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Southern Housing Group Resident Involvement

You Said, We Did
‘We would like support to get online.’ 

Residents told us they would like to find out more 
about getting online or learning new digital skills.

Matthew Mclean, Employment and Digital 
Skills Manager for Southern 360 (Community 
Investment and Care) told us: 

‘We have a great offer of 6 hours of 1-2-1 digital 
skills training for our residents. If equipment and 
internet access is a barrier, we may be able to 
help you with this following a quick assessment 
of your needs.

While training is tailored to you, here are just a 
few examples of what residents get support with:

• Setting up and using email 
• Online Shopping
• Online Safety
• Using a device for the first time  

– tablets, laptops, Chromebooks 
• Social media
• Staying in touch with family and friends

If you need to get online because you are 
interested in retraining or want to get back into 
work, the employment team have a range of 
online support services available to residents.  

This includes support with looking for and 
applying for work online, access to webinars, 
online skills assessments, hundreds of online 
training courses, paid placements, funding 
opportunities and more.’

If you would like to find out more about digital 
and employment support, please contact the 
Southern 360 hotline team:

Email: community.investment@shgroup.org.uk
Telephone: 0300 020 0549
Website: Employment, skills and training support

‘We would like support to resolve  
local problems’ 

During recent involvement projects, residents 
have asked for our support to overcome local 
issues. Below we have shared examples of the 
support provided:

Physical Wellbeing Panel – Sussex

A resident was carrying a watering  
can down the steps into the communal  
garden to water flowers she had planted  
because the nozzle of the water butt  
in the communal garden was broken.  
Property Services arranged for the water  
butt to be replaced to provide a water  
source outside the building.

Local Project – Hampshire

A resident told us about an unresolved problem 
where he lives. 

During winter 2020, the resident needed to use 
temporary heaters provided by a contractor while 
his heating system was replaced. This increased 
his monthly energy bill.

The Service Centre were made aware and are 
looking into the length of time he was required 
to use the temporary heaters for.

A Financial Skills Officer told us about a  
national scheme residents can contact if they 
have a concern about their energy tariff. 

LEAP can help with advice on tariff grants and 
energy efficiency. They can be contacted by 
calling freephone 0800 060 7567 and by email: 
support@applyforleap.org.uk

We have provided the resident with the contact 
details for LEAP. 

mailto:community.investment%40shgroup.org.uk?subject=
https://southern360.org.uk/investing-in-communities/employment-skills-and-training-support/
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 54  
Residents responded online 

 40  
Online Survey 

 4  
Email responses 

Estate Inspectors  
Notice board audit

 8 
Telephone responses 
 

  2 
Text responses 

Project updates

Projects in this section relate to all  
tenures and geographical areas unless 
featured under ‘Local projects.’

Estate Inspectors
Noticeboard audit

Many of the residents taking part in the Estate 
Inspectors Notice Board Audit did not know 
the standards agreed for cleaning and grounds 
maintenance where they lived or who to contact.

The Estate Care team have included checks as 
part of their monthly inspections, to ensure 
cleaning and gardening standards are visible on 
the Groups’ noticeboards.

Feedback to the Noticeboard Audit is  
currently being reviewed to explore the best  
ways for Estate Care and Repair information  
to be provided to all residents.

The Service Centre can be contacted using  
a residents’ local number and by selecting  
‘Option 1 – Repairs,’ ‘Option 2 – Rent’ and 
‘Option 3 – Estate Care and tenancy matters.’ 
Option 3 enquiries can also be reported by  
email: Service.Centre@shgroup.org.uk. 

Resident Scrutiny 

We have revised our resident scrutiny offer to 
strengthen customer focused decision making by 
the Board and the organisation’s Leadership Team.
 
The application process closed on  
21 November 2021. Interviews will take place  
in December 2021, prior to the Resident Scrutiny 
panel commencing in January 2022.

All  
Regions participated

mailto:Service.Centre%40shgroup.org.uk?subject=
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Digital Team

Since August, 22 involved residents have 
provided feedback to the Digital Team about 
accessing online services. The Digital Team are 
reviewing this feedback alongside other insight  
to agree what improvements  need to be 
prioritised for residents accessing the Group’s 
digital services.

You can click here to register for an  
online account.

Resident Reviewers

A resident told us how impressed she was with a 
letter she received about an upcoming electrical 
inspection in her home. She said that the letter 
was easy to read and provided the resident with 
options to contact the service.

The Electrical Servicing team told us that  
the letter template was copied from the Gas 
Safety letters. These letters were reviewed by 
Resident Reviewers in July 2020. 

Thank you Resident Reviewers

Sustainability 

In May 2021 residents told us what priorities 
the Group should consider when developing 
its Sustainability Strategy. This feedback was 
included in the recommendations presented  
to the Group’s Board. The Board approved  
the strategy on the 4th October 2021.

In November 2021 the residents involved were 
updated about which of their recommendations 
could be taken forward as part of the  
Sustainability Strategy.

The Government has set the following targets:

• Reduce energy gas emissions to Net Zero  
Carbon by 2050

• Petrol and Diesel vehicle sale bans by 2030

Further information will be provided in the  
spring newsletter.

Specialist Advisory Panels

22 residents attended the September Specialist 
Advisory Panels (SAPS).

