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1 60 seconds with Chris Harris

How has your first year been?

Brilliant! I’ve really enjoyed meeting residents and staff and 
understanding how Southern Housing Group delivers its 
services. It has also been great to see how we engage with 
residents to discuss the services we provide from board level 
to local level.

What do you like? 

I’ve seen that we can deliver great services. From the work 
our Community Investment Department delivers, such as 
employment skills training and community events to 
hearing how our front line staff go the extra mile to ensure 
our customers are looked after when things go wrong, I’ve 
been impressed with a lot of the work we’re doing.

What are your plans for the next year? 

We’re modernising our services by investing in technology so 
our customers have a greater choice of how they contact us. 
We’re also focused on reviewing our customers’ experience 
when they contact us to make sure we improve the bits that 
don’t work well. This will help us provide excellent service all 
of the time. A big drive for us next year is to involve more 
customers in influencing and scrutinising our services, and to 
make this much more specific to our customers’ interests. 

What wasn’t working as well? 

We don’t always consistently get it right and deliver the 
proper solution. We’ve made our structure simpler and 
clearer so that we can improve consistency of service across 
all our homes.
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2Listening to our residents

We run ‘You Said, We Did’ roadshows at our schemes to hear first-hand 
what you really want and let you know about improvements we’ve got 
planned.

Following the success of the roadshows at Henfield and Culver Court 
in the summer, we spoke to customers at a recent roadshow at 
The Maltings in Ramsgate.

Our roadshows give customers a chance to meet 
teams and to give us feedback. 

Our Home Energy Advice Team advisors are usually 
on hand to help you save money on your energy 
bills, and our Financial Skills Officers often come to 
help out with budget planning.
 
We have some fun too; customers at The Maltings 
took part in a taste test of well-known brand versus 
supermarkets’ own-brand savoury snacks – a nice 
way to show you don’t have to pay over the odds 
for the best tasting product.

If you would like to have your say in 
improving your area, email getinvolved@
shgroup.org.uk, have a look at our 
website www.shgroup.org.uk/involved 
or contact us on Facebook or Twitter.

Staff and residents at Culver Court event

Getting stuck in at the 
Henfield event

You said: You would like some washing lines.

We did: Arranged for two to be installed.

You said: You didn’t like it when bulk rubbish was 
  dumped in front of the bin store.
 
We did: Asked our gardening contractor, Wealdens, to                
  plant the area and we asked for your ideas   
             about what you would like to see there.

mailto:getinvolved@shgroup.org.uk
www.facebook.com/southernhousing
www.twitter.com/shgcustomers


3 Taste Maker

Stuffed butternut squash

Butternut squash is in season from September to January and 

should be fairly cheap and easy to find in most supermarkets. 

Try stuffing it with rice as a delicious and healthy dinner.

Ingredients:

•  1 whole butternut squash (serves two as a   

 main, four as a side)

• 250g rice cooked and left to cool (you can use any  

 kind of rice, basmati and long grain work well) 

•  100g feta cheese

•  10 closed cup mushrooms

•  6 large tomatoes

•  1 large onion
•  3 cloves of garlic

•  3 large red peppers

•  1 red chilli (two if you like it hot!)

• Salt and pepper

•  2 tsp dried basil

•  2 tsp dried oregano

•  Olive oil

Method:

Cut your squash in half lengthways and scoop out the seeds, 

rub the skin with a little olive oil and salt. Roast in the oven 

at gas mark 5/180 °C for about an hour until the skin is 

starting to brown at the edges and the flesh is soft enough to 

stick a fork into. 

While the squash is roasting, roughly chop the mushrooms, 

peppers, onions, garlic and chilli and fry in a little olive oil over 

a medium heat until they are softened. Add the cold rice and 

roughly chopped tomatoes, season with salt, pepper, basil 

and oregano and fry for a further 5 minutes until the rice has 

warmed through. Cut the feta into small chunks and mix into 

the stuffing. 

Take the squash out of the oven and scoop out the soft flesh 

taking care not to pierce the skin. You can save the flesh and 

serve it as a mash on the side.

Stuff the squash with the stuffing mix and cover with foil 

before returning to the oven for 20 minutes. Take the foil off 

for the last five minutes of baking.
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Party punch

This time of year you might be entertaining, 
so here’s a great punch recipe that you can 
use if you’re having people over. 

