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You Said, We Did
You Said: ‘How is our feedback used?’

by Kerry Clare,Customer Involvement 
Manager

Over the last 3 years we have gathered a huge 
amount of feedback relating to your experiences 
of being a Southern Housing Group resident. 
Some of this feedback has been part of organised 
involvement opportunities. 

Additional feedback has been gathered through 
comments received while engaging locally.

This information has been used and shared across 
the Group to help our colleagues understand the 
resident experience and improve our services.

The following recommendations have been used 
by the Digital Team to make improvements to 
the online account:

• How debits and credits to accounts are 
indicated on the screen – the minus sign  
has been removed from credit balances

• Improved readability to the rent statements
• A ‘Did you know’ section has been included 

The Digital Team can add to this section
• User testing by residents has taken place to 

ensure the system works before it goes ‘live’ 
• The sign-up process has been simplified
• Simplify language – ‘Turn the gas on’ instead 

of ‘Uncapping the gas’
• A digital chat option has been included to 

help residents with any problems signing  
up or accessing the online account

You can register for an online account here: 

Or the Service Centre can help you register – 
Choose Option 3 when calling.

You Said: ‘I want to get involved in 
different ways online’

In our Digital Survey August 2020, residents told 
us they wanted other ways to get involved online, 
other than meetings.

We are trialling a new Resident Engagement  
Hub. Residents can access the hub 24 hours  
a day, 7 days a week and be involved in the 
following ways:

• Share your feedback on different forums
• Post recommendations for improvements
• Complete shorter interactive surveys
• Tell us what is happening in your local area

Look out for projects from the following teams:  
 
Development (New Homes),  
Community Investment and Wellbeing   
and Resident Involvement.

How can I register?

On Thursday 14th April 2022 all currently 
involved residents with an email address were 
sent a link to the hub to enable them to register. 

Please check your ‘spam and junk’ folders  
for the following email and web address:

Email: engagement@shgroup.org.uk
Website: shgroup.uk.engagementhq.com.

You can also click on the website link above  
and register

If you are receiving this newsletter by post,  
but have an email address and would like to be 
sent a link to the website, please contact Steve.
.
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Project updates

Pet Policy

By Tony Hughes, Pet Policy Project lead, 
Head of Home Management (North)

In response to the recent Social Housing White 
Paper, Southern Housing Group, like many  
other housing providers, are reviewing some  
of the restrictions on pet ownership.

Before we committed to any changes,  
we wanted to gain residents’ views on the 
current policy to ensure we had captured 
feedback which reflects a broad range of views 
from our different estates across a number of 
local authority areas.
 
Here is a summary of some of the feedback  
from residents:

• 109 said permission should be required to 
keep a pet

• 121 said the Group should restrict the type of 
pet or number of pets allowed

• 45 said a relaxation of the policy would have 
a positive impact

• Include clear guidance within the policy and 
ensure it is enforced

We would like to thank residents for this 
feedback which is now helping us to decide  
on the next steps.

Cliff Forrester from Surrey took part in the survey 
and told us:

‘I was impressed by the Group’s decision to  
ask residents before setting a pet policy. 
I have lived in flats before where these rules  
are delivered with no option to question them. 

One example is to treat cats and dogs the  
same way as in general a house cat poses no 
threat of nuisance to other residents in terms  
of noise or otherwise. 

Also, I imagine there would be differences in 
concerns between small and larger dogs.’
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Specialist Advisory 
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Register online

Updates on further projects

mailto:engagement%40shgroup.org.uk?subject=
http://shgroup.uk.engagementhq.com
https://portal.shgroup.org.uk/user/login
https://www.shgroup.org.uk/your-home/resident-involvement/project-updates/
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CCTV Policy and  
Procedure Review 

By Clare Naylor, CCTV Project Manager

‘Following our Journey Mapping Workshops  
and Policy and Procedure Review with residents,  
we have included the following recommendations 
by residents into our new Policy and Procedure:

• We have developed a list of Frequently Asked 
Questions for residents considering installing 
CCTV where they live

• Sub-headings have been included within 
the contents page to help residents find 
information they need

• A link to the ‘Data Subject Access Request’ 
procedure has been included’

Residents can request a copy of the  
Frequently Asked Questions from the Customer 
Service Centre.

Procurement 

Glengall Road Development

In December 2021, Marc Merry helped to 
evaluate the procurement contracts for the 
Glengall Road Development. He told us: 

‘It was noticeable one of the three tenders offered 
a considerably lower contribution to adding social 
value to the area than the other two tenderers. 
I also found their response to the social value 
question to be a general response, rather than 
specific to the contract they were bidding for. 
It was like they had inserted the names of 
Glengall Road and Southern Housing Group into 
the tender question. 

I was hoping their response during their interview 
would change my mind, but it didn’t. Everyone 
gave them a low score for social value. I spent 3 
hours reviewing all tenders and attended 2 of the 
3 interviews. I also attended the review meeting 
to understand how the Group made its decisions.’ 

The tender with the lowest commitment to social 
value was not successful in its bid for the contract.
Rajvinder Kaur, Social Value Lead, Community 
Investment. told us:

‘During the procurement process, part of my role 
is to develop the Social Value question asked of 
potential contractors. I then assist with scoring  
the responses with Group colleagues and 
residents. As part of a contractors’ tender (bid), 
they inform us of what Social Value they will bring 
to the local community. 

