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From the  
Chief Executive

Hello again,

I’m pleased to tell you that we have redesigned 
the way we deal with your complaints. As a 
result, we have formed a dedicated team to 
analyse complaints data so that we can identify 
where service improvements need to be made. 
You can read about this and our plans to publish 
Complaint Action Plans for each key service on 
page 11. 

I want to draw your attention to page 4 and the 
importance of working together when it comes 
to the important issue of keeping you safe in your 
homes. On a regular basis all properties must be 
visited by a Fire Risk Assessor who then gives our 
teams instructions about how to keep your homes 
safe. I’m very sorry to say that during one such 
inspection two members of staff after requesting 
residents to remove items from the shared areas 
took the brunt of verbal and physical abuse. 
  
This is not an acceptable behaviour. Residents are 
responsible for complying with the terms of your 
tenancy agreement and ensuring your neighbours 
and our staff are always safe.

As the seasons shift from autumn to winter it’s 
a good time to review how best to minimise the 
problems that can be caused by damp and mould. 
On page 14 you can read of the best ways to 
heat, ventilate, dry clothes and cook during the 
colder months. I hope you find the tips effective 
and useful. 

Do you live in the Southampton or Portsmouth  
area? If so, you may be interested in attending  
face-to-face training on a variety of topics.  
On page 10 there’s a review of the most recent 
session some of our residents attended which 
was held in partnership with ten other housing 
associations and councils from the south coast area. 

And finally, please accept my very best wishes to 
you all for the forthcoming festive season. 

 
 
 
Alan Townshend 
Chief Executive, Southern Housing Group

Our tips to get rid of damp & mould in your home
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We are committed to ensuring that your 
homes are safe and secure places to live. 
To do this we make sure that we comply 
with the laws and regulations around 
fire safety.

Our Fire Risk Assessor regularly inspects your 
properties and gives our teams instructions 

about how to keep your homes safe. 

As a result of these instructions our local teams 
may ask you to remove items which are being 
stored in public or shared areas.

You need to comply with these regulations and 
avoid leaving prams, mobility scooters, rubbish 
bags, bikes in your communal areas.

We want you to remember that these areas are 
escape routes in case of an emergency, so they 
must always be kept clear. 

If you don’t keep them clear, you risk your health 
and safety as in the event of fire, blockages in the 
corridors and entrances can prevent the Fire Brigade 
from being able to quickly extinguish the fire.

Keeping yourself and your neighbours safe is 
everyone’s responsibility. We will remove items 
that put other people at risk.

While we are always open to listening to all of 
your complaints and suggestions, it is key, that 
you adhere to the rules put in place as they are 
solely for your own and your neighbours’ benefits.

If you keep breaking the rules, we may take 
enforcement action against you. In case of 
persistent breaches this could lead to you losing 
your home.

Let’s work together towards a better future  
for everyone.

We’re putting your  
safety first

Let us be the first to get  
to know you

 
The new project, which is called Getting to Know 
You will create volunteering opportunities and 
encourage social interaction between volunteers 
and older residents living in our sheltered schemes. 

It will be done through running a wide range of 
activities such as hosting coffee mornings, helping 
residents use technology and sparking memories 
through companionship, poetry, or music. 

The Getting to Know You project aims to build 
intergenerational communities within a welcoming 
space – especially for older residents who may feel 
more isolated than ever due to the pandemic. 

Our Senior Community Involvement Manager, 
Marian Patterson, who oversaw this project and 
has worked with our volunteers for over eight 
years said: 

“I am truly excited by this project; I believe that by 
bringing volunteers and residents together we 
can make a difference to all those involved in 
Getting to Know You. 

“During the pandemic making wellbeing calls 
demonstrated how important it is to engage with 
others especially at Christmas, and the difference 
it can make.”

 
Project and Engagement Officer, Brittany O’Neill, 
who has recently joined the team to lead the 
project, said: 

“I am confident that this new project will be a 
breath of fresh air for volunteers and residents 
living in sheltered schemes.

“Not only is this project about getting to know our 
residents, but it is also a fantastic opportunity to 
get to get to know our volunteers.

“The pandemic has left a lot of people isolated 
but we now have an opportunity to work with 
volunteers to bring our different skills together 
and provide tailored support that truly makes a 
difference.”

