


2

Southern Housing Group Resident Involvement

You Said, We Did
You Said: ‘Improve the Resident 
Involvement Web pages’ 
 
In August we asked residents to test the Resident 
Involvement webpages and tell us what they 
thought of the look, feel and readability of them 
and how easy it was to find information.

We received a number of recommendations from 
the survey and online focus group and we are 
now making improvements to the webpages 
based on these. The changes will make it 
easier to find out about current involvement 
opportunities and details of previous projects.

If you would like more details, email  
Resident.Involvement2@shgroup.org.uk

You Said: ‘Tell residents when articles 
include their region or tenure.’

Our articles update residents about previous 
or current resident involvement opportunities.  

Residents have told us that they would like to 
know when these articles relate to their local area 
or tenure type.

Most of our involvement opportunities impact on 
residents across the whole of the Group and we 
make sure that we invite residents across all tenures 
and regions so that feedback is representative and 
recommendations for improvements benefit as 
many residents as possible.

Where involvement projects are specific to a local 
area they will be featured under the heading of 
‘Local Projects.’

You Said: ‘Involve Younger Residents’

We are currently working with Southern 360 
(Community Investment) to produce a ‘Younger 
Persons Strategy’. We will be contacting 
residents interested in the Younger Persons 
Specialist Advisory Panel to involve them in the 
development of the strategy

mailto:Resident.Involvement2%40shgroup.org.uk?subject=
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 64  
Residents responded online 

 48  
General needs 

 4  
Leaseholders 

CCTV Survey

 6  
Shared Ownership 
 

  7 
Unknown 

Project updates

CCTV Survey
 
By Claire Naylor CCTV Project Manager

‘In line with GDPR (General Data Protection 
Regulations) 2021 requirements, changes need 
to be made to the CCTV currently in place 
across our estates and the way we undertake 
future installations. We need to carry out risk 
assessments before we install CCTV and also  
on CCTV already installed.

In Summer 2021, residents were invited to 
complete a survey to give feedback about  
the use of CCTV and the positive and negative 
impacts it can have on their communities.

Residents’ feedback will be used to help  
develop our CCTV policy and procedure.  

 
Some of the Improvements being made include:

• Limiting access to CCTV footage to key staff
• Sharing footage with organisations that hold 

Data Sharing Agreements
• Retaining data for a set period in line with UK 

GDPR 2021
• Providing a cost-effective annual maintenance 

service for the CCTV to ensure value for 
money in the longer-term’

Residents who live in areas with CCTV or have 
requested CCTV are being invited to take part 
in workshops to look at how CCTV is used and 
could be used.

All  
Regions participated
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IT Project Team

Southern Housing Group are working to improve  
the resident experience when using the digital 
Customer Portal. We have been working with the IT 
Team to understand residents’ needs and priorities. 

Residents have so far been involved in: 

• One to one online chats
• An online survey to understand residents’  

use of services
• Testing a new portal feature –  

uploading supporting information to change 
tenancy details

The Customer Involvement Team have also 
shared relevant feedback from other involvement 
projects to help shape and improve this service. 

Domestic Abuse Communications 

By Brea Attrill– Safeguarding and Domestic 
Abuse Project Officer

‘We are working towards our Domestic  
Abuse Housing Alliance (DAHA) accreditation.  
The accreditation has various standards that  
we need to meet. One of the standards is  
how we raise awareness of Domestic Abuse  
in our communities. 

In addition to our website page, we wanted 
to create information for residents that can be 
placed in communal areas and public spaces. 

Poster review

‘We asked Resident Reviewers to look at a 
poster designed to raise awareness. It provides 
information on where to find help if a resident 
or someone they knew had or was experiencing 
Domestic Abuse.

The following recommendations have been  
taken forward: 

• To include the number for the Safeguarding 
team on the leaflet 

• Add a ‘language box’ to let residents know 
they can receive a translation of the leaflet

• Look at the colours of the poster to make it 
bolder and clearer 

We plan to have the final version of the  
poster signed off and printed by the end of 
October. You can expect to see the poster  
in your communal areas from November.  

