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What do you do at Southern 
Housing Group?

I lead the team that delivers 
works to your home. We replace 
windows, kitchens, bathrooms, 
roofs and heating systems. We 
identify where replacements are 
needed through the Group’s 
Asset Management Team, 
surveys and getting feedback 
from our Repairs Teams 
and customers. 

What challenges does your 
job bring?

There are lots of challenges, 
but one of the biggest is to 
make sure the budget we’ve 
got meets the priorities for 
investment. We have to 
make difficult choices about 

which properties need work 
the most. To identify priorities 
we carry out stock condition 
surveys, assess repair 
information and, of course, 
listen to residents’ concerns.

What is the Southern 
Housing Group budget for 
reinvestment and how many 
homes do you plan to invest 
in this year?

Our budget this year is around 
£13 million, but it changes each 
year. This money comes from 
customers rent so we need to 
spend it wisely. Last year we 
worked on over 950 homes 
and we’ll do a similar amount 
this year.

What do you like most 
about your job?

The team is extremely 
committed and works really 
hard to meet the needs of 
customers. We get some really 
good feedback from customers 
about the quality of our work. 
It’s great to be involved in 
making people’s homes nicer 
places to live.

More information about the 
Reinvestment Team is available 
on our website: 

shgroup.org.uk/
reinvestment

60 second interview 
with Jason Hapgood
Jason Hapgood, Head of Planned Investment, has worked for Southern 
Housing Group for eight years. We found out what his team does and what its 
work means for you.
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If you have a request for your 
area, let us know. We rely on 
you to give us information and 
we’ll do what we can to help.  
Please see the back page of 
this magazine for ways to get 
in touch.

OPEN DOOR - Spring 2016

You said…

Residents at Sir Bernard Paget 
Ashford had regular faults on 
the main entrance door.  

We did…

The front door was re-designed 
and since then door has worked 
well, with fewer faults. 
This means fewer calls to 
our repair services team and 
increased security.  

You said…

Residents of flats in Castleview 
Court and St Georges Court 
in Dover said there was not 
enough space for bin bags and 
problems with fly tipping in 
their bin stores. 

We did… 

We totally refurbished the bin 
store at Castleview and made 
the one at St George’s more 
secure with gates and a roof to 
help reduce fly tipping.

You said…

At Parklea, Deal residents 
asked for a new washing/clothes 
drying area that was 
more suitable for elderly or 
disabled residents.

We did… 

We installed a new footpath 
and drying area to improve the 
facility. 

You said, we did
From bin stores to faulty doors, you told the Resident Services Team in 
our South region what was bothering you and we made sure it was fixed. 
Here are some examples.
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The surveys make sure we know 
what condition your home is 
in and whether we need to do 
repairs or make changes. This 
means we can plan our work 
in advance and ensure that our 
financial planning is directed 
towards making your home a 
great place to live. 

The surveyor will check your 
home inside and out before 
making recommendations that 
will inform our programmes 
for kitchen and bathroom 
renewal, for tenants of the 
Group, upgrading windows, 
renewing roofs, replacing lifts 
and decorating the outside of 
your home.

We use a company called 
Faithorn Farrell Timms to do the 
surveys and someone from this 
company could visit your home 
soon. Faithorn Farrell Timms 
staff will always have an 
identification badge with them.

The visit only lasts an hour and 
we’ll make an appointment with 
you in advance. We also make 
sure we give you a two hour 

window so you can plan your 
day. If we can’t get into your 
home to do a stock condition 
survey, we may not be able to 
include your home in future 
plans for upgrading.

If you need to change the date 
of your appointment please call 
Faithorn Farrell Timms on 0800 
652 7031 as soon as possible to 
make sure you don’t miss out.

Always ask for ID

Our team members and 
contractors always carry ID 
cards when they visit your 
home. It’s always a good idea 
to ask to see the ID of anyone 
who visits and we’ll never be 
offended if you do. 

Don’t allow anyone into your 
home if you’re not 100% sure 
where they’re from. If you’re not 
expecting someone to visit you, 
call the company they come 
from and check who they are. 
If they’re supposed to be there 
they will wait, and someone 
on the phone will confirm why 
they’ve come.

Your safety is our priority and 
we want to work with you to 
make sure it’s always easy to 
identify someone who is visiting 
to inspect, or make a repair on 
your home.
 

Planning investment 
in your home

We want to make sure your home is in good 
condition and has modern facilities, so from time 
to time we carry out a ‘stock condition survey’.
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Easter activities

Londoners, try the free 
animated film marathon 
at the V&A Museum of 
Childhood in Bethnal Green. 
Classics like the Clangers and 
Bagpuss are sure to entertain 
kids of all ages. 

