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Southern Housing Group Resident Involvement

You Said, We Did
You Said: ‘How have our 
recommendations led to service 
improvements?’

Three years ago, the Customer Involvement  
team asked residents what was important  
to them. Residents said they wanted to be 
involved in creating and developing services, 
be consulted on key decisions that affect  
them and be informed on how their feedback  
is used.

Before, during and after the pandemic,  
we have continuously reviewed and adapted 
ways in which we engage with residents to 
provide maximum opportunities to be involved  
in the many different projects led by the team.

Between April 2020 and March 2022,  
849 residents have responded to surveys,  
324 by email, 356 by post, 195 have participated 
by telephone or telephone conference,  
256 have attended zoom sessions and two 
were involved by text.

A big thank you to you all

Resident Groups

6 formal Tenant Resident Associations (TRA’s)  
are formally recognised by the Group and receive 
funding. Their membership represents all tenures 
of residents and helps them to make decisions 
that affect their neighbourhood.  

8 resident groups receive guidance or support 
from the Customer Involvement team and work 
with other residents to improve the area where 
they live.

6 local Task Action Groups and Community 
Groups have been set up on-line or in person to 
help improve communication between residents 
and the relevant staff providing front line services. 

23 residents took part in meetings at The Artisan 
in Sussex with Estate Care, Home and Property 
Services and Aftercare. These meetings provided 
an opportunity for residents and staff to discuss 
key concerns and address these. Customer 
Involvement helped to provide regular updates.

At Warner Road, residents were involved in an 
estate walkabout to discuss parking concerns. 
After listening to residents, the parking company 
started to attend outside normal hours when 
vehicles were parking incorrectly, reducing the 
problems residents were experiencing.

We first met residents at Wellend Villas  
in 2019. Representatives from Home and 
Property Services, Estate Care and Customer 
Involvement visited residents’ homes to  
respond to problems reported. 

You can read about current local projects in  
the Project updates section.

Specialist Advisory Panels

Since spring 2021, residents have attended  
the quarterly specialist advisory panels or 
represented the panels as members during 
involvement opportunities. 

Here are just some of the ways members of  
these panels have made a difference:

• Sharing leaseholder concerns that helped 
the new specialised Home Ownership team 
develop their priorities.

• Ensuring information about Health and Safety, 
Sustainability and Fire Prevention is shared 
across all tenures.  
These teams are reviewing the 
recommendations from the Panels to improve 
how they share information with residents.

• Improving the promotion of the support 
available from the Community Investment 
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team – posters on estate noticeboards is just 
one of the recommendations agreed.

• Quick-wins – individual outstanding repairs 
or inspections raised by members have been 
attended to by services.

• Building Safety, Leasehold, Sustainability and 
Community Investment teams have attended 
the panels to discuss their services and listen 
to residents’ feedback.

In September, representatives from the Health 
and Safety and Building and fire prevention 
teams will be attending the panels. 

Groupwide involvement

During the pandemic, the Digital and Business 
Change teams spoke to residents online and via 
the telephone to ensure they could help develop 
and shape the readability and the look and feel 
of the Online Account service. 

10,000 residents have now registered for this 
service enabling them to report a repair, check 
their account or change their contact details. 

Click here to sign up.
Click here to read the latest report.

We invited 3500 Care and Support Residents 
(CASI) to tell us what they thought of the existing 
Care line service. Many residents responded using 
the paper survey that was sent to them. Due to 
the popularity of this method, CASI have used 
this approach with the same customer group for 
recent consultation exercises.

The Community Investment team told us 
residents’ feedback and insight received as part 
of involvement opportunities in 2019 helped 
them to develop their strategy. The survey 
questions used as part of the consultation 
are now being used to help raise customer 
satisfaction levels. 

Residents’ views helped the team to re-model the 
employment and training offer. More residents 
have now been able to benefit from a broader 
range of services.

