
OPEN DOOR

Stronger Together 

Potential Optivo Merger

Sustainability Matters    

What we do to improve 
our environmental impact

The residents’ magazine - Spring 2022

Rent Increase 

All you need to 
know and more



2 3OPEN DOOR SPRING 2022OPEN DOOR SPRING 2022

 
Homes

Stronger together ...................................................................4

Sustainability matters .............................................................8

The Group acquires new homes in Surrey and Sussex ........10

Customers

Come and join us on our work placement ............................6

Learning from your complaints ............................................12

Introducing our new Resident Scrutiny Panel .....................14

Communities

Our Charity Challenge Panel raises £45,000 ..........................5

Getting to know our volunteers ..........................................13

Resources

Rent increases ........................................................................11

Easy, quick and secure - sign up now ...................................15

Food and energy price rise ...................................................16

From the  
Chief Executive

Hello again,

I am delighted to welcome you all to our  
Spring edition of Open Door. It is a time of year 
when many of us look forward to seeing lots of 
sunshine and take time to enjoy what the season 
has to offer.

However, this year, we are also mindful of all 
those who have been affected by the Covid-19 
pandemic and those who have concerns about 
managing their household budgets with increasing 
costs of energy and food. This is an uneasy time 
for many of us and we are doing our best to 
ensure that the affected residents and colleagues 
can get help and support they need. 

The recent Ukrainian crisis has touched many  
of us. If you are interested in supporting the 
Homes for Ukraine scheme, then please feel free 
to contact us to see what we can do to help you – 
you can also find more details on our website.

In other news, we have recently entered merger talks 
with Optivo to create a joint housing organisation 
that’s big but local – rooted in key communities, 
with the scale to have a greater impact.

Both of our housing associations are rich in 
heritage, and we believe that if the merger  
were to take place the new joint organisation  
will provide the financial resilience that is  
needed for both organisations. 

Most importantly, we are constantly trying  
to improve the quality of life for our residents. 
According to the recent Spotlight Report 
published by the Housing Ombudsman covered 
on 12, most residents did not feel that they  
were being heard and that landlords did not 
appear to be taking their repair reports or 
complaints seriously. As a result, we are now 
taking important steps to review our current 
processes and to enhance our approach for 
diagnostics and repairs. 

I hope you enjoy this issue of Open Door. 
Take care and all best wishes. 

 
Alan Townshend 
Chief Executive, Southern Housing Group
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For the last three years our colleague 
volunteers have been actively raising 
money to support local charities in need 
of extra funds.

WWhile raising money in times of Covid-19, 
has not always been easy, this year we’ve 

managed to collect £45,000 that will go towards 
three charities of our choice.

Dandelion Time, Pilgrims Hospices and The Lucy 
Faithful Foundation will each receive £15,000 to 
support people in our local communities.

The Lucy Faithfull Foundation is the only  
UK-wide child protection charity dedicated solely 
to preventing child sexual abuse. They offer a 
broad range of services for professionals and 
members of the public and run the confidential 
Stop It Now! UK & Ireland helpline. 

Pilgrims Hospices charity provides services in 
therapy centres across Canterbury, Ashford,  
and Thanet and is a lifeline for those who are 
facing a diagnosis of incurable illness.

Dandelion Time supports children and their families 
who have been traumatised by experiences including 
physical or sexual abuse and domestic violence.

Jessica Kingston-Stewart, Marketing and 
Development Officer at the Dandelion Time 
charity, said: 

“We are very grateful to employees of the Group 
and will use this donation to further our work and 
support even more children who have suffered 
emotional trauma or abuse that are based in and 
around Maidstone.

“Children spend time on our farm with animals and 
crafts to overcome emotional difficulties, grow in 
confidence and begin to love and trust again.“

Kate Duddell, Fundraising Manager at Pilgrims 
Hospices, said:  

“A huge thank you to everyone for this amazing 
support and especially so during a global pandemic 
when fundraising has been so challenging. 