Thank you to everyone who was able to  
get involved.’

Information if you have a concern 

For more information, including a series of 
podcasts, visit our website page, What is 
domestic abuse? (shgroup.org.uk).  

If you have a concern, you can report it here 
Report a concern to us (shgroup.org.uk),  
by contacting our Safeguarding Team,  
0300 200 538 or by calling the National Domestic 
Violence Helpline number (free phone 24 hours  
a day) on 0800 2000 247.
 
A resident reviewer told us:

“I decided to give feedback on how the domestic 
abuse leaflet could be more eye catching and 
readable, because it is so important that anyone 
in this situation knows where to go for help and 
who to reach out to.”  
 
                                            -  Miss M Folkestone

https://www.shgroup.org.uk/your-home/domestic-abuse/what-is-domestic-abuse/
https://www.shgroup.org.uk/your-home/domestic-abuse/what-is-domestic-abuse/
https://www.shgroup.org.uk/your-home/domestic-abuse/report-a-concern-to-us/
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Specialist Advisory Panels

During the summer we held our first Specialist 
Advisory Panels (SAPs) that were attended by 27 
residents. Through feedback, residents identified 7 
areas of improvement for the Group to consider:

• A single point of contact for residents 
• Health and Safety in homes  

and neighbourhoods
• Involving residents in the procurement  

process of contracts, 
• Stigma between different tenures and  

towards residents in social housing
• Digital exclusion
• Improvements to digital communications
• Improvements to all communication 

SAP members are meeting again this Autumn.  
We will be working with the SAPs to identify the 
top 3 priorities for residents’ from the list above.
SAP recommendations relating to individual local 
problems have been actioned and responded to. 

All feedback from SAPs is shared with Southern 
Housing Group diversity network groups and service 
areas for consideration and action where appropriate.

Scrutiny

In September, the Resident Scrutiny Group (RSG) 
met with the Head of Building and Fire Safety as 
part of their scrutiny of SHG’s management of Fire 
Risk Assessments and actions identified from these. 

The RSG are reviewing performance data and 
meeting with key staff to identify if there is 
a case for further scrutiny or if there are any 
recommendations to be made to the Building 
and Fire Safety team at this stage.

Residents can request a review by the Resident 
Scrutiny Group for an area of service they do not 
feel meet expectations. If you want to find out more 
about scrutiny of services or are interested in joining 
the Group, contact your local Customer Involvement 
officer for more information. 

Planned Maintenance

In September, we asked residents to help  
the Planned Maintenance and Cyclical  
team review the satisfaction surveys residents 
complete when works are undertaken.

Residents were asked the following:  
When they would like to give satisfaction 
feedback,  who should ask the questions - 
Southern Housing Group, the Contractor 
responsible for the work or an independent  
party - and if residents were aware of  
the impact their feedback made to the 
performance of the contractors.

Residents with language needs were able to 
answer the survey in their preferred language 
using a translator. 

Helen Day, Planned Support Manager told us: 

‘The meeting went well with our invited residents 
on Zoom. We were able to ask our questions to 
help formulate the new process for our Satisfaction 
Survey. It is really important that our residents 
have an input into how our services are run. We 
can ensure that any improvements suggested are 
included in how our surveys are conducted.’
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Block and Estate Noticeboards

Residents interested in Estate Inspections were 
asked to inform us of the following:

• If they have a noticeboard
• If the noticeboards contain details of the 

frequency and areas of cleaning, gardening 
and trees to be maintained

• The date of the last inspection sheet on the board
• If the board informs residents how to  

contact services

We will be sharing recommendations from this 
survey with Estate Care and other services. It will 
also help us with the development of the role of 
Estate Inspectors.

Building and Fire Safety

Why I get involved
By S Sefton

‘I was aware of the national ‘cladding issue’ 
but had no idea that our block of 36 Shared-
Ownership flats - part of a new mixed-tenure 
development in West Sussex - also had external 
cladding. Our building is under 18 meters tall  
and the Government’s draft Safety Bill did  
centre around buildings over 18 meters tall. 
The legislation is continually being reviewed  
by the Government.