As we welcome residents from London  
and Quadrant homes, we look forward  
to ensuring residents voices continue to  
be heard. 

Residents are randomly contacted quarterly 
to gain their feedback on their experience of 
getting involved.

You Said: ‘Tell us about the work of the 
Resident Scrutiny Panel’

In June 2022 the Resident Scrutiny Panel (RSP) 
welcomed 2 new residents. These residents have 
joined the RSP from the London and Quadrant 
stock transfer and we look forward to working 
with them.

The RSP met to complete their review into  
Boiler breakdowns and repairs. This review  
has been shared with the Executive members 
who have accepted the recommendations.  
The Homes and Communities Committee have 
received an update which will be forwarded  
to the Group’s board.

Proposed Merger with Optivo

You will have received communication from the 
Group about the proposed merger with Optivo.

Members of the Resident Scrutiny Panel are  
part of a small working group of involved 
residents from Southern Housing Group and 
Optivo looking at both resident involvement 
formal structures.  

Following their review, they will propose an 
improved framework for resident involvement  
for consideration by the Board in September.

.

http://portal.shgroup.org.uk/user/login
https://www.shgroup.org.uk/your-home/resident-involvement/resident-involvement-library/
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How we use resident insight

We shared residents’ experiences of contacting 
the Group with the Customer Services team as 
part of their review of the role of the Contact 
Centre. The following changes have been made:

• The Contact Centre record details of a 
residents call or email on the Group’s 
customer record system. In the exception 
that a service has not responded as agreed, 
a complaint can be raised and will be 
responded to by the service formally. 

• The Contact Centre now have two teams; 
response and resolution. The response team 
answer residents’ initial calls. The resolution 
team will provide advice for low-level anti-social 
behaviour calls and complex digital queries.

Cleaning and gardening:
Residents feedback has helped develop the ways 
in which communications about the standards 
are shared with residents:

• The standards are now posted on the 
noticeboards 

• Estate Care undertake inspections using  
a digital recording device. A copy of  
the standards and outcome to inspections  
can be gained from the Contact Centre.  

• Feedback can be provided to the Estate Care 
team via the Contact Centre. Residents are 
asked to provide any feedback as soon as 
possible after cleaning and gardening has 
been undertaken 

• Residents are randomly selected every  
month to ask for feedback about the 
performance of Estate Care. The Estate  
Care team contact residents who are  
not satisfied.

Over the summer we will be sharing the service 
standards for cleaning and gardening to all 
residents who have told us of their interest in 
Estate Inspections.

 51  
Number of opportunities

372 
Survey or by Email 
 

 

Resident Involvement  
April 2021 to March 2022

Project updates

489 
Resident got involved

Updates on further projects

 145 
By Zoom,  
telephone conference 
or phone call 

8 
Resident insight 
reports

https://www.shgroup.org.uk/your-home/resident-involvement/project-updates/
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Design Guide

Georgie Revell, Architect and Associate at Levitt 
Bernstein (Architects, landscape architects and 
urban designers) told us:

“The aim of the Design Guide is to set a  
minimum standard for the quality of new  
homes and neighbourhoods that goes  
beyond planning requirements and building 
regulations. The document will be mainly  
used by the Design Team, formed of architects, 
engineers and designers, who are working  
on new homes. The guide will also be available 
on the Group’s website.

The team held workshops with staff in Sales, 
Estate Care, Maintenance and Home and 
Property Services. At the same time, the 
Customer Involvement team reviewed feedback 
received from the Aftercare team’s Satisfaction 
Surveys and insight gathered from residents from 
across resident involvement projects. We also 
asked members of the Specialist Advisory Panels 
to complete a short survey, including questions 
about the layout of a home and requirements  
for storage. 

Residents were then invited to take part in  
a workshop to focus on the gaps in knowledge  
to help inform the Guide. The focus group 
looked at issues such as changes to lifestyles 
since COVID i.e working from home.