25 – 27 March. 

www.timeout.com/
london/things-to-do/
easter-weekend-small-films-
marathon

Brighton people, check out 
the Hove Museum’s free 
family activities over Easter 
including Easter trails and 
drawing lessons. 

29 March – 8 April. 

brightonmuseums.org.uk/
discover/events/event/
easter-activities

In Hampshire the Staunton 
Farm’s Easter Eggstravaganza 
looks great. There will be 
wildlife encounters, crafts and 
an egg hunt on Easter Sunday. 

25 – 28 March. 

www.visitportsmouth.co.uk/
whats-on/easter-
eggstravaganza-at-
staunton-p1134621

The Festival of Steam and 
Transport in Chatham, 
Kent, promises family fun 
this Easter. With street 
entertainment, live music 
and an all-inclusive steam 
powered funfair as part 
of the ticket price, there’s sure 
to be something 
for everyone. 

27 – 28 March.
 
www.thedockyard.co.uk/plan/
events/festival-steam-and-
transport

Nature lovers in Berkshire 
will love the Who’s Hatching 
family fun event at the 
Nature Discovery Centre 
in Thatcham. Games and 
crafts themed around eggs 
and hatching. 

31 March. 

www.bbowt.org.uk/
events/2016/03/31/
family-fun-whos-hatching

If you’re stuck for ideas on how to entertain the 
family over the Easter break, check out some of 
our favourites.
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Four creative customers in Brighton and Hove were able to sell their 
craft products for the first time at Brighton Open Market in the run-up 
to Christmas thanks to a new self-employment initiative.

Local residents, Marty 
Anscombe, Pedro Carvalho, 
Amy Meachen and Deyanira 
Giron had all been making art 
and craft products at home, but 
didn’t know how to turn their 
passions into businesses. Our 
Employment Skills Officer, Kate 
Wainwright, arranged for the 
four to take a self-employment 
course and we sponsored stalls 
on the market so they could put 
their new skills to the test.

Enterprise Exchange delivered 
the course, which covered 
the basics of self-employment 
from products and promotion, 
through to business regulations 
and tax. The trainees received 
follow-up one-to-one sessions 
covering business skills and 
life-coaching in January.

Kate said: “It was great to be 
able to tap into the creativity 
of local people. We have a 
lot of residents who are 
creative, innovative, and make 
their own products to a really 
high standard.

“Most of the people I meet 
through my work want to turn 
their passion into a viable 

business but aren’t sure how 
to do it.

“It has been really successful 
and we’re really pleased with 
the reaction to the stalls. All 
the residents we’ve worked with 
are now looking forward to 
developing their business.”

Amy Meachen said she 
really enjoyed the training 
and is excited about the
opportunities she now has 
to promote her business.

“The training was brilliant 
and really thorough; it has made 
me think about promoting my 
business through social media.”

Pedro Carvalho makes 
pyrographic art by burning 
designs into wood. He said: 
“I learned a lot about the legal 
side of things, registering for 
tax and setting up a company.
It has been really useful.”

Visit www.shgroup.org.uk/
southernworks for more 
information about how we 
can support you to improve 
your skills and find work.

Turning creativity into cash
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Taste maker
Spring is here and we’ve got the perfect light, healthy meal for you and your 
family. These recipes are great warm or cold and will keep in the fridge for the 
next day or work as healthy treats on a picnic!

Peel the sweet potato and cut 
it into one inch cubes. Boil it 
in slightly salted water until 
tender all the way through. 
If you’re using the salmon, fry 
it in the oil until it’s as cooked 
as you like it, then remove 
the skin and put the fish aside 
to cool.

Heat the oil in a frying pan and 
fry the sliced red onion until it’s 
soft. Beat the eggs and cottage 
cheese together with a pinch 
of salt and pepper and the 
thyme. Add the egg mix into 
the pan with the onions, then 
add the sweet potatoes (and 
the salmon if you’re using it). 

Keep the frying pan over a low 
heat so the eggs start to cook 
through. While the eggs are 
cooking, cut the feta into small 
cubes and sprinkle it over the 
top. When the egg is cooked 
almost to the top, put the pan 
under the grill to finish it off. 
It should puff up a little bit and 
the feta will just start to melt.

Method

1 2 3

Sweet potato tortilla

Ingredients:

1      large sweet potato
10      eggs
100g      feta cheese
1      red onion
2      pieces of salmon 
     (optional)
1 tsp      dried thyme
100g      fat free cottage cheese
1 tbsp     cooking oil
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Shopping at your local market 
can be a great way to save on 
fruit and veg. However, some 
of the fruit can be a bit bruised 
or tired looking. If you’ve got 
fussy eaters in the house you 
can still use the fruit that’s not 
at its best, simply cut off the 
offending lumps and chop the 
good bits up to make a fruit 
salad. You can store it in the 
fridge for a few days and it’s 
always delicious. Mix in some 

lemon juice to keep apples and 
bananas from going brown. 
You can also top this off with 
some passionfruit and crème 
fraiche if you’ve got fancy 
dinner guests coming round. 
They’ll never know!