“At its heart Pilgrims Hospices is dedicated to 
ensuring people living with a terminal illness can 
access the quality care and comfort they deserve. 

“Your kind support at Southern Housing Group 
will mean that our teams of medical professionals 
can continuing delivering specialist care to those 
living with an incurable illness. 

“We thank you for all your creativity, hard work 
and help to put the ‘fun’ into fundraising. 

“Your efforts for Pilgrims would pay for all the 
medicine used on our inpatient units for more 
than 55 days. Thank you!“

 
Donna Gray, Fundraising Manager at Lucy Faithful 
Foundation, added:  

“This support is amazing, and we thank you so 
much. We are extremely grateful to the Group 
for choosing to fundraise for us and for your 
generous donation which is vital in helping us 
achieve our mission.”

 
For more information go to: 
 
www.dandeliontime.org.uk 
 
www.lucyfaithfull.org.uk 
 
www.pilgrimshospices.org

Southern Housing Group and Optivo 
have announced plans to explore  
a merger, that if agreed will create  
a 77,000 home social landlord.

The new organisation would be called Southern 
Housing and key leaders would be:

• Chief Executive designate: Paul Hackett CBE, 
current Chief Executive of Optivo 

• Deputy Chief Executive designate:  
Alan Townshend, current Chief Executive  
of Southern Housing Group 

We believe that by coming together, we can be 
a stronger and more resilient organisation and 
that by investing in scale, we can do the best job. 
This is very much about consolidating and doing 
more in the areas we currently serve than about 
geographical expansion. 

Paul Hackett CBE, Chief Executive of Optivo, said: 
 

“By joining forces, we can create an organisation 
with the strength to deliver for residents through 
these increasingly challenging times. 

“We’re bringing together two associations with 
proud histories to create a combined organisation 
that’s fit for the future.” 

 
Alan Townshend, Chief Executive of Southern 
Housing Group, said:  

“As Optivo and Southern have worked alongside 
each other in many of the same communities, 
merger gives us the opportunity to unify our work. 

“We’ll be big but local, deepening our ties  
to the areas we work in. This will bring real  
benefits to our residents, our colleagues and  
our external partners.”

 
Sir Peter Dixon, Chair of Optivo, said:

“This is a different type of merger, focused on 
impact rather than expansion. The combined 
scale of the new organisation in the communities 
we operate in, will enable us to work with our 
residents to make a real difference.”  
 
We appreciate that our residents might wish  
to have input about what this means for them.  
An engagement programme will soon be 
launched to give you an opportunity to feed  
into the detailed discussions.

Stronger together Our Charity Challenge 
Panel raises £45,000! 

http://www.dandeliontime.org.uk
http://www.lucyfaithfull.org.uk
http://www.pilgrimshospices.org


6 7OPEN DOOR SPRING 2022OPEN DOOR SPRING 2022

Sharon added:  

 
“To date, a variety of placement roles have  
been created and filled across the Group. 

“Our residents have worked in Community 
Investment, Business and Lettings Support, 
Property Maintenance, Communications, Sales 
and Marketing, Facilities, Resident Involvement 
and Supporting Independence and Care teams.

“Some residents who have completed  
work placements with us have secured 
permanent employment within the Group,  
while others secured external roles or  
decided to do further training.

“Teams and supervisors who have hosted 
a resident on a work placement have also 
benefitted from having invaluable help  
and support to complete important projects  
and tasks while developing resident’s skills  
in the workplace.” 

For the last five years our Community 
Investment team have been running a 
successful Employment and Skills work 
placement programme for residents. 

Since the programmes’ launch, 24 residents  
have completed a placement with the Group. 

Sharon Oakley, the Group’s Customer Work 
Placement Officer has managed the programme 
since its inception. Sharon said:

“The six- month work placement programme 
provides our residents with a unique opportunity 
to work in a corporate environment in different 
areas of the Group.