When the Fire Service realised that part of our 
building was seven stories high, they carried 
out an initial fire safety inspection. We are now 
awaiting a Type 4 (in-depth fire risk assessment) 
on our block. 

Following regular contact with the Groups’ 
Building Safety team, including an online meeting 
with the Senior Building and Fire Safety Manager, 
a web-based microsite for our building has 
been provided. This is used to access fire safety 
information from Southern Housing Group.

I decided to attend Building Safety involvement 
meetings to find out more about what the Group 
was undertaking for blocks such as mine. 

I also wanted to share the information that 
myself and other residents had researched  
in order to help other residents at the Multi-
Storey Panel meetings.’

Local Projects
By S Sefton

Forming a Tenants Resident Association  

‘I decided to form a Tenants Resident Association, 
in part for the Building Safety problems we are 
experiencing and due to the difficult relationship 
with our External Managing Agent (EMA). We 
are working together with the private residents 
and EMA to improve our relationship.

We are relying on the expertise and hard work of the 
Building Safety team to guide us through this difficult 
time and are hoping for some good news soon.’

At the initial meeting to vote in the Committee, 
an officer attended online to provide guidance to 
members. Residents attended in person and online.

The meeting was also attended by Stuart Barrow, 
Building Safety Manager, to answer residents’ 
questions about Building Safety legislation and 
fire risk assessments.’

The responses to the Frequently Asked Questions 
raised during Building and Fire Safety Involvement 
projects can be found here: Resident Focus 
Groups on Building Safety (shgroup.org.uk)

https://www.shgroup.org.uk/your-home/building-safety-and-government-advice/resident-focus-groups-on-building-safety/
https://www.shgroup.org.uk/your-home/building-safety-and-government-advice/resident-focus-groups-on-building-safety/
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Involvement 
opportunities
 
   
CCTV Workshops

We are arranging focus groups with residents to 
discuss the Group’s CCTV obligations. These will 
be undertaken online and we are also exploring 
face to face sessions. Resident will be invited 
from across the different geographical areas  
and tenures.

If you would like to be involved in the focus 
groups to share your experience of the process, 
please contact Johanna.

The focus groups will take place over the  
winter period.

Specialist Advisory Panels

Younger Persons

If residents would like to get involved in  
helping us develop our Younger Persons Strategy, 
please contact Paulina to register your interest.

Please refer to the Contact Us page to speak 
to the named lead officer for each of the 
involvement opportunities featured on this page.

LGBTQ+ Community

We are reviewing our policies to ensure that  
we communicate with our LGBTQ+ residents  
in a way that is accessible and approachable.   
We want to make sure we are using suitable 
language and consider the needs of our residents 
from this community.

It is important for us to hear from our  
LGBTQ+ residents as part of this process to 
make sure your views and concerns are heard  
and acted upon.

We would like to hear from residents who would 
like to join the LGBTQ+ panel and help shape the 
services we provide to the LGBTQ+ community. 
Contact Johanna to find out more.

Pet Policy

We will be involving residents review our pet 
ownership policy. We will be looking at what 
pets are allowed Southern Housing Groups and 
residents responsibilities and commitments. 

If you have a pet in your home, asked us  
for permission or contacted us for other pet 
related matters and would like to get involved,  
please contact Paulina.



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

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.

mailto:Johanna.Winch%40shgroup.org.uk?subject=
mailto:Johanna.Winch%40shgroup.org.uk?subject=
mailto:Paulina.Cumbicus%40shgroup.org.uk?subject=
mailto:Paulina.Cumbicus%40shgroup.org.uk?subject=
mailto:Steven.Martin%40shgroup.org.uk?subject=
mailto:Steven.Martin%40shgroup.org.uk?subject=
https://www.shgroup.org.uk/your-home/resident-involvement/
mailto:%20Resident.involvement2%40shgroup.org.uk%0D?subject=
http://www.facebook.com/southernhousing
http://https://www.instagram.com/shgroupuk/
http://https://twitter.com/shgroupuk
http://www.shgroup.org.uk/servicecentre

