Supported residents’
Handbook
A guide to your home and community
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Welcome to
your handbook
This handbook was designed with the help
of residents. It provides a short guide to the
services we provide and your responsibilities
as a resident living in one of our supported
schemes. The information is presented in
four sections:

1. Keeping you informed
How you can get more information or request services. It also gives
you information about our responsibilities as your landlord.
2. Your rights and responsibilities
Important information about the things you are responsible for and
the rights you have.
3. Promoting equality and building communities
How we ensure all residents enjoy equal access to services and what
we do to improve local communities.
4. Tackling anti-social behaviour
What we do to help combat anti-social behaviour and what
you should do if you experience it.

More information...
You can find more details about your rights, responsibilities and our services by:

• Talking to a
member of staff
where you live

• Looking on our website
www.shgroup.org.uk
where you can see our
service specific Quick Guides

• Contacting the Customer
Service Centre. See the
Resident Information Card
for contact details

• Checking your
tenancy or
licence
agreement

3

Keeping you
informed
Information and services
 Talk to a member of staff where you live
The staff where you live can give advice and help on
all matters to do with your home. For example,
they can advise you about things like repairs, your
rent account and housing beneﬁt.
 Call the Customer Service Centre
Our Service Centre is run by trained advisors. They
will help when local staff are not available. They can
assist with payment and housing enquiries.
 Visit our website www.shgroup.org.uk
You can access services and ﬁnd all sorts of useful
information on our web pages. If you have an email
address, you can log onto the Residents’ Self Service
Portal www.shgroup.org.uk/ResLogin/ where you
can view your rent account, pay your rent or licence
charge and report repairs.

 Read Open Door and the Tenants’ Report
As a resident of Southern Housing Group you will
receive a regular copy of Open Door – your residents’
newsletter. In addition, once a year, we will send
you a report to show how we have performed
against our service standards.
 About Southern Housing Group
Southern Housing Group owns or manages, and
looks after, the home you live in. This means that
Southern Housing Group is your landlord.

 Meet our Housing Team
Our local teams spend most of their time visiting
residents and working in the community. They will
provide you with support on issues like anti-social
behaviour, rent or licence payments and beneﬁts.
Our local contractors will deal with any repairs we
are responsible for.
 See our service standards
We have clear standards for dealing with your
requests and delivering services. Full details can be
found in the leaﬂet online at www.shgroup.org.uk

More information...
You can find more details about your rights, responsibilities and our services by:

• Talking to a
member of staff
where you live
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• Looking on our website
www.shgroup.org.uk
where you can see our
service specific Quick Guides

• Contacting the Customer
Service Centre. See the
Resident Information Card
for contact details

• Checking your
tenancy or
licence
agreement

Our responsibilities as your landlord
 Keeping you safe
We believe that everyone has the right to live safely
in their home, with dignity and respect. Our staff
will explain the health and safety rules for your
home and they will be displayed somewhere for
everyone to see.
 Giving you support
We provide support so you can live as independently
as possible and get involved in scheme and local
activities. Staff where you live can provide personal,
one-to-one housing support to meet your needs.
 Agreeing a support plan with you
Our staff will work with you and other agencies to
draw up a support plan that is tailored to your needs,
to help you live as independently as you can. If you
disagree with any aspect of the support plan, you
may seek advice from staff including the manager
for your scheme.
 Repairing your home
We will repair some parts of your home for you.
Please refer to your tenancy or licence agreement
for details of our repair responsibilities.

 Making your home easier to live in
We may be able to make changes to your home or
the equipment in it such as providing ramps to help
you get a wheelchair in and out of your house. If
you need a home alteration please contact a member
of staff who will arrange an appointment for you to
see an occupational therapist.
 Involving you
We have developed a range of involvement
opportunities, so that you can get involved and
have an inﬂuence over the services we provide.
 Looking after your information
We will keep any information we hold about you
safe and secure. We may share this information
with other organisations, for example, if we are
helping you to claim housing and other welfare
beneﬁts. We may ask you to sign a conﬁdentiality
waiver to help us share information in this way. You
can ask to see the information we hold about you if
you wish.