“It helps our residents to build confidence and gain 
valuable work experience and skills so they can 
later secure and sustain longer- term employment.  

“While on the programme, our residents  
receive extensive on-the job training,  
in-placement coaching and support, and have 
access to our employability service including job  
search support, further training and work 
shadowing opportunities.”

Come and join us on a 
work placement 

Shanice Liburd-Ivey, who is currently undergoing 
her work placement with us, said: 

“This programme has provided me with  
the tools I’ve needed to grow into a more 
confident individual.

“I have been well looked after and supported 
throughout my time here, especially by Helen Day 
and Sharon Oakley. 

“I encourage anyone interested in working with 
Southern Housing Group – not to hesitate.”

Helen Day, our Planned Support Manager, said: 

“I have been working with Sharon Oakley and the 
work placement programme for nearly four years. 

“The process for allowing our residents the 
opportunity to work with us is thorough, with an 
interview and testing taking place, ensuring that 
the resident can carry out their potential job role.

“I have been able to support residents to gain 
experience, which have led to two work 
placements obtaining job roles within the Group.  

“My experience as a manager has helped, as I am 
able to support our residents to learn new skills 
and become more confident, to enable them to 
obtain longer-term employment.

“I ensure that they are supported by introducing 
them to the team, setting challenging objectives, 
making them aware of our corporate values and 
guiding them through the process of working 
within a corporate environment, making them 
ready for the workplace. 

“The work placement programme has enabled  
me to find the right people and skill set to provide 
a great service for our customers.”

To get more information about the programme 
and our current vacancies email Sharon.oakley@
shgroup.org.uk 

mailto:Sharon.oakley%40shgroup.org.uk?subject=
mailto:Sharon.oakley%40shgroup.org.uk?subject=
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Environmental sustainability is  
arguably the biggest challenge of  
our time and we’re working hard to 
improve our environmental impact.

W e’ve recently refreshed our approach and 
strategy in response to the Government’s 

commitment to reach Net Zero Carbon by 2050. 

At the heart of our strategy is a resident-centred 
approach based on actual reductions in energy 
used in your homes and your energy bills. 

We worked with some of our residents to  
develop our full sustainability strategy, and we will 
continue to involve them in our detailed plans and 

What is our long-term plan?

To achieve our long-term objectives, we will:

• Get ready for renewable energy –  
We will make sure that all of our homes are 
well-insulated, dry and secure. Then we want 
to shift away from gas to energy types which 
can be produced sustainably. We also want  
to provide charging points for electric vehicles 
as people start to change the types of cars 
they drive. 

• Get ready for sustainable operations – 
We will look at how we work, making sure  
that our suppliers and contractors are 
replacing our fleet of cars and other vehicles 
with ones that run on renewable sources  
like electric cars. We will also make sure that 
all our suppliers and contractors are doing  
the same.

• Learn how to be sustainable –  
We will teach ourselves, staff and residents 
about the importance and impact of 
sustainability. We all want to do our bit to 
protect our planet for the future and we all 
want to learn how we can do that, because 
we know that it is essential. We will help 
people to understand the technology in our 
homes and how we can live more sustainably. 

If you would like to know more about our 
sustainability strategy, please visit www.shgroup.
org.uk/about-us/sustainability/

Sustainability Matters

decisions about sustainability as well as listening 
to what they need and want. 

What are we doing now?

We are at the start of Net Zero Carbon journey. 
Our first step is to understand our homes and 
how we can improve their energy performance. 

This includes looking at their current Energy 
Performance Certificates and Standard 
Assessment Procedure as well as other measures.

There is a huge amount to be done before  
2050, and over time we will be developing a 
pipeline of work to improve residents’ homes.  