If you are interested in volunteering for  
Getting to Know You, or would like to find  
out more, we would love to hear from you:  
volunteering@shgroup.org.uk 

Getting to Know You is supported by AD 
Construction, Amber Construction, Chas Berger 
and United Living. 

We are excited to announce a new 
Community Involvement volunteering 
project to support our residents in 
sheltered housing. 

mailto:volunteering%40shgroup.org.uk%20?subject=
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*Names have been changed to protect our  
residents’ identities.

Christiana’s* story

Before the COVID-19 pandemic, Christiana, one of 
our residents, was working as a full-time carer for 
the elderly.

Unfortunately, due to the global pandemic, 
many of her clients passed away and it became 
impossible for her to offer door-to-door service. 
It was obvious that a personal contact was too 
dangerous for her elderly clients.

Christiana said: 

“I lost most of my work and started getting behind 
with my rent. It was even hard for me to buy food, 
so Southern Housing Group advised me to apply 
for benefits. 

“I live with my daughter, so the pantry is really 
helping us. Before, I would just buy a big bag of 
rice, flour, oil and chicken and would eat mostly 
just that. 

Food insecurity continues to be a major 
issue for millions of households across 
the UK.

With rising energy and food prices,  
an increased number of our residents find 

themselves in a position of needing pantries more 
than ever before.

We are committed to tackling food poverty and 
one of the most effective ways we have been able 
to do this is through the establishment of food 
pantries across our estates.

A food pantry offers high quality, nutritious 
and healthy food to those struggling to feed 
themselves and their families - those held back by 
poverty, addiction or affected by the pandemic.

At the moment we have five food pantries across 
Kensington, Hackney, Tower Hamlets and Dover 
and we are proud to be helping residents who are 
struggling to make ends meet this winter.

A step towards a  
hunger-free Britain

“Since we’ve joined the pantry my daughter,  
who loved cooking but had lost interest in it,  
has been cooking again and we are eating  
a much more varied and healthier diet.

“The cut in the Universal Credit is a big deal for  
us. Now after the rent there is almost nothing left.  
I still have a part-time job so I can pay the bills and 
not worry about food, which is such a massive help.“ 
 
Bill’s* story 

Bill and his wife were in a lot of debt. They really 
struggled to pay their rent and the bills on top of 
paying for their other expenses.

Bill said:  

“I used to go Morrison’s on a Sunday at about 4pm  
to do my shopping because of the reduced prices.  
It was the only way that we could get a better variety 
of food. 

“Since I’ve been coming to the pantry my health,  
my diet and my mental health have improved a lot. 
I also chat to other residents who are in the same 
position as us. They are very nice and friendly people. 

“My friend Barbara always shows me the new 
ingredients, tells me how they taste and how I can 
cook them. 

“I’ve been recently trying a lot of new food and  
drinks that I would never be able to afford otherwise 
such as good quality pickles, mustard, coffee,  
oat milk, cereal bars etc. 

“Food and gas prices are going up, so now we will 
need the pantry more than ever before. The cut in 
the benefit is going to make a big difference for us 
because we are still paying debts. We would really 
struggle to survive without the pantry, so it can’t  
go away.”

 
We are encouraging more of our residents 
to come forward and contact us if they are 
struggling for food or any other household 
essentials. If you want to know any more about 
our food pantries, please contact community.
investment@shgroup.org.uk 

mailto:community.investment%40shgroup.org.uk?subject=
mailto:community.investment%40shgroup.org.uk?subject=
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This November we opened a new 
£11m extra care extra care scheme in 
Freshwater on the Isle of Wight.

The opening event was attended by more than 
40 residents who came together to play music, 

dance and enjoy a lovely tea party organised for 
them by our staff members. 

Viv Lambert, one of our residents who attended 
the event, said:  
 

“Being here has changed my life. 

“You gave me the encouragement to start up the 
shop and without that support I wouldn’t have 
had the confidence. 

“Now I have a wonderful social life and live in a 
wonderful environment. 

“We live independently and when I’ve had enough,  
I can shut the door to the world, but the opportunity 
to be part of a community is there when I want to 
join in. It’s like being part of a big family.”

Naomi Keyte, Head of Care and  
Sheltered Services, said: 

“We are thrilled to be part of this unique and 
high-quality development supporting the Island’s 
community in the West Wight.

