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60 second
interview
Sandra Hargrave,
Building our Future
Project Manager
Sandra is part of the team
who manage the projects
we’re running as part of
Building our Future.

What is Building
our Future?
It’s about taking SHG’s
customer service from
good to excellent.
In the modern world, our
customers expect more
from us and we realise
we need to up our game
and deliver our services to
better suit our customers’
needs. Building our Future
looks across all areas of our
business to make sure we
achieve that.

What are we
doing to change?
We are listening more
to our customers’ and
supporting and
empowering colleagues
so they feel enabled to
do the right thing for
customers without having
to ask permission from
managers. We are also
looking at how technology
can help to achieve that.

What have you
done so far?
Our Home Services Team
members now manage
fewer properties, this
enables them to get to
know their patches and the
local area better. They also
now deal with all housing
management functions
such as rent and anti-social
behaviour as well as estate
inspections and letting new
properties, so they have
a much better picture of
what’s going
on locally. The technology
we are investing in will
also mean colleagues
can do more for
customers whilst they are
out on estates rather than
having to come back to an
office to do paperwork.
We’ve introduced a
new way of managing
our repairs contracts.
This means we work much
more closely with our
partners ensuring our
customers are always at the
heart of what we do.
We’re also making sure
our contractors all work in

line with our sustainability
strategy and make
valuable contributions to
our communities too.

What have you
got coming up?
We’re analysing all the
ways our customer interact
with us to properly
understand how they feel.
This will enable us to focus
on improving the things
that matter most from a
customer’s point of view.
This is a great opportunity
for our Customer Voice
Forum representatives to
get involved too.
It can take some time to
the see the difference some
of the improvements are
making to customers but
I’m really excited to seeing
the benefits in the near
future.
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Social Value doing
the job for Evelyn
and Ishmael
We helped Evelyn Mills and
Ishmael Saidy, two customers
who were struggling to find
work, into jobs with one of our
contractors through our social
value programme.
When we work with other
companies we ask them
to commit to doing social
value work for us as well as
their main job. This means
delivering something that
makes our customers
lives better and can range
from making donations
to community projects
to training days for
customers, and even
providing job opportunities.
When Amber Construction
teamed up with us to
help deliver our planned
maintenance works in
Berkshire and Kent, they
offered to help with
employment opportunities
for our customers.
Bill Watts, Construction
Director at Amber
Construction, said:
“I’m really happy
to welcome Ishmael
and Evelyn to Amber
Construction.
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“Ishmael was one of three
candidates we interviewed
and he stood out head and
shoulders above the others.
He was really well polished,
and presented himself very
well. We all agreed he was
by far the best candidate.
“He’s already proving
very popular both in the
office and out on site.
He’s working well in his
business administration role
but Ishmael is hardworking,
talented and ambitious and
we believe he could go
far so we’re trying to offer
him opportunities to
find out about all aspects of
our business.
“We’re committed to
offering people real
opportunities, not just
paying lip service to the
idea of social value and
it’s great to work with a
partner like Southern
Housing Group who share
that vision.

“I’m really glad Evelyn was
able to take up her role –
I’ve interviewed her before
for another job with us,
but she wasn’t able to take
it up.
“Her new Resident Liaison
Officer job is close to her
home in East London so
it works for her. Again
we’re keen to offer Evelyn
opportunities to develop
and explore her role within
the company.”
Both Ishmael and Evelyn
are on one year contracts
to start with, but if they
pass their probation periods
there’s the possibility of
extending the jobs for
the whole of Amber’s five
year contract.
For more information
about our social value work
check out our video at
shgroup.org.uk

OPEN DOOR - Winter 2017

Volunteers clean up
with social value
DW is one of our repairs contractors and
recently they teamed up with some
volunteers from the Group to make a real
difference for two of our customers.
Martin* is 79 years old
and has issues with his
mobility and breathing.
He was unable to complete
physical tasks around the
house and beginning to rely
on support and care from
his partner Laura*.
The couple were being
helped by their local
Social Care Team and a
Family Intervention Project
team because they were
struggling to manage their
household. Their local
authority had paid for a
blitz clean of their home,
and ongoing support to
make sure they’re able to
keep it clean and tidy.
However, the couple’s
garden was still in a
pretty bad state –
overgrown and unattractive
to use – so some of our
staff volunteered to go and
help out.
Marian Patterson, Volunteer
Manager, Shana Vincent
from our Business Support
Team and Jason Laing,
a Financial Skills Officer,
joined forces with
DW, who also supplied
equipment as part of their
social value commitment.
As you can see it’s an
amazing transformation.