 Decorating your home
We will look after the decoration of any
shared areas such as kitchens and bathrooms.
You might be able to decorate your own
room, but please speak to a member of staff
before you go ahead.
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Your rights and
responsibilities
Important responsibilities
 Being safe
It is everyone’s responsibility – staff and residents –
to follow health and safety rules. Please follow the
health and safety rules in your home. Please do not
block doorways in your home, or leave things on
the ﬂoor, as this could cause injury to other people.
 Paying your rent or licence charge
One of your main responsibilities as a resident is to
pay your rent or licence charge, plus any service
charge, in full and on time. Your licence or tenancy
agreement tells you how much you must pay.
Payments are due in advance and must be received
by us on Monday of each week. If you prefer, you
can arrange with us to pay your rent or licence
charge on a monthly or four-weekly basis in
advance. If you experience problems with your
payments, please tell us immediately by speaking
with a member of staff at your scheme, or by
contacting the Service Centre.
 Keeping us informed
We collect and hold information about you to help
us understand your needs and provide a better
service. It is important that you keep us informed of
any changes in your circumstances.
 Looking after your home
You are responsible for keeping your home in good
condition. Please report any repairs to us promptly.
Please note that you will be charged the full cost of
the repair if you say something is a repair emergency
when it isn’t, or if you or your visitors cause any
damage in your home.

 Using your home
You are not allowed to use your home for illegal
purposes, or bring illegal drugs into your home or
the communal areas.
 Do not overcrowd your home
You must stick to the terms of your licence or
tenancy agreement and not allow your home to
become overcrowded. You will ﬁnd the maximum
number of occupants for your home written in your
agreement.
 Being a good neighbour
We expect our residents to make an effort to get on
with people they live with and other residents in the
area. Please note that you are responsible for the
behaviour of any visitors to your home.
 Communal areas
Please keep the areas you share with your neighbours
clean and tidy. Communal hallways must always be
kept clear of belongings in case of emergencies.
 Gardens
Please help look after any shared or private garden
and keep it free of rubbish.
 Pets
You must always seek our permission before keeping
any pet in your home. However, owing to the nature
of our schemes on the Isle of Wight, residents who
live there are not permitted to keep pets.

More information...
You can find more details about your rights, responsibilities and our services by:

• Talking to a
member of staff
where you live
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• Looking on our website
www.shgroup.org.uk
where you can see our
service specific Quick Guides

• Contacting the Customer
Service Centre. See the
Resident Information Card
for contact details

• Checking your
tenancy or
licence
agreement

Your rights
 Staying in your home
You have the right to live in your home for as long
as your tenancy or licence lasts, but please note –
your tenancy or licence could end if you break any of
the conditions in your licence or tenancy
agreement.

 Being kept informed and consulted
You have the right to be consulted if we plan to
make major changes to how we manage or
maintain your home. We will try hard to get the
views of all the communities we serve when we are
consulting residents.

 Feeling safe
We want you to feel safe and secure in the home
we provide. If you are being harassed, threatened or
abused, please talk to a member of staff at your
scheme, or contact our Service Centre.

 Tell us if you are unhappy about something
If you are dissatisﬁed with a service you receive from
us, please talk to a member of staff where you live
or phone, write to or email the Service Centre. You
can also seek independent advice from a Citizens
Advice Bureau, or ask someone to talk to us on your
behalf. Please see your Residents’ Information Card.

 Making improvements to your home
There are certain improvements that you can make to
your home, but you must always ask our permission
ﬁrst.
 Moving home
Should you wish to give up your home, you need to
tell us in writing. We can help you write the letter if
you need support to do this. Licence holders must
give us at least two weeks’ notice starting from a
Monday, while tenants must give us four weeks’
notice. Before you leave, you must clear out all
your personal belongings and leave your
home clean and tidy.
 Asking you to leave
If you break the terms and conditions of your
licence or tenancy, we may ask you to leave. We will
usually give you four weeks’ written notice if we
intend to end your agreement.
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Promoting equality and
building communities
Promoting equality
We are committed to treating people as individuals and
we value the many different people who make up our
local communities. We work hard to deliver services
that are inclusive, fair and responsive to all our residents
regardless of their age, gender, gender identity, ethnicity,
religion, sexuality, disability, health or marital status.
 We have a diverse workforce and train our staff to
recognise and deal with the barriers and problems
that different people might face.
 We understand and comply with equality law and
will take action to eliminate any discrimination that
we come across.
 By collecting information about our residents, we
are developing services that take into account the
differences between people and that better meet
your needs.