“Green Meadows provides older people  
and people with a care and support need,  
the opportunity to remain living independently  
in their own home with responsive care  
available 24/7 delivered by a dedicated team  
of staff based on site.”

Green Meadows is now a home for elderly people 
and people with a care and support need.

The scheme consists of 75 affordable rent  
and shared ownership apartments including  
45 one-bedroom and 30 two-bedroom flats.

The innovative scheme was delivered by a 
partnership including Southern Housing Group, 
Lovell Later Living, Isle of Wight Council and 
Funding Affordable Homes Housing Association.

It is owned by Funding Affordable Homes Housing 
Association, but we will operate and manage 
the scheme providing care and support to those 
residents needing it. 

Paula Broadbent, Managing Director of Lovell 
Later Living, said:  

“I am excited for us to have completed in 
partnership, another vital extra care scheme on 
the Isle of Wight. 

“Green Meadows marks significant progress in  
the response required to meet the needs for extra 
care across the island. It was a pleasure to see 
customers having moved in and settling into their 
new homes.

“Extra care housing plays a vital role in enabling 
people to retain their independence in later 
life and we are committed to supporting our 
partners develop schemes people need and 
aspire to.”

 
To find out more please call our information line 
on 0793 309 9451.

In the midst of utility price hikes,  
the Universal Credit uplift ending  
and the end of furlough scheme,  
our Financial Skills Officers are working 
harder than ever to support residents to 
navigate their way through the benefit 
system and cope with increasing costs.

Our Financial Inclusion service exists to help 
residents maximise their income and manage 

their household bills effectively.  
 
We know that in the current climate food,  
fuel and furniture poverty are all on the  
increase and we work hard with our partners  
to ensure that people have the help and  
support they need. 
 
Hayley Ellams, one of our Financial Skills Officers 
has recently helped a resident with her debt issues.  
 
The resident was stuck overseas during the 
pandemic and couldn’t return home due to 
the borders being closed. She felt extremely 
overwhelmed with rent arrears, council tax  
debt and other non-priority debts. 
 
Hayley not only helped the resident with  
her finances, but also made sure she was  
provided with electric and food vouchers to  
cover her till she was able to return to work. 
 
The resident said:  

“At a time when I didn’t want to talk to anyone 
about the difficulties, Hayley was there for me. 
 

“It’s meant that I can now sleep at night and not 
worry so much.” 

 
We work closely with utility providers to ensure 
our residents can manage their payments and 

help negotiate any payment plans that may  
be necessary. 
 
Jo Tidd, our Senior Financial Skills Officer worked 
with a pensionable age resident to help her set up 
a payment plan to reduce her water debt.  
 
Jo said: 

“The resident I was working with was in receipt  
of a state pension. She had a dependent child  
and had to pay a water debt of £7,100 with 
Southern Water.  
 

“This was due to a water leak at the property.  
The leak was fixed, however the next bill was still 
incorrect which overwhelmed the resident to the 
point she stopped paying her water. 
 

“The debt accumulated; however, I supported the 
resident and managed to reduce the bill by almost 
£3,000. I also set up a payment plan to reduce the 
rest of the debt.“ 
 
Arlene Boreland, our Financial Inclusion  
Manager, said:  
 

“Life is tough for a lot of people right now as the 
cost of living continues to soar and, in the run up 
to Christmas, this is particularly hard. 

“Our dedicated team can help people maximise 
their income and advise on ways to reduce their 
expenditure by providing personalised support. 

“Our staff will work with residents to help develop 
their confidence and capabilities when it comes 
to managing their finances and hopefully alleviate 
some of the stress and anxiety they may be feeling.”

If you or someone you know is in need of our 
help, please email Community.investment@
shgroup.org.uk

. 

Helping people stay warm 
and well this winter  

Welcome to Green Meadows 

mailto:Community.investment%40shgroup.org.uk%20?subject=
mailto:Community.investment%40shgroup.org.uk%20?subject=


10 11OPEN DOOR WINTER 2021 OPEN DOOR WINTER 2021

Skills 4 Work  
employment support
We know it’s been a challenging time for 
our residents to get back on their feet.

This is why last year we decided to partner up 
with Sovereign Housing Association, to deliver 

the Skills 4 Work employment programme on the 
Isle of Wight.