We’ve made it non-alcoholic, but you could 
add a little bit of rum to spice it up once 
the kids have gone to bed! Mix the fruit 
juices and leave in the fridge to blend – 
then add the ginger ale and orange slices 
before serving.

Ingredients:

•  2 litres cranberry juice
•  750ml orange juice
•  750ml pineapple juice
•  125ml lemon juice
•  1 litre ginger ale
•  1 orange, sliced

www.facebook.com/southernhousing
www.twitter.com/shgcustomers


5 Winter events

At this time of year there are loads of cheap or free events for the 
whole family. Here are a few of our favourites.

Chinese New Year  
London, February 2016. 

Come and be part of the biggest Chinese New Year celebrations 
outside Asia. There will be parades, fireworks and performances, 
including the amazing lion dancers, as people gather to welcome the 
Year of the Monkey. 
http://www.visitlondon.com/things-to-do/event/4733685-chinese-new-year-2016-in-london 

Southbank Winter Market 
London, 20 November – 24 December, 2015 

Enjoy mulled wine, quality food and handmade crafts 
while taking in the sights and sounds of London at Christmas time. 
http://www.southbankcentre.co.uk/whatson/winter-market-1001228

The Cuckfield Christmas Tree Festival 
Cuckfield, Sussex, 11 – 13 December, 2015

 
This annual event encourages local businesses, schools, clubs and societies 
to decorate trees that are brought together in a winter wonderland. 
There is a £4 entry fee and all proceeds go to charity. 
http://www.cuckfieldctf.org.uk

The 12 Markets of Christmas
Hampshire, 7 November – 13 December, 2015 

12 markets in 12 different locations across Hampshire. You’re sure to find 
something to brighten up your winter. 
http://fromthecraftbox.net/christmas-2015-fromthe-craftbox

Burning the Clocks  
Brighton, 21 December, 2015 

Visit Brighton for the annual Burning the Clocks festival where the locals 
celebrate the days starting to grow longer with a lantern light parade 
through the town. 
http://www.samesky.co.uk
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6Customer Service Week

During Customer Service 
Week we encouraged 
customers to let us know 
how we were doing. 
Stephen Stevens got in 
touch through Twitter 
to compliment one of 
our Customer Service 
Team members:

Your
view

“As it is Customer Service 
Week please pass this on 
to Tom Dacey. I would like 
to state that Ashley on your 
Twitter account always gives 
good individual customer 
service. SHG should be proud 
of her.”

Let us know how we’re 
doing by tweeting, messaging 
us on Facebook, emailing 
or calling us.

Staff at our Customer Service Centre 
took part in activities around 
the themes of Knowing your Customers 
and Empathy Standards to improve our 
approach to customer service. 

In the first activity advisors from across 
the Customer Service Centre submitted 
some of the feedback that customers 
had sent in about their service, as well 
as some of their own ideas to make sure 
we’re learning from both our customers 
and our colleagues.

The second exercise encouraged staff 
to put themselves in our customers’ 
shoes as they played a game where they 
identified good and bad responses to 
customer enquiries. The team found 
it a really useful exercise, especially 
asking themselves “How would I feel if I 
received this response from an advisor?”

Our final activity was the Customer 
Excellence Awards, which we held to 
recognise, share and encourage great 
customer service. Ashley from our 
Resident Services Team and Alex and 
Hilary from our Customer Accounts and 
Payments Team all received numerous 
nominations from their colleagues for 
the way they build relationships 
with customers.

We know that one bad experience can 
put people off contacting us so we want 
customers to give us feedback on our 
service, both good and bad. We want 
to understand what our customers want 
so we can deliver excellent services.

If you’d like to let us know how we’re 
doing you can find your local phone 
number on the back page, get in touch 
through Facebook or Twitter, or email 
service.centre@shgroup.org.uk

We’re always looking for ways to 
improve our services, so from 5–11 
October we celebrated 
Customer Service Week. 

www.facebook.com/southernhousing
www.twitter.com/shgcustomers


7 Save money and energy

Get £140 off your energy bills 
All major energy suppliers offer a Warm Home Discount to help certain 
households with their winter electricity costs. This one-off payment is credited 
to your electricity account between October 2015 and March 2016. 
To find out if you qualify either contact your energy supplier or HEAT, email 
energy@shgroup.org.uk or visit www.shgroup.org.uk/heat. 