For more tips on how to use 
leftover food visit www.
lovefoodhatewaste.com/
recipes

The course will teach 
people on low incomes how 
to gain confidence in the 
kitchen, prepare healthier 
meals, and to plan meals and 
budget effectively.  
 
The Foodbank will also use 
some of the money to build a 
new kitchen which will be a 
base for a community café in  
Cowes and a training centre 
for the course. 

Eat Well, Spend Less was 
piloted in Salisbury last year

and attendees reported that 
they were eating 45% more 
fruit and vegetables and 
saving an average of £10 each 
on their weekly food shopping.

Members of our  
Community Investment Team 
will be taught how to deliver 
the course so they can train 
customers who aren’t able 
to make the trip to Cowes to 
study at the distribution centre.

The funding was secured 
through the Community 

Investment Small Grant 
project,which offers grants 
for community activities that 
benefit Southern Housing 
Group customers. 

For more information on 
getting funding for a project 
visit www.shgroup.org.uk/
grants

For information on the 
foodbank visit 
www.isleofwight.
foodbank.org.uk

Cooking up a storm 
with Isle of Wight 
Foodbank
Our Community Investment Team has joined 
forces with the Foodbank on the Isle of Wight, 
donating more than £3,800 to help run the Eat 
Well, Spend Less course. 

Second best fruit salad
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Day in 
the life 
Caroline Wright, 
Financial Skills 
Officer

Our Financial Skills Officers 
(FSOs) help customers who are 
struggling to make ends meet. 
It can be hard to keep on top 
of your money but the FSOs 
can help you plan, budget, 
and make sure you’re getting 
any benefits you’re entitled to. 
We caught up with Caroline 
Wright, our Financial Skills 
Officer in the Barking area, to 
find out more about her work.

9.00 am: The Rent Team has 
referred a new case to me. 
This customer’s son has 
recently left school so their 
Child Benefit and Child Tax 
Credit have stopped and 
they’re struggling to pay the 
rent. I gave the customer a call 
to talk things over and offer 
a meeting. We realise it can 
be hard to share financial 
details with a stranger so we’re 
as sensitive and friendly as 
possible when we contact you.

10.00am: My first visit of the 
day is a new customer I first 
spoke to last week. We go 
through her household 
finances, looking at what 
money is coming in and what’s 
going out. She’s got quite a lot 
of debt to various companies, 
so I help her to identify which 
debts she needs to make a 
priority. I also suggest she 
speaks to a free independent 
debt advisor at Step Change 
or Pay Plan to see if there is 
anything else she might be 
able to do.

11.30am: My next meeting is 
with a customer I helped last 
year. He has recently found 
work but his Housing Benefit 
has changed because of his 
new income and he’s now 
behind on his rent. We call the 
benefits office and the advisor 
says they wrote to him to tell 
him about the changes. He 
tells me that he sometimes 
ignores official letters. It’s really 
important to read all the 
letters you receive and if you 
need help, make sure you ask 
someone for it.

1.00pm: I call the office 
before I take my lunch and a 
woman I helped earlier in the 
year has called in to say thank 
you. She had rent arrears and 
I was helping her budget for 
that but while we were talking 
she told me her daughter was 
getting extra support at school. 
After getting more details 
I realised she could claim 
Disability Living Allowance. 
The payment recently started 
coming through and she has 
paid her rent arrears and can 
now take her daughter out 
occasionally too.

2.00pm: I meet a customer at 
a local Jobs Club. Her husband 
died eight months ago and 
she has very little experience 
managing money. She isn’t 
very confident and because 
she’s still working age she has 
needed to start looking for 
work to receive Job Seekers 
Allowance. I refer her for some 
digital skills training, as these 
days you have to apply for lots 
of benefits online and she has 
never used a computer before. 

12
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3.00pm: I make a quick visit to 
a customer I’ve been working 
with who’s worried about how 
Universal Credit will affect him. 
I show him how to check what 
benefits he can claim using 
the calculator at www.
entitledto.co.uk and plan 
for Universal Credit using the 
tool at ucpp.dwp.gov.uk/
universal-credit-
preparation

4.00pm: I visit a customer 
at home. He’s in a three 
bedroom flat, but only uses 
one, which means he pays £30 
a week in ‘bedroom tax’ and 
he’s not keeping up with his 
other payments. We look at 
his finances and he also pays 
£12.50 a week for a loan from 
the Department of Work and 
Pensions. I help him call the 
Department, which agrees to 
reduce his payments to £5 a 
week so he can work on the 
rent arrears. I also support him 
to apply for a Discretionary 
Housing Payment from his 
council to help cover the 
‘bedroom tax’ while he looks 
for a more suitable sized flat 
near his family.