So far, we have successfully referred 110 people to 
the programme and islander Susan* was amongst 
the first people to benefit from it.

Susan has battled insecurity and lack of 
confidence for most of her life and was also 
urgently in need of financial support. 

Sovereign’s Skills 4 Work coach Stuart Sharp 
worked alongside Susan to provide her with 
information and guidance, which later enabled  
her to concentrate on rebuilding her confidence 
and self-belief.

Stuart and Susan met regularly to job search, 
improve her CV and prepare her for upcoming 

interviews. Susan’s financial situation needed 
short-term support as well, so Sovereign supplied 
Susan with shopping vouchers to help her buy 
food and fuel for her car.

As a result of doing the programme, Susan was 
offered two well- paid and secure job contracts 
and will soon be working for Isle of Wight Council.

Susan said:  

“The programme has helped me a lot. My mental 
health was quite poor at the time, and Stuart 
provided reassurance, support and guidance.  
This helped me to cope with my situation and  
I would recommend this programme to anyone 
needing support or help to find work. “

 
If you know someone who’d like to take part  
in Skills 4 Work, or you have any questions,  
please email Skills4work@sovereign.org.uk  
or call Stuart Sharp on 0739 228 4487.

New Ways of Working
Earlier this year, we launched our  
New Ways of Working programme to  
be able to respond to your complaints  
more effectively.

We redesigned our complaints process and 
introduced a bigger focus on learning from 

complaints to help prevent failures occurring in 
the future.

From April to October 2021, we received 1,513 
new complaints and 99.47% of these were 
responded to within 10 - 20 working days.

With a big desire to learn, we have created  
a dedicated team who are now responsible  
for bringing multiple sources of data and  
insight together to help us identify service 
improvement opportunities.

Charlotte Bougon, Head of Customer  
Relations, said: 

“We recently received a complaint from a resident 
with no heating and hot water.

“The issue was intermittent and ongoing,  
which was not only frustrating for the customer, 
but also impacting their day-to-day living.

“Unfortunately the repair wasn’t a straightforward 
process due to both Southern Housing Group 
and an external managing agent (EMA) being 
responsible for different parts of the system.  
This created delays and confusion which led to  
the customer making a complaint.

“We worked hard to rectify the heating issue with 
the EMA and took additional steps to learn from 
this event. We needed to ensure that in the event 
of future heating system failures, everyone is clear 
on their roles and responsibilities. 

“A monthly meeting is now taking place with a 
new account manager which will ensure improved 

communications. We are focused on joint working 
with the EMA and have also agreed new timescales 
for attending to inspect and carry out repairs.

“I hope the lessons we have learnt will prevent this 
particular issue from happening again.”

Next year we are also planning to publish 
Complaint Action Plans for each key service area. 
Some of the actions will include:

• A review of how we manage and respond  
to reports of damp and mould

• Improvements to communication and how we 
support our customers to live in their homes safely

• Improving contractor performance  
which includes missed appointments 
and communications

• Reviewing how we support a resident when 
reporting a death and making tenancy changes

• Enhancing our anti-social behaviour services 
through new technology 

Overall, we believe good progress has been  
made but this is just the start - we want to and 
need to do more in order to ensure that we get 
our services right first time for our residents.

For more information visit: bit.ly/3xGjsHm

mailto:Skills4work%40sovereign.org.uk?subject=
http://bit.ly/3xGjsHm
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*The name has been changed to protect our  
resident’s identity.

I am a male victim of 
domestic abuse
Being a physically healthy, independent 
man in his 40s, Martin* is not the 
stereotypical victim of domestic abuse.

In his last relationship, Martin did everything  
to be a great partner, and a stepdad to his 

girlfriends’ children. 

But sadly, things didn’t work out for the couple 
and Martin has now joined the 2.4million men in 
the UK who have experienced domestic abuse in 
their lives. This is his story.

Martin’s story - the beginning 

When I met my partner, we were instantly 
attracted to each other, and quickly established  
a committed relationship. I felt I had met my 
perfect match. I took her and her family on and 
became a stepdad to her kids. Things progressed 
quite quickly. We moved in together and for  
the first six months or so everything was just  
as I imagined. 