Can you feel the HEAT?

You can speak to one of our friendly advisors about 
anything related to energy saving or to book a home 
visit from the Home Energy Advice Team (HEAT).

Just contact the service centre (phone numbers are on 
the back page), email energy@shgroup.org.uk or 
visit www.shgroup.org.uk/heat. 

Last year the team helped save an average of £226 
for each customer they visited.

Snap, share and save 
on your energy bills! 

To get quick, easy advice on 
whether you could get a better
deal on your gas and electricity, 
take a photo of your most recent 
bill on your phone and email it to 
energy@shgroup.org.uk. 

The team will check whether 
you’re paying too much and send 
you details of any cheaper deals 
to help you make the switch.
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Money matters 8

5 Ways to save money

Switch off or unplug any 
chargers or appliances that 
you’re not using. If they have 
a standby light, a display or 
are hot to the touch, they’ll 
be using energy just by being 
plugged in. 

Get cosy. Wearing clothes in 
layers like jumpers, socks and 
slippers and putting an extra 
blanket on the bed means you 
won’t be tempted to turn the 
heating up. 

Think ahead when setting your 
heating to save money. Set it to 
come on 15-30 minutes before 
you need it on and to go off 30 
minutes before you go to bed.

If you have storage heaters, use 

constant, but turn the output 
down to a minimum when you 
don’t need the heating on or turn 
it off at the wall.

Make sure you’re getting the best 
deal on your energy. Compare 
prices regularly to make sure 
you’re on the cheapest tariff you 
can get. Switching supplier could 
save you more than £200 and 
now it’s easier than ever.

1

2

3

4

5

This time of year can be 
expensive. With presents to buy, 
people to see and places to go the 
costs can start to pile up.

If you’ve struggled to make ends meet 
this year you could visit the Money Advice 
Service website to help get a head start on 
planning for 2016. It has a range of tips 
from budgeting and saving to creating 
new traditions in your family that can help 
keep costs down. 

Visit http://bit.ly/SHGMASX to see what 
you could do differently next year. 

It’ is important that you keep up-to-date 
with your rent over winter. If you miss 
payments now it can be hard to catch up 
in January. Keeping up with your payments 
through Christmas will help make sure you 
don’t struggle in the new year.

If you want advice or help planning your 

entitled to. To speak to someone, contact 
our Customer Service Centre on your local 
number and select option two.

Since January our Financial 
Inclusion Team has 
supported 450 residents.

It’s important that you keep up-to-date

www.facebook.com/southernhousing
www.twitter.com/shgcustomers
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9 Volunteering opportunities

Volunteer Home Energy Advisor

The Home Energy Advice Team (HEAT) is looking 
for volunteers.

If you’re interested in learning about energy efficiency 
and helping other residents save money on their fuel 
bills, get in touch with the team. 

Contact HEAT on energy@shgroup.org.uk

St Hilda’s Food Co-op

This food co-op in Bethnal Green 
provides fresh fruit and vegetables 
to local people at a good price. 

The co-op is looking for volunteers 
to help in the shop between 10am 
and1pm on Thursdays.

Volunteers will get a Food Safety 
Level 2 qualification, experience 
serving customers and handling 
money and access to fresh fruit a
nd vegetables at good prices. 

If you’re Interested call Kim 
on 020 7739 8066 or email 
kim@sthildas.org.uk.

Volunteering is a great way 
to spend your free time. 

If you’re looking for work it can help 
build skills and confidence, and can 
really set you apart when potential 
employers are comparing CVs. 

It can also be good for your local 
community. We offer a range of 
volunteering options both with the 
Group and with partner organisations. 

Here are a couple of our current 
vacancies, check out 
www.shgroup.org.uk/volunteer 
for more information.
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10Community spirit saves the day at Yarborough House 

Yarborough House, one of 
our schemes for homeless 
families, has a new children’s 
climbing frame thanks to the 
generosity of the Isle of Wight 
Toy Appeal, a scout troop and a 
local building firm. 

Representatives from the Isle of Wight 
Toy Appeal, a charity drive that delivers 
donated toys to people in need, 
approached Yarborough House staff and 
offered a piece of play equipment for the 
scheme. The team selected a 12 foot 
wooden climbing frame so the families 
could have some outdoor play time.