If you need help with money 
contact our Financial Skills Team 
and see if we can help. Call our 
Customer Service Centre on 
your local number (on the back 
page) and press option two. Ask 
your advisor for a referral to the 
Financial Skills Team.
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“Being sustainable is about
using what we need to live, 
without using up all our natural 
resources so there is nothing 
left for future generations. 
In practical terms this means 
reducing the environmental 
impact of our services. 

“It’s about providing low energy 
and low cost housing, whether 
this is for the new homes we 
build or making our existing 
properties more energy efficient. 

“We’re minimising our impact in 
all our offices too, reducing the 
amount of gas, electricity, water 
and paper we use. We use 
video-conferencing technology 
so we don’t have to travel and 
we produce renewable energy 
through solar panels.” 

Sustainability – 
what does it mean?
Some residents ask us 
what being sustainable 
means. We challenged 
Will Routh, our new 
Head of Sustainability, 
to explain.

Want more tips? 

Our Home Energy Advice 
Team can provide you with 
support to reduce energy 
use in your home, visit: 
www.shgroup.org.
uk/customers/about-
living-in-one-of-our-
homes/heat  
or email: 
energy@shgroup.
org.uk

Switch off unnecessary  
lights and use low
energy light bulbs. 

Close your windows 
and doors tightly to 
stop draughts.

Make sure your 
loft hatch is insulated 
to keep the heat 
in (see our free loft 
hatch insulation offer 
on p 16).

Contact your local 
council to find out 
about  free recycling 
services where you live. 

Plan meals in advance 
to reduce food waste 
(see our recipes on p 
10 for ideas). 

Take a ‘bag for life’ 
when you go shopping. 

Try walking or cycling  
short distances. 

Have a shower instead  
of a bath to save 
water, especially if you 
have a water-saving 
shower head. 

Wash your clothes 
at 30ºC.

Top sustainable tips to save energy and money:

Will Routh, 
Head of Sustainability
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 ADVICE
COOKING

ENERGY
ENVIRONMENT

GAS
INSULATION

HEATING

MONEY
LIGHTS

PLANNING
OPEN

RENEWABLE
RECYCLE
SHOWER

SAVING 
SWITCH
SOLAR 
WATER
WARM 

Competition time!

For a chance to win one of 10 
great prizes find all the words 
connected to sustainability in 
the word search below. There 
are 19 words listed but we’ve 
left one out of the puzzle. Can 
you find it? 

Send in your completed word 
search along with the missing 
word and your address for a 
chance to win! 

The prizes are packs that include 
two LED light bulbs, a tea towel 
with energy saving tips, and a 
water saving shower device, all 
in a Southern Housing Group 
reusable bag.

Entries must be sent in to 
Open Door Competition, 
Southern Housing Group, 
Fleet House, 59-61 Clerkenwell 
Road, London EC1M 5LA 

by 29 April, with winners 
announced in the next issue 
of Open Door. You can also 
email a photo of your 
completed word search to 
communications@shgroup.
org.uk 
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Loft 
extesions 
on the Isle 
of Wight
To help tackle 
overcrowding we’re in 
the process of installing 
loft extensions in four 
family homes in 
Sandown on the Isle 
of Wight. 

The extensions provide space 
for an extra bedroom to meet 
the needs of growing families 
and ensure customers don’t 
have to move away from their 
local area when they have 
another child.

The project started in December 
2015 and the first extension 
was complete before Christmas. 
The second was finished in 
February and the last two will 
be done by April.

Alex Westmore and her family 
were the first to benefit from 
this scheme and they’re 
delighted with the results. 

Alex said:

“We’re really pleased as it has 
given us the space we need for 
our family and we’re glad we 
don’t need to move from where 
our children have grown up.”

 

All you need to do is to take 
a photo of your loft hatch 
and send it to energy@
shgroup.org.uk with your 
name and address. Once we’ve 
got it, we’ll send you a FREE 
hatch thatch.

You can also call the 
Customer Service Centre 
on your regional number, 
select option 4 and ask for the 
Home Energy Advice Team to 
ask for one.

If you need help to install it, 
we’ll do it for you. It’s that easy!
So don’t wait and take a 
photo now!
 