Then things started to change. Physical and verbal 
attacks on me were regular and became the 
norm. Looking back at it now, I recognise that  
I was a victim of domestic abuse. I felt like I was 
trapped in a hopeless situation with no way out. 

The realisation 

I was shocked at what was happening to me.  
I think my partner at the time was surprised  
to see my reaction too. She apologised like  
always and said it wouldn’t happen again,  
which I accepted. But it did happen again.  
It continued to happen.

After three years of daily abuse, I gave up on 
doing all I could to help her get though the 
situation and support her. I was depressed and 
anxious living in that horrible home environment.  

I did not want to leave my partner because  
I would feel guilty, but at the time the attacks  
were getting worse and more frequent. 

Turning point 

One evening I gained the courage to talk  
to her about the abuse she has caused me.  
This conversation turned into a serious assault 
where the police were called to the property. 

My ex-partner was arrested and removed from 
the property. The police were very supportive, 
especially after I explained them that I was not 
able to stay at that address anymore due to  
the level of domestic violence. I also said that  
I would have nowhere to live. 

I packed up all my personal belongings and  
went to the local council. The council said that 
because I was fleeing domestic violence, I could 
present myself to any council in the country and 
they would house me if I did not want to stay  
in the area. 

I would encourage anyone in an abusive 
relationship of any kind, to seek help, leave if they 
can or call the police and get themselves out of 
that situation immediately. If it is not as simple 
as that then people should speak to friends and 
family and ask for help.

It is important to tell people what is happening  
so you can get help, everyone deserves a peaceful 
home and one that you feel safe in.

If you or someone you know is experiencing 
domestic abuse you can find more information  
on our website bit.ly/3losYKn

Kerry Clare, Resident Involvement Manager, said:  

“It was great to see the event go ahead after  
many cancellations. 

“The consortium have kept in touch via 
digital meetings during the lockdown. Their 
commitment to run this event and bring residents 
from across the south coast is commendable.

“It was lovely to be face-to-face with so  
many after such a long time and to be able to 
deliver training to help them in their roles as 
involved residents.”

 
The next event is planned for Saturday  
23 April 2022. If you are one of our residents,  
live in the Southampton or Portsmouth area  
and would like to find out more about the  
next event please contact Johanna by email:  
resident.involvement2@shgroup.org.uk

Recently, our residents had an 
opportunity to attend a face-to-face 
training event arranged by a consortium 
of 10 housing associations and Councils 
from the south coast area. 

The South Coast Training event was a great 
opportunity for them to network together with 

35 representatives from other housing providers 
and learn more about the Social Housing White 
Paper and housing law.

The training also covered such topics as Brexit,  
and housing delivery during the pandemic.

Marc Merry, our Resident Scrutiny Group  
member, said: 

“Thank you for the opportunity to attend the 
training workshop.

“Since I have joined the scrutiny process, every 
meeting I have taken has been online or through 
a digital medium, so, it was nice to go to a 
venue and be amongst other like-minded people 
involved in social housing. 

“I was pleased with the day as a whole and I feel I 
have learnt a lot and re-enforced some of what I 
had already learnt. I found the speaker to be very 
interesting and engaging over what was quite a 
long period of time talking. 

“The icing on the cake for me was getting a shiny 
new certificate to say that I now have some 
knowledge of housing law. It is in a corner of my 
brain somewhere and anytime I want I can now 
access it and it empowers me to be more than I 
was before.”

South Coast Training 
for our residents 

http://bit.ly/3losYKn
mailto:resident.involvement2%40shgroup.org.uk?subject=
mailto:service.centre%40shgroup.org.uk?subject=
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the contractors are instructed to top-up  
roof insulation and install cavity wall insulation  
where it is required to adhere to current  
building regulations. 

All these building component replacements  
and servicing activities help to alleviate damp  
and mould issues.

As a responsible landlord, we understand how 
important it is for our residents to live in safe and 
secure homes, therefore we have come up with 
some tips to help you with the issue – most of 
which are very easy to implement.

Most of us have faced a damp problem 
at some point. It damages buildings,  
and more importantly it can cause health 
problems if left untreated.

Each year we improve over 2,000 properties  
as part of our pro-active planned programme. 

This is done by replacing complete building 
components such as windows, doors, electrical 
and gas central heating systems.