In a wonderful gesture of community spirit 
the local scout troop offered to lend a 
hand to construct the frame, and building 
firm A&E builders donated time, tools and 
expertise to help cement the play centre 
into the ground.

To find out more about the toy appeal and 
how you can donate, head over to 
http://www.christmastoyappeal.org

www.facebook.com/southernhousing
www.twitter.com/shgcustomers


11 Supported Involvement Day

Your
view

David Fox attended the Supported 
Involvement Day and got in touch to let us 
know what he thought:

“I’ve just arrived home after a super day 
at Riverside and felt compelled to write a 
letter to thank all the staff and volunteers 
for making it a great day.

“You have put a really good team 
together; they go beyond the call of duty 
at times. Once again, thanks for everything 
you are doing for me.

Every year staff and customers of 
our supported housing services get 
together to reflect on the progress and 
challenges of the last 12 months at the 
Supported Involvement Day on the 
Isle of Wight. 

It’s a chance to look back at the year and 
reflect on the successes across all the strands of 
supported housing that the Group provides, 
including our work with disabled people, people 
with mental health issues and learning difficulties, 
older customers and younger people in their first 
tenancies. The event is open to all Care and 
Supporting Independence customers and this year 
more than 100 people came along. As well as 
discussing services and plans for the future, 
attendees took part in activities including magic 
workshops, relaxation sessions, line dancing and 
craft classes.

Jaqueline Clarke, one of our customers, gave a talk 
encouraging other residents to volunteer. She said 
that volunteering had given her the opportunity 
to overcome some personal barriers and help put 
a smile on other people’s faces.

The event ended with the Sidney Awards, which 
celebrates the outstanding achievements of our 
customers and staff during the year.

“The Supported Involvement Day also 
brought tears to my eyes watching fellow 
clients coping with various disabilities.”

If you’d like to share your views on our 
services, contact us through Facebook or 
Twitter, call on your local number or email 
service.centre@shgroup.org.uk
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12Taking the next step

If you want to buy your 
own place but can’t afford it, 
shared ownership might be 
the way forward. 

The scheme allows you to buy a portion 
of your home and pay rent on the rest. 
You can start with a deposit as low as 
five percent. If your income goes up over 
the years, you can buy a bigger share of 
the property – up to 100%. You might 
be interested in these new developments, 
which are going on sale in January 2016.

BASE15 is a stylish new development in 
Peckham consisting of one and three 
bedroom apartments. 

Visit www.shosales.co.uk/base15 
for more information or to register 
your interest.

Bow River Village is a collection of one, 
two and three bedroom waterfront 
apartments in vibrant east London.

Get more details at 
www.shosales.co.uk/bowrivervillage

www.twitter.com/shgcustomers
www.facebook.com/southernhousing


13 Work day diary – David Self, plumber

David is a plumber working for Southern Maintenance Services, 
our repairs team that covers the Barking and Dagenham, 
Bexley, Greenwich, Havering, Newham and Tower Hamlets 
areas. We asked him to tell us about his working day.

 8.30am

I get my jobs sent through from the office. I’ll usually visit between six and eight homes a day. My first 
job is to trace and repair a leak affecting the flat downstairs. The leak is coming from under the bath and 
is relatively easy to fix. Until his neighbour called us the customer had no idea the leak was happening as 
it was all hidden by the bath panel.

 9.45am

I have to visit a customer whose sink is blocked and the water won’t drain away. I have a look in the 
pipes under the sink and they are caked in grease and food on the inside. I ask the customer and he says 
that he does sometimes pour old oil and food down the sink. I advise him not to do this, as it can cause 
serious blockages.

 10.30am

A strange job – a customer reports that his toilet is filling with hot water rather than cold. I work out 
that the toilet has been accidentally plumbed into the hot water supply, but the pipes I need to work 
on aren’t accessible so I have to make another appointment to come back with a carpenter the next day. 
We fix a high proportion of all our jobs on the first visit, but if we can’t we’ll come back as soon 
as possible.