Residents told us the following areas of service 
should be prioritised:

1. Health and Safety 
2. Being able to gain a response from a 

knowledgeable person when they contact  
the Group 

3. Communication

In November, the residents who attended both 
the Home Owners and Multi-Storey Living panel 
in September, were invited to a meeting to gain 
feedback to the recommendations they made to 
improve Section 20 notice communications.

https://portal.shgroup.org.uk/user/login
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Panel Changes

The Customer Involvement Team identified that 
much of the feedback and recommendations 
were consistent across the different panels. 

From December 2021 the following panels will 
be combined to increase the opportunity to work 
together and improve services:

• Wellbeing panel – Mental Wellbeing and 
Physical Wellbeing panel 

• Inclusion panel – LGBTQ+ and Black, Asian 
and Minority Ethnic

• Home Owners panel – Multi Storey Living  
and Home Owners

Older Persons panel

We are sharing residents’ feedback about digital 
exclusion with our colleagues in the Community 
Investment and Care team. The next Older 
Persons panel meeting will take place in January.

Equality and Diversity 

Residents involved in the September Wellbeing 
and Inclusion Panels were asked what wording 
residents would expect to be used when being 
asked for their Age, Gender and Ethnicity during  
involvement activities. 

Residents told us to keep the question simple, 
ask ‘Is this okay with you?,’ enable residents to 
‘opt-out’ and explain the purpose of the question.

For future projects, we will use the following 
statement when asking for personal information: 
‘Thank you for your participation in this project. 
All questions in this section are voluntary and will 
be kept separate from your feedback. By asking 
these questions, the Customer Involvement Team 
can monitor the inclusivity of the opportunities 
we are offering. Is this okay with you?’
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Building Safety
Procurement Evaluation

Two residents trained in Procurement were 
invited to participate in the evaluation of the  
10 tenders (bids) for the Building Safety Teams’ 
Non-Qualifying Agreement.

An example of a ‘non-qualifying agreement’ is 
a one-off contract which will not last more than 
12 months, or several works which would not 
exceed 12 months

Residents were asked to evaluate the Resident 
Engagement and Social Value questions on a 
scoring system of 0 to 5 with guidance for each 
mark awarded.

Paul K Sussex told us:

‘I found when scoring the tenders I was best 
starting with a score of ‘3’ and then look for 
reasons why the response clearly exceeds 
that or where it doesn’t quite meet the basic 
requirements. I was pleased that I could observe 
a number of these contractors being interviewed, 
it will all add to my learning.’

The same residents will be invited to evaluate the 
consultant tenderers. The consultants will work 
with the winning contractors. Residents in areas 
where the works will take place will be consulted 
as part of the Section 20 process prior to the 
contractors being approved.

Planned Maintenance 
Satisfaction Surveys

Helen Day, Planned Support Manager told us:

‘In September 2021, residents told us  
what is important to them when the  
planned maintenance team carry out  
satisfaction surveys.

Below we have provided examples of some  
of the improvements agreed:

• During planned works residents will be  
provided with the choice of when they would 
like to give feedback 

• Satisfaction survey questions will be made 
more specific  

• Residents’ preferred communication methods 
will be used to send them satisfaction surveys 

• Residents’ survey feedback will be responded 
to. We will inform them what has been done 
and let them know if their recommendations 
have been taken forward. 

Working with our residents has provided us 
with valuable insight to be able to improve the 
services provided by the Planned Maintenance 
and Cyclical teams (reoccurring works such as 
communal decoration), ensuring that high quality 
works are being delivered.’ 
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Involvement 
opportunities
 

Sustainability Strategy 

Are you interested in being part of a  
Sustainability Panel?

Residents will be able to help the Group develop 
communications for residents and provide 
feedback during the Net Zero Carbon journey.

The panel will take place online with  
some opportunities to get involved by survey  
and telephone.

If you would like to register your interest,  
please contact Steve.

South Coast Training
For residents in Hampshire and the  
Isle of Wight

South Coast Training are formed of 10 housing 
associations and councils who meet twice 
each year to provide training opportunities for 
residents, while enabling them to share their 
experiences with one another.

In October 2021 residents attended an event 
to discuss the Social Housing White Paper and 
housing law.

There are currently two planned events for 2022: 
23rd April and 15th October. 

If you are interested in finding out more,  
please contact Johanna. 

Open Door

Open Door is the Groupwide quarterly digital 
magazine produced for residents that covers  
a range of topics relevant to them.

It promotes the services we offer and often 
includes case studies, advice on managing money, 
tips on how to stay healthy, community projects 
we are working on, information on how they can 
get in touch and much more.

The Communications Team is responsible for 
gathering information from across the Group  
and writing the stories that are featured in  
this magazine.

If you have ideas for how Open Door 
could be improved, or if you would like 
to include something in the magazine, 
contact the Communications Team by email 
communications@shgroup.org.uk

Online Account

Have you recently registered for an on line account 
with the Group? If you would you like to give your 
feedback to the Digital team, contact Steve or Paulina.

If you are interested in any of these 
opportunities, you can find our contact 
details on the back page of this newsletter.

mailto:communications%40shgroup.org.uk?subject=


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