 

Did you know…

On average you’re losing 
4% of your heat through 

a non-insulated 
loft hatch… 

that’s £60 a year!

FREE loft hatch 
insulation
Are you feeling draughts coming from
your loft hatch?  Don’t worry – 
we have a solution… and it’s FREE.

Alex Westmore in her 
new loft extension

16



Customer
Service

Excellence

Excelling
at customer

service

OPEN DOOR - Spring 2016

Our change programme is called 
Building our Future and over the 
next three years we’re going to 
be introducing lots of changes 
to give you even better services. 

We’ve already started making 
changes, for example; this year 
we introduced a new online 
chat service, so you can get in 
touch in a new and simple way. 
We’ll make sure that you still 
get great service on the phone  
if you prefer to contact us 
that way.

We’re going to introduce a new 
system that brings a lot of our 
data together, which means that 
whoever you talk to will have 
access to the same information 
and we can be more consistent. 

Our team members will be 
empowered to make decisions 
quickly and efficiently about  

issues that affect you so they 
save you time and give you a 
better experience.

To help them work more 
efficiently, we’re giving our 
team members access to things 
like tablets and better phones 
so they can help you when 
they’re actually with you, rather 
than having to go back to an 
office to complete their work. 

We’re also aiming to have team 
members working from offices 
on estates and in schemes more 
often so that you can contact 
them more easily.

While we’re planning and  
making more changes, our  
team members might contact 
you to ask you for your  
thoughts on our services or how 
we can improve. If they do, they 
will always clearly explain who 

they are and why they’re  
contacting you.

We’ll give you more information 
as we introduce changes, so 
stay tuned for more details of 
how we’re planning to improve 
our services.

We’re making changes

We’re working hard to improve the services we provide to our 
customers. To do this we’re making some changes to the way we 
work and aiming to be a more customer-focused business.
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Thinking 
of making 
your first 
step in the 
property
ladder?
Thinking of making your first 
step on the property ladder?

Shared ownership gives 
first-time buyers an affordable 
way to own their own homes by 
combining buying and renting.

It’s simple!

You can buy shares from 
25% to 75% and pay rent 
on the remaining share 

The minimum deposit 
required is just 5% of the 
share you’re purchasing

Over time you can increase 
your shares to 100%

Is shared ownership for me?

Yes – if you can’t afford to buy 
a home on the open market and 
your household income is less 
than £85,000.*

What now?

Southern Home Ownership 
offers shared ownership 
in a variety of different 
developments, ranging from 
traditional family homes in 
the countryside to vibrant 
city apartments.  

*The income thresholds in London are 1-2 bedrooms £71,000 and 3-4 bedrooms £85,000. If you live outside London, the 
income threshold is £80,000. Please note local authority restrictions may also apply. Your home is at risk if you do not keep 
up repayments on a mortgage, rent or other loans secured on it. Further eligibility requirements may apply. For more details 
visit www.shosales.co.uk

Visit www.shosales.co.uk
Terms and conditions apply.
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Room to 
move with 
Second 
Steps
The Government is 
prioritising home 
ownership for first-time 
buyers, but what if 
you’re already a 
shared owner?

As house prices keep going 
up you might not be able to 
afford to move home, even if 
you’ve outgrown where you 
currently live.

That’s why Southern Home 
Ownership introduced Second 
Steps. It helps shared owners 
make their next move; whether 
it’s into a larger home or in a 
new location. 

Southern Housing Group 
receives finance from the 
Greater London Authority
to help with the pilot of 
Second Steps. 

What is Second Steps?

Second Steps means you can 
find a new home on the open 
market and we’ll help you buy 
it through shared ownership. 
That means you can get a 
new home with the same 
low upfront costs and 
affordable monthly payments. 
In December 2015 we helped 
Ellen, Chris and their three 
children move from a 
two bedroom to a four 
bedroom house.  

“We bought a 40% share 
of our flat in 2007 the full 
value at that time was around 
£235,000. When we sold our 
share back in the summer it 
was valued at £400,000, so
it’s given us a good chunk 
of equity. 

The Second Steps process 
went smoothly; our advisor, 
Nick, was always there at the 
end of the phone. He treated 
us with a great deal of respect 
and care.”

Sounds good… am 
I eligible?

To be eligible, you must:

Be an existing Southern 
Housing Group shared 
owner, living in 
your property

Live in one of the 32 
London boroughs

Have a gross household 
income below £85,000

To register your interest visit 
www.mysecondsteps.
co.uk

Chris, Ellen and their 
three children



Darren, Group Caretaker, as Santa
The winner of the  
baking competition

OPEN DOOR - Spring 2016

Southern Housing Group gave 
a £1,000 grant and four other 
local partners also offered 
money for the event, which was 
held to boost community spirit.