 11.45am

Called out to a customer whose taps aren’t working. It turns out that the valve is broken. I haven’t got 
the right part in my van so I head down to a local plumbers’ merchant to pick up a new one. I repair 
the taps and notice that there’s some limescale building up. This can make the taps seize up so I advise 
the customer to wipe her taps dry each time she washes up as this can prevent future problems.
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Your
view

 3.15pm

I visit a customer whose bathroom toilet and basin need replacing. The old basin is a bit tight so 
it takes more time to get it out and fit the new one than was scheduled. It’s the last job of the day 
though, so I don’t mind staying a bit late and making sure the job’s done right.

 2pm

I visit a customer whose hot water cylinder has stopped working. I notice that the ‘emergency 
emersion’ switch is lit up; the customer tells me that he always has it on. This is what’s caused the 
problem – the heating element has worn out. If your hot water is electrically heated, make sure 
you only use the emergency switch when you need to as it can damage the boiler and lead to really 
high bills if you leave it on.

 1pm

About to go on my lunch when I get a text from the office. A customer has called in to say thanks for 
doing a good job. It’s great to get feedback from customers if we’ve done something well, or even if 
they weren’t happy so we know how to improve.

After a serious leak at a block in Brighton, 
Christina Galustian wrote in to say thanks 
for the service we provided:

“May I express my thanks and 
appreciation to all Southern Housing 
officers and back up staff concerned with 
helping us residents cope with the fallout 
from the flooding.

Your presence was very much appreciated, 
seeing at first hand the damage and 
resulting loss of water, electricity, two lifts 
and damage to individual flats.
I thank you all from my heart for 

everything you and your colleagues said 
and did and climbing all those 100+ stairs 
several times a day. Communication was 
really excellent!

Our manager, Pascal Pattar, sprung 
into overdrive and hasn’t stopped yet!  
His dedication to us is excellent in 
normal times but he was simply 
outstanding during this emergency. 
I cannot count how many times he visited 
the worst affected floors, I have never seen 
anyone work so hard.  

Thank you to Pascal and those who slept 
overnight on the premises, in chairs 
and on the floor! Not forgetting all the 
people working behind the scenes, 
plumbers, electricians, lift people and
others... Thank you!”

www.facebook.com/southernhousing
www.twitter.com/shgcustomers


We’ve awarded a grant of £3,300 
to fund a community war 
memorial project in London.

The project honours residents at one of our 
oldest properties, Hindle House in Hackney, 
who were killed by a bomb that fell on the 
estate during the Second World War.

Brian Longman, a former resident, and 
his wife Natalie began the community 
project to pay tribute to those who lost 
their lives and applied for funding to 
restore the original memorial plaques on 
display at the estate.

The stories of the people commemorated 
on the memorials are available online 
for the local community and future 
generations to learn about their history 
and pay tribute.

To find out more about the project, visit 
the Hindle House War Memorial Project 
Facebook page: https://www.facebook.
com/HindleHouseWarMemorialProject

Thinking of doing something similar in your 
local area? Find out more about applying 
for a grant on our website, 
www.shgroup.org.uk/grants
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Resident community project honours 
residents killed in WWII

www.facebook.com/hindlehousewarmemorialproject
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We’ve partnered with 
Groundwork London and London 
Community Resource Network 
(LCRN) to deliver a community 
re-use centre at Warner Road 
Estate in Camberwell, London.

The programme, called Repurpose, 
opened a recycling hub at the estate 
offering a collection and re-sale service 
that takes furniture and electrical items. 
It also offers a repair and upcycling service 
to give unusable items a new lease of life 
and provide low cost items to people who 
need them. 

The programme will employ a Re-use 
Coordinator and a Re-use Assistant to run 
the hub and will also offer a wide range of 
volunteering opportunities and accredited 
training for residents and estate staff.

Natalie, a resident at Warner Road, has 
already volunteered to take part. She said 
she was interested in getting involved 
because she wanted to be a part of 
something that would benefit her 
local community.

16We’ve opened our first resident re-use hub in London

“I also wanted to gain some more experience 
volunteering to help me get back into work 
and this seemed like the perfect opportunity.”

“I’m really looking forward to helping out at 
the re-use hub and already can’t wait to see 
the finished product of some of the furniture 
that we’ll be working on.”

The programme will also hold ten community 
events and work with local schools to help 
bring the community together.