This will include:

• Upgrading the fabric of your home –  
The windows, the roof, anywhere heat 
escapes from - so that it’s affordable to  
heat and you need to use less energy to  
for heating and hot water

• Changing heating systems -  
From gas boilers to heat pumps for clean  
heat and energy efficiency

• Switching to renewable energy –  
Solar energy, wind and water energy and  
other renewable sources

By 2027 all our new homes will be built with 
sustainable materials, making sure that they are 
well-insulated but won’t overheat.

We also want to make sure that contractors  
and suppliers we work with are wasting less water 
when carrying out construction works. 

http://www.shgroup.org.uk/about-us/sustainability/
http://www.shgroup.org.uk/about-us/sustainability/
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We acquired new homes 
in Surrey and Sussex
We have completed our first major asset 
acquisition of 2022 with the transfer of 
803 homes in Surrey and West Sussex- 
the homes were acquired from L&Q. 
 
Arthur Merchant, chair of Southern Housing 
Group’s Board, said:  
 

“We are delighted to have completed our largest 
stock acquisition to date. Horsham and Elmbridge 
are important locations for the Group. 

“We look forward to working closely with 
residents, local authorities and other stakeholders 
as we achieve our ambition of creating better 
housing options for local people.”

The stock acquisition, which was completed  
on March 21, 2022, adds 672 homes in Horsham 
and 131 in Elmbridge to our existing portfolio of 
over 30,000 homes across London and the south 
of England. 

The acquired properties are mostly social  
housing. The transfer also increases our stock  
of sheltered homes, which provide supported 
living for older people, adding accommodation  
for 86 people in Horsham. 

Alan Townshend, Group Chief Executive, 
commented:  

“The announcement marks a major step  
in our strategic plan. The acquisition of 803 
homes from L&Q underlines our commitment 
to the communities of Elmbridge and Horsham, 
where we already have a significant role as a 
housing provider and development partner. 

“We are committed to helping to improve the 
availability of affordable homes for local people 
while ensuring excellent service for our residents 
and value for money for the taxpayer.”

 
We already manage over 400 homes in  
Elmbridge and more than 700 in Horsham.

Councillor Tricia Youtan, Cabinet Member for 
Housing and Public Protection at Horsham District 
Council, said: 

“The Council has good relations with a  
number of Registered Providers working 
throughout the district. 

“We are pleased that Southern Housing  
Group, an organisation with a local workforce,  
is demonstrating its commitment to Horsham in 
this way. 

“We look forward to working with them as they 
build on the good relations they established with 
their new residents during  
the consultation.” 
 
Negotiations with housing association L&Q Group 
commenced in 2021. An important part of the due 
diligence process was a comprehensive consultation 
with the residents who were asked about the 
tenancy and the housing services that they needed.

Rent increases 

 
 

TThis year the rent charged (or the rent portion 
of shared ownership properties) has increased, 

and it’s gone up by more than previous years 
– this is because the increase is tied to inflation 
which is rising steeply at the moment.

We know this will come at a difficult time as 
people across the country face cost of living 
increases. If you’re worried you may struggle 
over the coming months, please contact our 
Community Investment Support Service on  
0300 020 0549. They can help with:

• Welfare Benefits advice and budgeting
• Income maximisation, grants and  

funding options
• Utility and home energy advice (water,  

gas and electric)

• Digital support, equipment and  
broadband/wi-fi

• Financial hardship and crisis support
• Support with essential items of furniture  

and white goods
• Employment and training support 

If you are claiming housing benefit you will need 
to contact your local housing benefit office to 
tell them about these new charges so they can 
recalculate your payments.

If you receive help for housing costs in your 
Universal Credit, you must let the DWP know 
about your rent change on or after the date  
of your rent increase, not before. 

Please use the ‘confirm your housing costs’  
form, which appears as a ‘to-do’ on your  
online journal.

For more information about rent increases please 
visit www.shgroup.org.uk/rentincrease 

.