What we do to ensure fair treatment for all
 Helping people with support needs
We provide a range of support services to residents
in sheltered and supported homes. In some of the
homes we provide, the support is delivered by
specialist providers. Our aim is to provide safe and
high quality homes and help our residents to live as
independently as they can.
 Providing accessible homes
We will build homes to meet the current and future
needs of our residents. We may also be able to
change things in your home to make life easier if
you have a disability.
 Making information and services accessible
We can provide information in different languages
and alternative formats such as audio presentations
and Braille. If you have mobility problems we will
ensure our ofﬁces are accessible or visit you at home
if you prefer.

More information...
You can find more details about your rights, responsibilities and our services by:

• Talking to a
member of staff
where you live
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• Looking on our website
www.shgroup.org.uk
where you can see our
service specific Quick Guides

• Contacting the Customer
Service Centre. See the
Resident Information Card
for contact details

• Checking your
tenancy or
licence
agreement

Building communities
We want our homes and neighbourhoods to be the
sorts of places where people really want to live. We
work in a range of ways to support and develop
vibrant local communities.
 Supporting resident associations and
community groups
We work together with residents in many
neighbourhoods to run social activities and
community projects. We promote and support
resident-led activities, so long as everybody from the
community is genuinely welcome to take part.
 Improving estate and scheme standards
We will involve you in our work locally to improve
schemes and neighbourhoods.

 Improving your quality of life
We are dedicated to working with communities and
improving local life. Our specialist staff focus their
work with the people most affected by problems
such as a low income, lack of skills or fear of crime.
We promote a wide range of community
regeneration activities:
 Activities for young people
 Education, training, job advice and debt
counselling
 Improving the local environment.
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Tackling anti-social
behaviour
We aim to help people and communities
deal with anti-social behaviour.
Sometimes people have problems with their neighbours,
the people they live with, or other residents. If you have
a problem like this, ﬁrst talk to the staff where you live
and ask them to help you.

Dealing with serious anti-social behaviour
When you report anti-social behaviour to us we will:

Preventing anti-social behaviour
 We will work with residents and communities to
tackle the underlying causes of anti-social behaviour
and neighbour nuisance.

 in serious cases – work with key partners, such as
local authorities and the police

Reporting anti-social behaviour
 In the ﬁrst instance, you should talk to a member of
staff where you live. You can also contact our
Customer Service Centre. For low-level anti-social
behaviour, we will support you to resolve the
problem for yourself or offer to help with
mediation.

 take all reports seriously

 offer to agree and write down what we will do, in
all cases
 keep you informed, so far as we are able, about
what we are doing to deal with the matter.

More information...
You can find more details about your rights, responsibilities and our services by:

• Talking to a
member of staff
where you live
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• Looking on our website
www.shgroup.org.uk
where you can see our
service specific Quick Guides

• Contacting the Customer
Service Centre. See the
Resident Information Card
for contact details

• Checking your
tenancy or
licence
agreement

Getting tough with people who behave in an
anti-social way
In serious cases of anti-social behaviour there are a
range of tools available to us to deal with the problem:
 Get other agencies involved such as the police and
support agencies.

Domestic violence
If domestic violence is a problem affecting you, please
contact us. We will do all we can to offer support and
get you the specialist help you need. We will always
keep the details of your case conﬁdential.

 Take legal action to stop the behaviour, or ask a
person guilty of anti-social behaviour to leave.
 Publicise to the community the action we take
against people who have caused serious problems.
Tackling hate crime
We will not tolerate those who harass, attack, or abuse
any of our residents or staff because of age, disability,
gender or gender identity, race or ethnicity, religion or
sexual orientation.
If you are a victim of hate crime, please talk to a
member of staff or contact the Customer Service
Centre. We will take prompt action and put you in
touch with other agencies that may be able to
provide support and advice.
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Getting information in other languages and formats
For help with translations, or if a large type, Braille or taped summary would be useful, contact the Service Centre.

About this handbook
We do our best to ensure the information in this handbook is accurate at
the time it is published. We recognise that things change over time and will
check this publication every three years to make sure it stays up to date.
May 2012

How do you rate the handbook?
We would like to know what you think of the handbook. Is it too long,
too short or just right? Did you like the design that residents chose?
Please let us know and we will use your comments and ideas to improve
the handbook and other resident information. Please email us with your
views at: service.centre@shgroup.org.uk with the word ‘Handbook’ in the
subject line
Many thanks!

Southern Housing Group is a charitable housing association. Industrial & Provident Societies no: 31055R.