There were 14 stalls and games 
to entertain guests, and Darren, 
one of our Senior Caretakers, 
played Father Christmas for 
the children. 

Staff from our Ashford office 
ran a successful tombola stall, 
donating the £60 profit back 
to the residents’ association.  

Janet Naylor, Chair of the 
association said: 

“We were delighted with the 
support from the Group, not 
just from the grant but also the 
housing services team who got 
stuck in running stalls and 
entertaining the children. 

“We held competitions and the 
children rose to the occasion. 
Everyone had fun and the event 
really brought our community 
together.

“We raised £500, which has 
gone to local youth causes, 
including Snodland Scouts, 
Ditton Air Cadets, and Snodland 
Boxing Club.”

The residents’ association hopes 
to repeat the event next year.

If you would like to apply for 
a small grant to help your 
community visit www.
shgroup.org.uk/grants 

Putting the children first at 
Holborough Lakes 
Holborough Lakes residents’ association in Kent put on a 
Christmas fete that hundreds of people attended.
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Taking 
action on 
anti-social 
behaviour
Our Resident Services 
Team in London worked 
with the local police 
and Council to close 
down a property in 
Camberwell that drug 
dealers were using.

Following complaints from local 
residents our team worked with 
the local ward officer PC Mark 
McKay, to gather evidence and 
successfully apply to the court 
for a premises closure order.

PC McKay said “Everyone has 
the right to feel safe in their 
own homes and with this in 
mind it was important to act 
quickly and bring much-needed 
respite to residents.”

Councillor Michael Situ, 
Southwark Cabinet Member for 
Communities and Safety, said: 

“The closure is an excellent 
result from the joint working 
of council officers, Southern 
Housing Group and the police. 
However, without the support 
of local people none of this 
would have been possible. 

“We need residents to 
continue to support our efforts 
to keep Southwark a safe 
place by reporting all crimes, 
no matter how big or small.”

If you want to report anti-social 
behaviour call our Customer 
Service Centre on your local 
number (on the back page) and 
speak a team member or visit 
www.shgroup.org.uk/asb

Absolute 
possession
A new way to deal with 
anti-social 
behaviour (ASB)

In 2015 we received more than 
900 reports of ASB and from 
speaking to customers we 
know you want cases handled 
quickly and effectively.

The Government has 
introduced a new rule to reduce 
court time. In some of the most 
serious cases courts will be 
forced to give possession orders 
against tenants who cause
major nuisance. This means 
people causing ASB could lose 
their homes. In most cases the 
process of going to court 
can be a long one because of 
waiting times for hearings, but 
with the new ‘absolute ground 
for possession’ we can expect 
to complete cases quicker.
 

We will only use the new rules 
in the most serious cases and 
if the tenant or someone living 
with them or visiting them, has:

Been convicted of a 
serious offence

Breached an ASB 
injunction

Breached a Criminal 
Behaviour Order 

Been subject to a 
Closure Order on their 
home for more than 
48 hours

Breached an Abatement 
Notice (an order to 
prevent nuisance to 
neighbours, such as noise)

Visit www.shgroup.org.uk/
asb or call our Customer 
Service Centre on your local 
number (on the back page) 
for more information 
about how we deal with 
antisocial behaviour and to 
report any issues.

21



OPEN DOOR - Spring 2016

What could 
swapping your 
side order 
do for your 
middle? 

Veg are great for filling you up without piling on the calories. So if you’re trying 

to watch your waistline, it makes sense to choose veg or salad on the side 

instead of chips or garlic bread. You’ll be cutting down the calories on your 

plate without having to say ‘no’ to your favourite main course – and you’ll be on 

your way to 5 A DAY! 

What swaps could you make to stay in shape?  

Swap it, don’t stop it:  
Search Change4Life online to find other simple swaps.  

© Crown copyright 2010. C4L146 Adults Employers toolkit: Poster 9 March 2010 (HOW). Produced by COI for the Department of Health. 
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Stamford 
Hill rocks! 

As part of our 
grants programme, 
Southern Housing Group 
has awarded £10,000 
to Rock Enterprises to 
provide more youth 
activities at Stamford 
Hill Community Centre 
in Hackney.

The money will be added to the 
£39,000 the Group and Rock 
Enterprises have already
invested to provide youth 
activities for Southern Housing 
Group residents.

Michael Fadairo, Director of 
Rock Enterprises, said he was 
delighted with the support.
“This extra money provides 
much needed support and will 
help us to remain sustainable. 
We offer a range of activities 
at the Stamford Hill Community 
Centre, including an after-
school club, cookery sessions 
for children, and youth 
club activities. 