Every year we review the rent charges 
for your home and send you estimates 
for the year ahead which you should 
have received by now. 

http://www.shgroup.org.uk/rentincrease
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In October 2021, the Housing 
Ombudsman published their first 
learning Spotlight Report.

The report focused on damp and mould, with a 
purpose of identifying systemic issues and best 

practice amongst landlords. 

The Group welcomed this review and actively 
participated in the Ombudsman’s call for  
evidence, which helped to inform some of the 
learning and recommendations.

One of the most powerful findings from the 
report was that residents did not feel that  
they were being heard and that landlords did  
not appear to be taking their repair reports  
or complaints seriously. 

As a result, we are now taking important steps  
to review our current processes and to enhance 
our approach for diagnostics and repairs. 

• We are exploring ways to carry out a holistic 
MOT style check for homes, each year

• We are actively encouraging all our teams to 
be vigilant whenever they are visiting people’s 
homes, so that we can identify and address 
any issues at an early stage

• We will use new technology (USB  
data loggers) that help record how the  
home is performing from a heat, humidity, 
and moisture

• We will ensure that our customer facing 
information is regularly reviewed in 
consultation with customers to ensure that  
it continues to be appropriate and effective

• We have created a series of insight reports 
that are able to highlight areas, blocks and 
customers who are experiencing on going 
issues with damp and mould

Learning from your 
complaints 

We understand that living with damp and mould 
can be very worrying and disruptive for individuals 
and families and we are dedicated to ensuring 
that we continuously look at new ways to support 
residents who are experiencing these issues.

Finding permanent solutions will vary from 
home to home. We know that modern, newly 
built homes are often so heavily insulated that 
this drives damp and mould through insufficient 
ventilation. Likewise older buildings that are poorly 
insulated can exacerbate damp and mould. 

Lifestyle can also affect the severity of the 
problem but it’s often the fabric of the building 
that needs addressing and this is something that 
the Group are working hard to address. 

Charlotte Bougon, Head of Customer  
Relations, said: 

“The new Housing Ombudsman spotlight on  
damp and mould is the first of many insight 
reports that the Group will be actively using  
to drive improvements to our services. 

“We are currently developing a Service 
Improvement team who will take a proactive 
approach to helping the business to identify 
services that are failing or are not meeting our 
residents’ expectations. 

“The team will actively use insights from 
complaints and survey feedback and ensure  
that this drives positive actions and outcomes.”

Damp and mould can be driven by many factors, 
and we will be working closely with each of our 
customers to establish the underlying causes and 
to help eradicate the problem.

If you are experiencing issues with damp 
and mould, please visit our website for more 
information or contact your local repairs team  
to make an appointment.
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“Right now, we are scrutinising boiler breakdown 
services. While we scrutinise these, we may find 
other areas we want to scrutinise in the future. 
The scope of scrutiny is so varied, and we need to 
reflect the variety of the whole Southern Housing 
Group residents.”

The Panel are working closely with the Housing 
and Communities Committee and in particular the 
Resident Board Members to ensure that members 
of the Board hear the resident voice through the 
scrutiny of services that they receive. 

We look forward to hearing the recommendations 
that the Panel members will present to us at the 
end of this exercise.

Want to find out more? Join the Panel and 
tell us where we could do better

If you are interested in learning more about how 
Southern Housing Group works and would like 
to help us improve our services to ensure that 
residents have a good experience during their 
interactions with us, come and join the Resident 
Scrutiny Panel.

We are particularly interested to hear from the 
following underrepresented residents:

• Household members over the age of 18 
• Female
• Tenants living in London
• Residents from the Black, Asian and Minority 

Ethnic backgrounds 

Get in touch with us on resident.involvement2 
@shgroup.org.uk or call 0759 302 1140.

 

We are delighted to announce that we 
have recruited five new members to our 
Resident Scrutiny Panel.

T he Panel met in January 2022 to start their  
first scrutiny exercise looking at the Group’s 

Boiler Breakdown Service.  