Also, whilst undertaking other planned 
replacements such as kitchens and bathrooms  

Top tips to get rid of damp 
and mould in your home

Heating

To reduce the chance of condensation,  
which causes damp and mould, leave your 
heating on at a constant lower temperature 
setting (between 18 and 22 degrees). 

Also, if possible, don’t cover your radiators with wet 
clothes and allow the heat to circulate your home. 

Drying clothes

Where you can, try to dry clothes outdoors.  
If you have a tumble dryer, make sure you vent  
to the outside, as self-condensing types produce  
a lot of condensation.

We advise that clothes are not dried on the 
radiator. If you need to dry clothes indoors,  
it’s best that you do so in the bathroom.  
If there are no windows, ensure you keep the 
door closed and turn your extractor fan on. 

Ventilation 

Letting air to flow through your home will help. 
Whenever possible, open the windows in your 
home and keep trickle vents open where they  
are fitted. 

Cooking

Try to keep the windows in the kitchen open to  
let steam escape while cooking. Please keep pan 
lids on when cooking to reduce the water vapor 
or moisture entering in the room.

If you have an extractor, then keep it turned on. 
Closing the kitchen door will reduce moisture 
spreading into other rooms. 

Bathroom 

While you’re in the bath or shower, keep the door 
closed so steam doesn’t move into other rooms 
in the house. Putting the cold water in your bath 
first will help reduce the steam in the room.

If you have an extractor fan fitted, make sure 
this is on to get rid of any moisture. Once you’ve 
finished in the bathroom, open the window to let 
steam out. 

Also, please make sure to clean a ceiling fan 
effectively as it will keep your home’s air cool  
and free of dust.

Furnishings

Make sure that there is good ventilation around 
the home. Try not to put furniture against external 
colder walls.

Remember if you have been out in the rain and 
your shoes get wet, don’t tuck them away wet,  
let them dry out first, especially if they are leather 
or suede. These materials tend to hold moisture 
for longer.

Removing Damp 

Water droplets on windows or cold surfaces 
should be wiped down to remove a source to 
control condensation forming. This will reduce  
the risk of condensation turning into mould.

Steps against mould 

Wiping away any spots of mould using a 
recognised cleaning product is actually very 
easy, please just make sure that you follow the 
instructions. Additionally, dry-clean mildewed 
clothes and shampoo carpets if mould had got  
to them. 
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Other ways to  
contact us: 

Email: service.centre@
shgroup.org.uk

Write to: 

Customer Service Centre 
Southern Housing Group  
PO Box 643
Horsham RH12 1XJ

Who do you need  
to speak to?

It’s important to call the  
correct local number so  
you speak to the right team.  
Once you’ve called your  
local number, you’ll have  
the following options: 

• Press 1 for repairs and 
maintenance, including 
heating and hot water 

• Press 2 for rent  
information, payments, 
and money advice  

• Press 3 for all other  
enquiries

If you live in: 

The London boroughs of  
Barnet, Brent, Bromley, 
Croydon, Hackney, 
Hammersmith & Fulham, 
Haringey, Islington, Kensington 
& Chelsea, Lambeth, Lewisham, 
or Southwark, please call  
0300 303 1061.

The London boroughs of 
Barking & Dagenham, Bexley, 
Greenwich, Havering, Newham, 
Tower Hamlets, Waltham Forest, 
or in Essex or Kent, please call 
0300 303 1773.

East or West Sussex, Elmbridge, 
Mole Valley, Reigate, Banstead, 
or Tandridge, please call  
0300 303 1063.

Berkshire, Buckinghamshire, 
Hampshire, Gloucestershire, 
Northamptonshire, Oxfordshire, 
Wiltshire, Runnymede, Waverley 
or Surrey please call  
0300 303 1064.

The Isle of Wight, please call 
0300 303 1772.

Customer Service Centre Christmas  
opening hours:

9am-12pm on 24 December

Closed on 25 - 28 December 

9am-3pm on 29 - 31 December

Closed on 1-3 January

www.shgroup.org.uk

Contact us

http:///www.facebook.com/southernhousing
http:///instagram.com/shgroupuk?igshid=11ox76o1imn2s
http://twitter.com/SHGcustomers
mailto:service.centre%40shgroup.org.uk%20?subject=
mailto:service.centre%40shgroup.org.uk%20?subject=
http://www.shgroup.org.uk