I work with residents and colleagues across the 
business to gain an understanding of what to use 
Social Value for. 

Social Value projects so far have included 
employment & training support, a handyperson 
service, food pantries, community gardens 
and a range of other projects that support our 
communities. A key part of my role is to work 
with the contractors to deliver the agreed social 
value to our residents.’

Resident Scrutiny Panel

In January and February 2022, the new Resident 
Scrutiny Panel (RSP) met together and have 
started to undertake their first Scrutiny exercise 
looking at gas and electric boiler breakdowns.

The panel are meeting monthly and have 
been gathering evidence by talking to staff 
and resident groups, including the Specialist 
Advisory Panels. They have also been reviewing 
performance data and documents, including 
policies and processes.

The RSP will be drafting their report in May and 
June 2022. The report will be presented to the 
Housing and Communities Committee.

The Home and Communities Committee will 
present the recommendations and action plan  
to Board.

Paul Keenan, Resident Scrutiny Panel member 
told us: 

‘The understanding I gained about the 
procurement methodology and process from 
working with you will be most useful in my new 
role on the Resident Scrutiny Panel. Similarly, 
if I am involved in procurement projects in the 
future, my time with the Resident Scrutiny Panel 
will aid my awareness in evaluating how the 
procurement process may impact on residents’ 
experience of outcomes.’ 

Local projects

Dawson Heights - London

In Spring 2020 residents met with their  
local councillor, the Group’s Head of  
Customer Operations and the Chief Executive 
to discuss concerns with costs for planned 
investment works.

A plan was agreed with different teams to  
help improve communications with residents.

Helen Day, Planned Investment, has been  
leading meetings with residents and the 
contractor. Helen told us: 

‘The meetings have enabled a space for  
residents to bring to the business issues they  
may be facing. Residents can engage with  
us directly and we always share minutes and 
other information such as budgets, costs and 
works updates.

The Group has developed a website where 
residents can find the most up to date 
information on all works. We have listened to 
residents about postal issues and hand delivered 
Section 20 Notices (Notice of intention to carry 
out works) for upcoming major works.

Resident feedback has helped us improve our 
satisfaction survey service. Residents have told us 
what questions they would like to be asked and 
at what stage of the planned works. 

These questions will be shared for residents  
for the first time in May to gain feedback on  
the completed planned works to the roof, 
balconies and brickwork.

In May, a meeting is being arranged to conclude 
the planned maintenance works and receive 
resident feedback.’

If any Dawson Heights residents are interested 
in attending the coffee mornings, they can 
contact the team directly on 0300 020 0535 or 
email plannedsupportteam@shgroup.org.uk.

Request a copy

mailto:plannedsupportteam%40shgroup.org.uk?subject=
mailto:service.centre%40shgroup.org.uk?subject=
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Involvement 
opportunities
 
 

We hope that you have enjoyed reading about the 
ways residents have helped us to improve services. 

As the Resident Involvement team, we will  
share current opportunities and offer support  
to enable you to get involved. Here are the 
current opportunities for residents who wish  
to get involved:

Resident Scrutiny Panel

We still have vacancies for residents to join the 
new Scrutiny Panel. We are particularly interested 
to hear from the following underrepresented 
residents:

• Tenants
• Residents aged under 40
• Residents living in London
• Female residents
• Residents with an Ethnic background

Please contact Johanna if you would like to find 
out more.

Contract Reviewers

Berkshire – Alliance Contract

The Planned Maintenance team would like to give 
a resident a seat at the table, attending quarterly 
meetings with the contractor responsible for 
planned works in Berkshire. 

You will be given the opportunity to meet with 
contractors, visit them on site, speak to residents 
and raise concerns or queries on behalf of residents.
Please contact Paulina if you would like to find 
out more.

Resident Writers

Why not share your experience of involvement 
with others?

Residents have told us they want to hear about 
the outcome from projects from those who have 
provided the feedback.

If you would like to tell others about the projects 
you have been involved in, contact Steve.

Tpas Membership

The Customer Involvement Team are members  
of the Tenant Participation Advisory Service 
(Tpas). By our team being members, residents can 
join for free.

Residents can take part in meetings and training 
with other residents from across the country, 
attend webinars and receive updates via the Tpas 
digital newsletter.

Contact your local involvement officer if you 
would like to find out more.

Sheeana Street, Community Resilience Officer 
told us about her role:

‘Working together with residents is essential 
to my role in Community Investment. Dawson 
Heights has an incredible community spirit. 
Whether it be community gardening, grassroots 
community clubs or an upcoming food project, 
these projects are designed and delivered by 
residents, for residents.’

Crown Simmons

Paynter’s Court - Surrey

In January 2022, residents were invited to an 
online meeting with their new Home Service 
Manager (HSM) to discuss his role.

Information shared with residents included the 
process to remove unauthorised vehicles from 
resident-only parking bays. 

The HSM said that once the owner of a vehicle 
has been attempted to be traced and a notice 
has been served on the vehicle, the local council 
is contacted to arrange for the vehicle’s removal. 

Residents at the meeting were advised of any 
delays in the process of removing vehicles that 
are out of the Group’s control. Residents unable 
to attend were also provided with the feedback. 

Involvement opportunities

https://www.shgroup.org.uk/your-home/resident-involvement/current-resident-opportunities/


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