The information from both staff and residents 
is valuable to the team writing the new guide. 
Levitt Bernstein and Southern Housing Group 
would like to thank everyone that took part. 
The guide will be created this summer and the 
recommendations able to be taken forward will 
be shared in the autumn.”

Fahad Abid – New Business Officer

Fahid assisted the Customer Involvement team 
during the consultation. He told us:

“My role in the New Business Team is to 
undertake appraisals of development projects 
and assist on possible new business opportunities 
for the Group to enable new homes to be built.
Seeing residents’ feedback being used effectively 
to help shape the new Design Guide has been a 
great experience. This contribution will help make 
successful developments that work for residents. 
This has been a huge learning experience for me 
which I can use for future opportunities.”

Local projects

Stamford Hill – London

Helen Day – Planned Support Manager

“On 14 April, we arranged a meeting at 
Stamford Hill for residents to meet the project 
management team in charge of undertaking  
and reviewing the planned works there. 
Councillors were also invited and asked me  
about the lighting, which is due to be included 
this summer.
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By listening to residents about their availability for 
future meetings, we were able to arrange online 
coffee meetings with them. 

On 29 June we met with Leaseholders during the 
evening and on 11 July we held an open meeting 
for all residents having works completed. We 
ensure that the outcomes to the meetings are 
shared with residents and the teams responsible 
for any further actions.

Resident feedback improved our satisfaction 
survey service. We are now using our new 
surveys at Stamford Hill.”

One resident told us:

“They listened to any query or question I had, 
explained and reassured me of the work that 
they are doing.”

Hackney Cllr Sam Pallis told us:

“It was really good to have a much-needed 
update from Southern Housing Group.  
The Food Pantry that has been set up is a real 
lifeline for those at the sharp end of the cost  
of economy crisis.”

Vega building - Sussex

A resident contacted the Home Service  
Manager to arrange a meeting to share feedback 
about the progress of repairs and agree ways to 
communicate with residents.

It was agreed with residents to share newsletter 
updates with them in between meetings while 
repairs are being concluded. The Customer 
Involvement team met with residents locally and 
colleagues on line to discuss residents’ feedback.
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Involvement 
opportunities
 
 

Tell us how we can work together 
to improve your bin areas 
 
Residents have been discussing ways to reduce 
waste and recycle in a forum and survey online. 
The Specialist Advisory Panels have also been 
contacted by email or by post.

We are also asking residents to share details  
of local community projects that recycle and 
enable clothes and furniture to be reused.  
You can share this with us on our involvement 
hub by clicking here.

Financial Wellbeing

What free online courses would you like 
us to deliver?

In August, we are asking residents what 
online courses they would like the Community 
Investment team to offer. 

In September, residents will be asked if  
they would like to test the chosen online  
courses before they are offered to all residents.  
If you would like to tell us what courses would 
appeal to residents, test chosen courses or help 
the team better promote the services they offer, 
click here.

South Coast Training

Are you based on the Isle of Wight or  
in Hampshire?

The following workshops are being run by South 
Coast training in October:

1. Understanding Performance Information
2. Resident Involvement and Engagement 

Standards – what are the changes
3. Dealing with stress, anxiety and  

challenging behaviour
4. Confidence in asking the right questions – 

effective challenging and questioning skills

If you are interested, please contact Johanna.

Specialist Advisory Panels

The resident panels include Wellbeing (Physical 
and Mental), Inclusion (BAME and LGBTQ+), 
Older persons and Home Owners. We are 
reviewing where our Specialist Advisory Panel 
members live and the best ways to involve them.  

In September, we are considering how we can 
combine both digital and face to face meetings in 
some areas, in addition to still holding telephone 
conference calls and trying 1-2-1 telephone calls 
for some panels. If you would like to become a 
member, contact Steve.

Involvement opportunities

http://shgroup.uk.engagementhq.com
http://shgroup.uk.engagementhq.com
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