To find out more about the Repurpose 
programme, visit www.repurpose.london 

www.twitter.com/shgcustomers
www.facebook.com/southernhousing


17 Emma’s cooking up a new career

When she left school at 16 with 
no qualifications, Emma wasn’t 
sure what to do for work. 
She went back to college to re-sit 
her Maths and English exams 
and got in touch with Sarah, 
our Employment Skills Officer in 
Kent, to see if we could help her 
into employment.

Sarah helped Emma to build her 
confidence and think about what she 
wanted to do with her life. Emma said 
she was interested in becoming a chef, 
so Sarah found a course for Emma to 
study for her Food Hygiene Level 2 
certificate. Once Emma had passed, 
Sarah looked for opportunities for her 
to do an apprenticeship. After putting in 
calls to several local cafés, Sarah found 
the Charlton Centre Café in Dover was 
keen to get involved. Sarah also found 
a training provider to support Emma 
through the apprenticeship. Emma 
had a phone interview with the café 
and was offered a two week work 
experience placement.

Sarah provided support to Emma, as well 
as to the owners of the café during the 
work experience, and at the end of it 
Emma was offered the full apprenticeship.

Emma is now really enjoying herself; 
she’s giving input into the café’s menu 
and wants to go on to become a fully 
qualified chef. Emma’s confidence has 
grown and the owners of the café are 
really pleased with her. Sarah continues 
to offer phone support on a weekly basis.

Emma says: “Thank you so much for 
helping me, I’m loving it here. I will be 
keeping up the good work!”

If you live in Kent and want to know 
more about how we can help you find 
work, or help you into training contact 
Sarah on 07770 990 017. If you live 
outside of Kent please email 
southern.works@shgroup.org.uk
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18Need help finding work?

Since January 
our employment 
services have 
provided support 
to over 360 residents, 
helping 137 
into employment.

New Employment Skills Officer
in London

Shantel Gowdie has joined the Group to offer 
employment support and advice to customers in 
the London area. 

Shantel has a huge amount of experience 
helping people into employment; she joins us 
from the Shaw Trust where she helped people 
with disabilities find work.

If you live in London and want some 
support to help you find paid work, voluntary 
work or training opportunities, contact 
Shantel on 07894 820 668 or email 
shantel.gowdie@shgroup.org.uk  

Southern Works is 
our free employment and 
training advice service for 
our customers

If you’re 16 or over and want support 
or advice about finding a job, training 
or volunteering, email 
southern.works@shgroup.org.uk 

www.facebook.com/southernhousing
www.twitter.com/shgcustomers
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19 Community focus: Yoga at Schroder Court

Thanks to the generosity of one 
resident’s daughter, customers 
at Schroder Court in Englefield 
Green, Surrey, have been getting 
chair yoga classes to help them 
stay fit and active.

Jane Robertson, whose mother Joan
lives at the Court, provides the classes 
for a group of residents aged 65 – 98 
every Tuesday night in a great example 
of community spirit.

Having been nominated by one of her 
pupils, Jane has also recently been 
shortlisted for an award in Surrey’s Living 
and Ageing Well Awards for Best Healthy 
Living Project, and we wish her the best 
of luck.

One resident who regularly attends the 
yoga class said “There is a great feeling of 
fellowship amongst those who attend the 
classes. They have made a huge difference 
to the quality of life of those in our 
community here who take part in them.”

If you’ve got an example of a great 
project or service in your area that you 
think deserves a mention, get in touch 
with us at communications@shgroup.
org.uk and it could feature in the
next edition.

mailto:communications@shgroup.org.uk
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Every year our contractor, Robert 
Heath Heating, carries out a gas 
service visit to make sure that 
the gas supply in your property is 
safe and your boiler is working 
efficiently. This can mean it’s 
cheaper to use. 

We’re legally required to check all 
tenanted properties with a gas supply 
each year.

The appointment usually takes about 
30-40 minutes. Some customers don’t 
want our engineers to visit. When this 
happens we will apply to the court to 
get access to their home. We take this 
approach because the safety of all our 
customers is important to us.

For more information contact Robert 
Heath Heating on 0800 032 0688.

If you’re a leaseholder you are 
responsible for ensuring a qualified 
engineer on the Gas Safety Register 
services any gas appliances each year.
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Moving on – a place of your own!

