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Report Purpose 
 
The UK General Data Protection Regulation 2021 (UK GDPR) and the Data Protection Act 2018 (DPA 2018) set out a range of requirements for 
organisations to comply with in relation to the processing of personal data.  

As a result of these requirements, Southern Housing Group (SHG) are reviewing the management of CCTV.  SHG will be undertaking a program of 
works to ensure that CCTV on all Estates is compliant and retains compliance with GDPR requirements, is well maintained and delivers value for 
money.  
 
Using the information gathered, SHG would like to create a policy that meets the requirements of our customers as well as our business.  SHG will 
procure the services of an external contractor for ongoing servicing and maintenance of our CCTV, ensuring we offer value for money for our 
customers. 
 
This report sets out the findings from the focus groups for consideration when creating the policy and procedure. 
 

Report Summary 
 
Please refer to the report summary below in conjunction with the recommendation plan: 
 
Through several questions we asked involved and non-involved residents to attend focus groups either face to face or online to discuss their views 

on CCTV process and policy. 

 

 Residents felt that the following should be prioritised;  
 

i Consider informing and consulting residents at the earliest opportunity when CCTV is being considered. 
ii Consider informing residents on the progress of the CCTV request and any cost impacts this may have. 
iii Consider drafting sample letters for Housing Service Managers (HSMs) to use when consulting / informing residents of the CCTV request 

 
 In terms of approach, residents felt it was important that the Group;  

• Consult with residents before installing CCTV 

• Consider the cost impact to residents  
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  Going forwards, use the responses from residents to create the CCTV policy   

Recommendations 
 
Teams: Please refer to the recommendation plan below in conjunction with the notes above. The themes entered may change based on the 
findings of the project team and service appointed to respond. A glossary for each column can be found at the end of this report. 
 
Residents: Please can you review the feedback to the recommendations made and then complete a project satisfaction survey. You can access 
the survey here. 
 

 

  

Directorate: Customer Service 

Resident Recommendation Link to RI 
Strategy 

Link to Corporate 
Plan 

Theme                             Lead/Team 
(Indicate 
Team) 

Actions/Feedback Timescale 

Consider comments and 
observations made by 
residents at focus groups for 
inclusion in the draft policy 
and procedure. 

Respect / 
Communication / 
Voice and 
Influence / 
Quality Homes 

Increase our 
income and 
decrease costs / 
Deliver value for 
money through 
digital service / 
Listen to our 
residents and 
customers 

Policy / 
Community 

Claire 
Naylor / 
Home & 
Property 

Incorporate feedback 
from residents to ensure 
that the Policy and 
Procedure works 
effectively for both 
customers and the 
group. 

Draft Policy 
and Procedure 
to be 
circulated to 
customers in 
early January 
2022. 

Create a letter template for 
HSMs to use to inform 
residents at the start of the 
process. 

Respect / 
Communication 

Listen to our 
residents and 
customers 

Policy / 
Community 

Claire 
Naylor / 
Home & 
Property 

Incorporate customers 
feedback into a draft 
document to be 
developed and shared 
with customers and 
colleagues. 

Draft 
document to 
be shared with 
customers in 
early January 
2022. 

https://wh1.snapsurveys.com/s.asp?k=162566084178
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Appendix: Consultation Themes 
 

The themes were as follows: 
 

• To explore residents’ views around what should be included when drafting the CCTV policy and process documents. 

The Customer Involvement team worked with the Project Manager for CCTV Estate to create a set of questions for residents. 
 

Appendix: Consultation Methodology 
Residents who took part in the CCTV survey were invited to participate in the focus groups.  Certain estates were identified as having unique 
reasons for CCTV which included having CCTV overlooking a playground area, had high risk of anti-social behaviour, etc with face to face and 
online focus groups sessions promoted directly to residents on these estates. 
 
In line with standard research practice the findings of this review group cannot be viewed as providing representative feedback on the views of all 
the Group’s residents. These results do provide an insight into the views and opinions of residents. 
 

Appendix: Respondent profile  
 
Residents who attended the focus groups were aged between 53 and 80.  They all lived on the Isle of Wight and were either general needs or 
sheltered scheme residents.  2 residents identified as having a disability. 
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Appendix: Consultation findings  
 
The focus group covered 3 areas; the different stages of the process for requesting CCTV and where residents can be involved, some additional 

questions and finally what to include in a ‘Frequently asked questions’ section.  Please see below summarised comments from focus groups. 

Resident Involvement at the different stages to request CCTV 

Stage 1 – Making a request for CCTV 

Sheltered Scheme Residents felt that what they have works well with front / back door cameras and communal lounge cameras. 

Should an acceptable user agreement be considered if Sheltered Scheme residents have access to live feed from the CCTV? 

Need to inform residents why they are being installed and if not why.  Be clear what CCTV is for.   

Residents should be involved from the start of when CCTV is being considered. 

 

Stage 2 – Internal Processes 

Communication regarding CCTV installation should be done via residents’ preference, simpler the better 

Sheltered residents are accepting of CCTV. 