During this session the members met Alan 
Townshend, the Chief Executive of the Group  
who gave them an overview of the business.

They also received a presentation from Kiera 
Curran, the Head of Customer Safety who 
provided an in-depth explanation of how the 
Group responds to boiler breakdowns and issues 
of no heating and hot water.

Kiera said: 

“We are committed to attending all customer 
reports of boiler breakdowns within 24 hours and 
will make every effort to fix these on our first visit. 

“We are working with the Resident Scrutiny  
Panel to provide the information they need to  
look at the service we deliver and look forward  
to their recommendations.”

The members are now in the second stage of the 
scrutiny and have started to speak to staff and 
residents to get a better understanding of the 
customer experience throughout the journey and 
the relationship and roles of all those involved in 
the process.

Marc Merry a member of the Resident Scrutiny 
Panel, said: 

“I am a resident and I applied to be on the Scrutiny 
Panel because I think I can help explain to the 
Group how their decisions affect people like me 
or others in similar situations. 

Introducing our new 
Resident Scrutiny Panel 

Easy, quick and secure  
– sign up now!
We wrote to you back in January to let 
you know that we’re no longer going to 
send rent statements by post, and that 
we’d let you know how to get your rent 
statement (and more) online soon.

OOur new online accounts are simple, 
convenient and secure – it couldn’t be easier 

to access our services, and signing up only takes a 
couple of minutes.

To book repairs, download rent statements, make 
payments or contact us to access services just 
scan the QR code or visit www.shgroup.org.uk/
register. Within a few clicks, our services will be 
at your fingertips. 

Contacting us online helps reduce the amount  
of paper we send you and more and more of  
our services will be available digitally in the future 
–  it’s a great way to help the environment.

If you’re not used to using online services, or 
you feel your digital skills need brushing up, our 
Community Investment team may be able to help. 
We Are Digital is a service that offers training, 
support and, when needed, equipment to people 
who need some support online. Call us on  
0300 020 0549 to see how we can help you.

Scan me

mailto:resident.involvement2%40shgroup.org.uk?subject=
mailto:resident.involvement2%40shgroup.org.uk?subject=
mailto:service.centre%40shgroup.org.uk?subject=
http://www.shgroup.org.uk/register
http://www.shgroup.org.uk/register
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The price rises are putting increasing 
pressure on our household budgets.  
We are all feeling it, especially when  
it comes to food and energy.

It is expected for fuel prices to increase this year 
alone by £700 and we are worried that many 

households will no longer be able to afford to 
heat their homes. 

We have partnered with Agility Eco and 
The Footprint Trust to support our residents 
with more specialist fuel support. 

 
Residents living in mainland England can 
contact AgilityEco direct by calling  
0137 273 8952 or by emailing enquiries@
agilityeco.co.uk.

If you live on the Isle of Wight, you can 
contact the Footprint Trust for support by 
telephoning 0198 373 8953 or by emailing 
info@footprint-trust.co.uk.

We are also here to help you with any  
money worries or welfare benefit issues. 
Please contact us on 0300 020 0549 or email 
community.investment@shgroup.org.uk.  

Winter Fuel Payment 

If you are of state pension age and under 80 years 
of age you will receive a one-off payment of £200 
per household. If you are over 80 the payment is 
£300. You do not have to do anything to get this 
payment.

Household Support Fund 

If you are struggling to buy food, pay energy bills 
or to purchase essential household items, you can 
apply for support from your Local Authority.  

If you are struggling with your electric and/or gas 
bill speak to your supplier, they are there to help 
either through charitable grants or by ensuring 
you are on the correct tariffs.  

You may also be able to save some money by 
checking you are on the correct water and 
broadband tariffs.  

Food and energy  
price rise

It is so important to keep your home warm  
for health reasons, and we would like to support 
you in this mission in anyway we can.