Affordable rent homes are generally 20% cheaper than private renting. These homes might be 
suitable if adult children are still living at home but want to move to a place of their own. Check 
out our page on Rightmove to see some of the affordable rent properties that we have available. 
http://bit.ly/SHGRMAR

www.twitter.com/shgcustomers
www.facebook.com/southernhousing


     

We’ve helped customers at 
Lisgar Terrace in London to 
deliver a Christmas hamper project 
for their elderly neighbours.

The project was initiated by the Resident 
Caretaker, Jeff Banks, who formed a project 
team called the Bonus Ball Team with 
his wife, Sandra, and another resident, 
Tracey Sheehan.

Tracey said that they make up the food 
hampers with lots of non-perishable food 
items to cut costs and make lives easier for 
the older people at Lisgar Terrace.

“It’s very difficult for the older residents 
to get out and do their food shopping, 
especially in the lead up to Christmas 
because things are so busy and it’s often 
really cold, so we always want to help out 
in any way we can.

“We’re a really close community and the 
reality is we wouldn’t be here if it wasn’t 
for the older residents at Lisgar Terrace, 
so we feel it’s important that they know 
we care about them.

Improving our response 
to domestic abuse

As part of our commitment to improve 
our antisocial behaviour (ASB) service, 
Tracey Boast, our ASB Caseworker in 
London, has taken a national qualification 
to become an Independent Domestic 
Violence Advisor (IDVA).

Tracey’s six month intensive course covered 
the best ways to help people who have 
experienced domestic abuse, including 
overviews of the law, how to work with 
other agencies to protect victims and 
making sure that the customer is at the 
centre of everything we do. Tracey is now 
fully qualified and has already started 
using her new skills to help our customers. 
Tracey said: “The skills I’ve learned will 

help us to deliver a better service for 
customers who are going through a really 
bad time in their lives. As an IDVA I can 
offer a service that is tailored to my 
clients’ individual needs and make sure 
that we work to get the best for them.”

If you’re experiencing domestic abuse call 
the Customer Service Centre on your local 
number (on the back page) and speak to 
our ASB caseworkers. 

You can also find support from 
www.refuge.org.uk or contact the 
National Domestic Violence Helpline on 
0808 2000 247.

“We’ve run this project for about 20 years 
now and the funding has varied over the 
years. The residents who receive the 
hampers and the Bonus Ball Team are 
extremely grateful for the support Southern 
Housing Group has given us.”

Our small grants fund allows us to 
partner with residents and develop local 
communities through all kinds of projects 
and events.

To find out more about Southern Housing 
Group’s small grants fund, visit 
www.shgroup.org.uk/grants 
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Ask a professional

Got some pressing DIY that needs doing 
but not sure where to start? Help is at 
hand with our new ‘Ask a professional’ 
Twitter Q&A.

In the new year our maintenance teams 
will be on hand to answer any DIY related 
questions you may have over Twitter, on 
the second Friday of each month. 

The first few sessions will be:

Friday 8 January – 2-4pm

Friday 11 February – 2-4pm

Friday 11 March – 2-4pm 

Just log on and send your questions to 
@SHGCustomers using #SHGask
and we’ll get back to you with some 
helpful tips and advice straight from 
the horse’s mouth.

22Christmas opening hours

Over the festive period we’ll be operating 
slightly different hours to usual at our 
Customer Service Centre.

Our out of hours for emergency repairs 
service will be running 24 hours a day 
throughout the holiday period.

The numbers are on the back page

www.twitter.com/shgcustomers
www.twitter.com/shgcustomers
www.facebook.com/southernhousing


Contact us
For our out-of-hours service call your local number and you will be 
diverted to the out-of-hours team.

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 or 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, Gloucestershire, Hampshire, 
Northamptonshire, Oxfordshire, Wiltshire, Runnymede or Waverly, 
please call 0300 303 1064

The Isle of Wight, please call 0300 303 1772

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

        facebook.com/southernhousing

       twitter.com/SHGCustomers

       www.shgroup.org.uk

        020 7553 6400

Holiday opening hours:
Over the winter period our Customer Service 
Centre will operate slightly reduced hours. 
Check out page 22 to find out the details. 

You can still get out of hours service for 
emergency repairs at any time by calling your 
local number.

Southern Housing Group Limited, an
exempt charity and registered society
within the meaning of the Co-operative 
and Community Benefit Societies Act 2014
number 31055R, registered in England
with registered office at Fleet House,
59-61 Clerkenwell Road, London EC 1M 5LA
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