“The project offers sports 
activities for local residents 
including adult boxing and 
a women-only fitness class. 
We also provide employment 
support and help to 
access apprenticeships.

“Our groups help children and 
young adults build confidence, 
providing a place to make 
friends and learn new skills.”
To date more than 100 people 
have accessed the free activities, 
which are open to anyone 
living in Southern Housing 

Group properties in the local 
area.Nine year old Obasa has 
attended the after-school group 
with her sister Hape for over a 
year. She said: 

“I love the cookery and the 
drama classes, they give me so 
much confidence! Last year we 
did the Wizard of Oz and we 
are doing another play in the 
summer. Before this club was 
here we didn’t have much to 
do except play in the park.”

Sonia Watson, our Youth 
Projects Manager, said:

“Providing grass roots support 
to small companies like Rock 
Enterprises helps to improve 
community life. The partnership 
means we can offer more 
opportunities to customers. 
At Stamford Hill, we have built 
on services already provided, 
such as an outdoor gym and a 
revamped community centre 
offering employment skills and 
IT support.

“Our ethos is about helping 
customers to decide what 
services they want, then 
providing start-up funding 
to local small businesses to 
meet that need. We hope Rock 
Enterprises will continue to 
provide services after the grant 
has ended.”

Southern Housing Group offers 
grants to communities to enable 
them to provide facilities that 
improve life for people in the 
local area. For more information 
about grant support visit www.
shgroup.org.uk/grants 
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“Volunteering can have valuable 
benefits for individuals and the 
community and everyone can 
get involved.

“We try to offer something for 
everyone who might want to 
volunteer with us. Opportunities 
can range from assisting 
frontline staff, helping to 
organise a community event, or 
being an advisor with our Home 
Energy Advice Team. Learning 
new skills, meeting new friends 
and gaining confidence are just 
some of the benefits 
of volunteering. 
 
“Many volunteers come from 
the communities we work 
with and this level of local 

knowledge can really help us 
target our services where they 
are needed most.

“We’re developing our new 
volunteer programme, and 
would like to increase the 
numbers and range of people 
applying for these opportunities, 
so we can all benefit from 
their involvement.” 

New volunteering roles are 
available, including a ‘Real Lives 
Reporter’, who will talk to  
residents about their family’s 
history and living in our 
communities and write up 
their stories. 

Please visit our website at:  
www.shgroup.org.uk or email 
marian.patterson@shgroup.org.
uk to find out more.

Volunteering 
opportunities

Marian Patterson, our Volunteer Coordinator, talks about new 
opportunities with Southern Housing Group.

Webchat 
A new way to get in 
touch

We want to make it as easy 
as possible for you to get in
touch with us so we’ve 
launched Webchat, a new 
service on our website lets 
you send direct messages to 
our Customer Service Team. 

Just head to any page of our 
website www.shgroup.org.
uk and a pop-up box saying 
‘Click to chat’ will appear. 

Simply click the box and 
you’ll be taken to a private 
conversation with one of our 
Customer Service Advisors.
We tested Webchat at the 
end of last year on four pages 
of our website and it proved to 
be very popular, with nearly 200 
enquiries using the system in 
November alone.

You can see a complete list 
of ways to contact us on the 
back page.

Marian Patterson,  
Volunteer Coordinator
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New Dover hub is a 
Big Local success 
We’ve helped open the Dover Big Local hub, a drop-in centre 
at the Charlton Centre. The hub offers resources, workshops, 
meetings and community events to local residents.
Linda Aldred, our Community 
Partnerships Officer in Kent, 
worked with many other local 
organisations to set up the hub.
Southern Housing Group 
residents will be able to use the 
resources at the hub including 
sports and music sessions for 
young people, employment 
advice and volunteering 
opportunities, IT skills training

and help to set up a business 
or resident support groups.
The hub held its second drop-in 
on 17 February which more than 
200 residents attended.

Linda said:

“It took months of hard work 
to open the hub. We’re very 
pleased to work with so many 

community partners who will 
provide our residents with help 
and advice. 

“There’s something for 
everyone and I’m sure local 
people will make great use of 
all the support available.”
To find out more about  
Dover Big Local, visit the website 
www.doverbiglocal.org

Patricia Nnadi offers free 
Zumba classes for the residents 
of Whitechapel. She feels 
that volunteering is not only 
fun, but has given her great 
life skills. 

“I’ve always enjoyed 
community dance classes 
and wanted to offer the 
same experience to women 
who might not be able to 
visit the gym or attend costly 
classes. I volunteered to 
share the experience and 
get people active in their 
own communities.

“Southern Housing Group 
have been great and supported 
me all the way. The Group 
has also paid for my Gym 
Instructor qualification! 