Information residents would like to know would be why and where the camera is going before costs. 

Consult with residents including why, usage, costs and confirm all in writing.  Explain why if CCTV couldn’t be installed 

Understanding ASB as it means different things to different people drug taking, litter, fly tipping, etc.   

 

Stage 3 – Installation of CCTV 

Consider consulting sheltered scheme residents at residents meeting which have minutes.  Sheltered scheme residents would need a 

breakdown of costs but this would depend on what / who’s budget it comes out of for sheltered. 

If service chargeable residents would like to be consulted at earliest opportunity, before any final decision is made and have a full breakdown of 

costs. 

Inform when it will be installed along with how long it will take and when it will be operational  

Inform what it will be capturing and if live feed, etc 
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Stage 4 – Annual Servicing and Maintenance  

Residents should be part of the review and have information around any costs for repairs, during the last 12 months to enable an informed 

decision to be made. 

It was explained that if CCTV had been installed and after the review it would no longer be needed the CCTV wouldn’t be taken out but 

switched off.  This would enable it to be turned back on if a problem arose and residents not having to pay for installation again.  Resident 

agreed to this. 

  

CCTV Project - Additional Questions 

1. What information would they like to know when SHG propose to install CCTV?  

Consultation with tenants, where would it go and as much information as possible i.e., purpose, type, where sited, cost, etc. before agreement 

and installation.   

2. If not all customers in a block would like CCTV, should SHG go with the majority vote or not install CCTV? 

Residents agreed to go with majority but should give a full response to residents who were against it as to why it has gone ahead and address 

any concerns they have. 

3. Do customers want permanent or temporary CCTV? 

Preferred temporary to start with depending on circumstances 

4. What alternative solutions can we use, instead of CCTV?  

Sheltered scheme residents explained they had door entry system, alarm cords and Sheltered Scheme Coordinator checks  

HSM more viable on estate 

The use of residents own footage. 
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CCTV Project – Frequently Asked Questions 

1. What does SHG do with recordings? 

In line with our UK GDPR 2021 requirements, we retain any data captured for a set period, when this period ends the data is deleted 

automatically. Each system operates differently but many of our systems will delete data after a 30-day retention period. We do not share data 

with third parties unless we have a legal requirement to do so, i.e., under the Crime and Policing Act, or we have the relevant Data Sharing 

Agreement in place with third parties such as Social Services. 

 

2. Can I view the footage? 

We do not allow residents to view our CCTV, this could pose potential security risks if somebody becomes aware of potential blind spots, or it 

could breach Individual Rights and Freedoms if you view somebody else’s data. If you wish to view your own personal data, a subject access 

request must be submitted to SHG. If an incident or crime has taken place, the Police are able to request footage, and our authorised staff can 

access and view the footage. 

 

3. I am concerned that somebody may access my personal data. 

Following the review of all our CCTV, we have ensured that we have appropriate security measures in place to protect personal data, as well as 

set data retention periods. 

 

4. Why should residents pay for CCTV if they cannot use it? 

We will only install CCTV if we have a legitimate purpose, such as capturing anti-social behaviour, ensuring resident safety or preventing and 

deterring crime. As a Social Housing Provider, we receive very limited funds. Any services provided on estates are service chargeable and will 

be incorporated into these charges. 

 

5. How will you maintain the CCTV? 

We will conduct annual servicing and maintenance of all CCTV to ensure it is still functioning correctly. We will also undertake an annual risk 

assessment and review to ensure that CCTV is still necessary. 
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Are there any other questions residents feel should be included here? 

Explain what happens if it is felt resident(s) are misusing live feed from CCTV cameras 

Include Information Commissioner's Office (ICO) reasonable use information 

Include a question around cameras for domestic use 

Question / information on what can and can’t be captured 

Who should I contact?   
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Glossary 
 

Directorate  
(Area of Group) 

Teams responsible for 

Customer Service Triathlon Building Safety Customer operations Home and property Community 
investment and care 

Development and 
Growth 

Comms and external 
affairs 

New business Development and 
delivery 

Sales and marketing Strategy and policy 

Commercial  Estate Services SHG Construction Commercial property 
and private rent 

SMS (Maintenance 
Service) 

Business change 

Resources Service charge Governance IT Financial HR/ Learning and 
Development 

 
Themes  Summary of Groups’ Corporate Plan 
Training - individual, department, Group, Contractor   Increase our income and decrease costs 
Process - the A to B day to day guidance behind a policy  Deliver value for money through digital service 
Policy - the outline of the Group's commitments  Build greater trust, transparency and accountability 
System - the systems the Group use to process data, tasks and communications  Invest in our homes, strengthen our communities 
Community - work undertaken by teams to support communities  Listen to our residents and customers 
  Empower our people 
   
Resident Involvement Strategy Commitments 
Show Respect – value residents and that their views matter 
Be Accountable – Listen to and take appropriate action 
Work Together – embed co-creation across the Group 
Be Inclusive – provide right opportunities to allow residents to influence services and have their say 
Be Transparent – communicate with residents on the things that are important to them 

 


