletter Survey
This newsletter was created to ensure residents
who informed us they wanted to get involved,
were kept informed about ways to participate
in ongoing or new projects.

Why I get involved
By Mr G

We are working on a training programme
for involved residents, including Fire Safety.
If there are training courses that you would
like to see Southern Housing Group provide
please let us know.

I decided to get involved with the procurement
project to gain more skills and improve my
employment prospects and put another feather
in my cap. It has also helped me to update my
CV. I found the procurement training with Tenant
Participation Advisory Service to be very clear and
delivered in a pace to understand for someone
that was new to reviewing contracts.
  
I have also been able to use skills from my own
new administrative qualification to proof-read
documents. This has helped me to look through
tenders (bids) from contractors and score them.
Using these skills, i was able to highlight and
bullet point key information provided by the
contractors. I then shared my feedback to the
Project Team as to why i gave my project scores.

Scrutiny and Steering

Community Connectors

We are recruiting to our resident Scrutiny
and Steering Groups.

Do you have a project in mind for your local
area? Perhaps you are unsure of how to get
started and where to go for advice?

One Year Newsletter Anniversary
A year on, we would like all of our
digitally involved residents to let us know
what you like and what you feel would
improve the newsletter.
Survey

Newsletter library

Resident Training

If you are interested in getting further involved
on a regular basis and taking part in online
meetings, please get in contact with us to find
out more.
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If you were wondering what
the benefits of getting involved
were, here is what one resident
has told us :

The Community Connectors project offers
training and support for residents who want
to work with their community and improve
their surroundings. From risk assessments to
project templates, the Community Connectors
Toolkit provides you with all the information
to get started. Click here to learn more:
communityconnectorstoolkit.co.uk
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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/resident-involvement/

Facebook:

www.facebook.com/southernhousing

Instagram:

@shgroupuk

Twitter:

@SHGroupUK