“I’ve been running classes 
in Whitechapel for over 18 
months. They are not just an 
opportunity to exercise, they’re 
also a fun way to socialise 
and meet new neighbours and, 
most of all, have a great time 
moving about!  

“On a personal level, I get to 
dance and have fun as well 
as sharing the benefits of 
exercising and supporting 
my community. I’ve gained 
valuable skills and confidence 
and can’t recommend 
volunteering enough.”

My experience of volunteering 
with Southern Housing Group 
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Dirk Lampe from our 
Community Investment Team 
worked with architects “What 
If” to modernise an under-used 
centre bringing it back to life 
as a valuable resource for local 
people. The play spaces next to 
the community centre were no 
longer in use, so the group 
secured the vacant lot and 
turned the playground into a 
community food growing area. 

The Group then won £50,000 
from the Mayor of London 
fund to bring the local ball park 
back into use, converting it into 
a multi-use games area and 
outside gym.

Dirk said:

“It’s great that this project has 
received recognition. This is 
a prime example of where 

investment from the Group 
triggers extra funding from 
grant makers, helping us to 
provide better facilities for 
our residents.

“With all our community 
investments our aim is help 
improve public areas and 
make them work for the 
communities who use them.”

Community Club in 
Charterhouse Road 
shortlisted for an award
Charterhouse Road Club in East London has been shortlisted for the 
Royal Institute of British Architecture Journal MacEwan Awards for 
“making something out of nothing.” 

Jack Frost 
appeal on 
the Isle of 
Wight
The Jack Frost appeal 
on the Isle of Wight 
is a charity that 
helps vulnerable local 
people heat their 
homes through the 
winter by giving them 
a portable fan heater 
and £140 to cover the 
running costs. 

Each year we nominate three 
or four customers from our 
outreach support and care 
services to help and this year 
was no exception. Barbara 
Underhill, Paula Stanton and 
Lynn Hamps each received 
their heater and the money 
to run it in January when the 
cold weather really started to 
bite.

Barbara Underhill said:

‘It was very kind of you to 
think of me and the heater 
and the money will help me to 
keep warm and pay my winter 
fuel bill’.

Former Southern Housing 
Group employee, Jack Moore, 
set up the appeal in 2005 and 
so far more than 40 of our 
customers have benefited. 

Visit the appeal’s website 
www.jackfrostappeal.
org for more information 
about its work and how 
you can donate.
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Southern 
Works for 
Dylan!
Dylan Regan, who lives 
in West London, signed 
up to Southern Works 
to help him develop 
the skills he needed 
to get a job. 

One of our construction 
contractors, Durkan, was 
working on refurbishing homes 
in Dylan’s local area. He was  
interested in becoming a  
plumber and contacted the 
Group’s Southern Works team. 
The team worked with Durkan 
to offer Dylan an apprenticeship. 
Together and Durkan and  
Southern Works support  
Dylan’s professional training  
and development.
 
Dylan said:

“I started with Durkan in 
September 2015 and I was
helping with all the trades. 
A few months later I moved 
to plumbing because I’d been 
studying this at college. I then 
did the NVQ in Plumbing. The 
assessor came to where I was 
working to go through it with 
me. It took six months to do 
the course but I’ve now passed 
the Intermediate level. I’m still 
working with Durkan now 
and hope that with my new 
qualification, I’ll be going on to 
work with them full-time.

“None of my friends are 
doing apprenticeships, I’m 
19 and it feels great to have 
a career ahead of me.”

Rajvinder Kaur, Employment 
Skills and Development Officer 
who worked to help Dylan get 
his apprenticeship, said: 

“Dylan’s story shows how 
effective apprenticeships are 
for young people. This gives 
young people a head start 
on the employment ladder. 
We work with many of 
our contractors to offer 
apprenticeships and 
we’re always open to more 
companies offering our 
residents a helping hand 
into full-time employment.”

If you would like to find out 
more about employment 
support visit 
www.shgroup.org.uk/
customers/get-support/
employment-and-training
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Easter opening hours
Our offices will be closed over the Easter 
weekend, on Friday 25 March and  
Monday 28 March. 

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

Contact us
Call us on the following phone numbers.

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, Hampshire,  
Gloucestershire, Northamptonshire, 
Oxfordshire, Wiltshire, Runnymede 
or Waverly, please call 4
0300 303 1064.

The Isle of Wight, please call 
0300 303 1772.

Outside office hours call the same number 
and you will be diverted to the 
out-of-hours team.

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 housing options such as finding 
    a new home, mutual exchange or 
    applying for one of our properties.

Press 4 – for all other general enquiries. 

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

SHG0106-SP-0216

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