Our Financial Inclusion team are here to ensure 
you are getting all that you are entitled to.  

Here are a few ways the Government plan to offer 
financial help:

Council Tax Rebate 

If you are in band A to D your Local Authority  
will write to you to tell when you can expect a 
one-off payment of £150. If you are not in band 
A to D there is help available by applying to your 
Local Authority.

Warm Home Discount 

if you are in receipt of Pension Credit, Guarantee 
Credit or some other benefits a £140 discount will 
automatically be applied to your electricity bill in 
December 2022. You will receive a letter to let 
you know the discount has been applied.

If you need to apply you will get a letter telling 
you what to do.

mailto:enquiries%40agilityeco.co.uk?subject=
mailto:enquiries%40agilityeco.co.uk?subject=
mailto:info%40footprint-trust.co.uk?subject=
mailto:community.investment%40shgroup.org.uk?subject=
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Getting to Know  
Our Volunteers

 

OOur Getting to Know You project lead 
Brittany O’Neill chaired the two-hour 

workshop for volunteers so they could later have 
the opportunity to visit the sheltered scheme they 
will be volunteering in, connect with other people 
and gain the skills and tools to enable them to 
participate in projects that will support our older 
residents living within our sheltered schemes.

The workshop involved information and guidance 
around good volunteering and safeguarding 

practices, as well as the necessary communication 
skills needed to succeed at their new role. On the 
day, volunteers had an opportunity to participate 
in various activities and learn new skills within 
creative setting.  

Some of the activities included team building, 
setting boundaries challenges and group drawing 
exercises. By the end of the training session, 
volunteers were able to go away feeling more 
confident and equipped to make the most of their 
volunteer experience. They have also increased 
their knowledge of handling various situations 
that may arise when running social activities and 
one-to -one wellbeing support for our residents.

On March 9, we delivered an interactive 
workshop to eight volunteers in 
Aldrington Place Scheme in Brighton. 

Meriem, one of the volunteers, said:  

“The training session was really engaging and  
fun. The activities were informal which made  
the training session even easier to understand 
and participate in.”

 
Volunteers also had the opportunity to meet 
Alan Wark, who recently joined the Group as 
the Service Scheme Co-ordinator for two of our 
Brighton sheltered schemes; Aldrington Place and 
Loriners Court. 

Alan has years of experience supporting older 
residents and made a positive contribution 
towards the day. 

Alan said:  
 

“I feel positive about this project, it is nice that  
the volunteers are using their spare time to  
help people who are vulnerable, I hope that  
the residents do get involved.” 

Inevitably, the pandemic has caused some real 
challenges in the world of volunteering and 
employment including restrictions on the way 
colleagues have been able to interact with 
volunteers over the last two years. 

Although we have adapted in ways to  
continue supporting volunteers remotely, 
colleagues now have more freedom to be able to 
meet the volunteers and residents in person which 
can have a huge positive impact on wellbeing, 
particularly when it comes to those who may not 
have been able to get involved remotely due to 
various barriers.

Brittany O’Neill, GTKU Project Lead, said:  
 

“It was great to get to know the volunteers as 
individuals and to have created a safe space 
where the volunteers felt comfortable enough to 
share ideas with the Group. 

“The volunteers were passionate about the project, 
which was shown through the fantastic work the 
groups produced throughout the session and I 
look forward to supporting them in their roles.” 

Getting to Know You is a volunteering project 
that was set up by the Group’s Senior Community 
Involvement Manager Marian Patterson in 
November 2021 and has been funded to run for 
two years. 

If you would like to know more or are  
interested in getting involved, please contact  
us on volunteering@shgroup.org.uk or  
call 0782 5721 031.

.

mailto:volunteering%40shgroup.org.uk?subject=
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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  
opening hours:

 
The team is available between
9am to 5pm, Monday to Friday. 

Please check our website for details.

www.shgroup.org.uk

Contact us
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