Marian Patterson said:
“When we first saw the
size of the garden we were
to clear, our first reaction
was that this job was too
big for the five of us,
but by the end of the day
I was stunned by the
commitment of everyone
to make an impact and
leave the customers with
a usable garden.
This is probably one of the
hardest volunteering jobs
I’ve done, but one of the
most satisfying. I would
like to say a big thank you
to Andrea and James from
DW for the help, support
and effort they put in that
day – we couldn’t have
done it without you.”
Are you interested in
helping make a real
difference to people’s lives?
To find out more about
our volunteering service
visit shgroup.org.uk/
volunteer

*Names have been
changed at the request
of our customers.
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Taste maker
Jerk chicken
Ingredients:
2 tsp
2 tsp
2 tsp
2 tsp
2 tsp
2 tsp
2
2
2 tbsp
2

ground allspice
ground thyme
cayenne pepper
ground ginger
ground nutmeg
ground cinnamon
cloves garlic
inch chunk fresh ginger
dark brown sugar
scotch bonnet chillies
(3 if you like it hot!)
60ml dark rum
(optional – you can use 		
orange juice instead)
60ml lime juice
60ml soy sauce
120ml cider vinegar
1
bunch spring onions
roughly chopped
1
apple roughly chopped
6
chicken legs

Method
all the ingredients
you’re ready to cook,
1 Add
4 When
except the chicken legs,
heat your oven to gas
gravy granules and half the
apple into a blender and
blend to a coarse paste.
Taste the marinade,
you should have a rich
balance of earthiness from
the dry spices, heat from
the chillies, tang from the
vinegar and sweetness
from the apple and rum.
Adjust to your preference,
but remember it will
get a little sweeter as the
chillies cook.

mark 6 (220oC) and put
the chicken in, reserve any
leftover marinade to make
a sauce. Cook the chicken
legs for about 45 minutes,
basting occasionally until
dark brown and crispy.
add any
5 Meanwhile
leftover marinade to a pan
with some water. As this
has been in contact with
the raw chicken you will
need to bring this to a full
rolling boil for at least 10
minutes to make sure it’s
safe to eat. Once boiled,
reduce to a simmer, add
the remaining apples and
cook until rich and sweet.
Add the cooking juices
from the chicken as you
remove it from the oven,
then thicken the sauce with
gravy granules or cornflour.

2 Slash your chicken legs

If you make one of our
recipes why not share a
picture of your creation
on our Facebook or
Twitter pages? We’d love
to see how you do, and if
you’ve got a great recipe
send it in and we’ll feature
it in a future edition of
Open Door.
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twice across the thigh and
once on the drumstick and
then rub the marinade
into the meat. You might
want to wear plastic gloves
due to the chillies – if you
don’t, remember to wash
your hands very thoroughly
afterwards. Alternatively
put the marinade and the
chicken into a large plastic
bag and seal.

3

with rice and peas,
6 Serve
and coleslaw or steamed
green veg.

Leave the meat in the fridge
for at least two hours, but
ideally overnight.
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Universal credit rollout
You may have heard about Universal
Credit, the new benefit that’s being
introduced for people who are out of
work or on a low income.
Universal Credit replaces
Jobseeker’s Allowance,
Income Support,
Employment & Support
Allowance, Housing Benefit
and Tax Credits, and is paid
monthly as a lump sum
directly to you.
If you live in an area where
it is being introduced and
were going to make a claim
for one of these benefits,
you might need to apply
for Universal Credit instead.
If you already claim one or
more, you’ll continue to do
so as normal and you’ll be
told when Universal Credit
will affect you. Universal
credit is paid directly to
you so you’ll have to make
your own arrangements
to pay your rent because
your Housing Benefit won’t
come direct to us anymore.
It’s essential that you pay
your rent first, in full and
on time each month. We
offer a number of ways to
pay rent, the easiest way is
monthly by Direct Debit.
Universal Credit is paid
monthly in arrears and
you’ll have to wait at least
six weeks from the date you
submit your claim before
your first payment is made.
You can ask for an advance

payment loan when you
have your initial interview
at JobcentrePlus, but
this will reduce your
monthly payments for the
first 3-6 months as the loan
is repaid.
Claims are managed
digitally online, so it’s
essential you have access
to a computer or mobile
device and the internet.
You will also need a bank
account that accepts BACS
payments in order to
receive Universal Credit.
We know that this
can be a concern for
some customers, but
if you’re worried or
have any questions,
we’re here to help.
Our Customer Accounts
Team can help you with
any general queries you
have, and our Community
Investment Team offers
a range of support and
advice including:
Help getting online/using
a computer

Help opening a suitable
bank account and setting
up bill payments
Support getting back
into work
Referrals to specialist
debt advice
Access to emergency
assistance towards
essentials such as food
and utilities whilst
you are waiting for
your first payment
For more information about
the help available call us on
your local number or visit
shgroup.org.uk/
moneymatters

He
som re’s
we ething
can
with help
...

Advice on how to
claim, what documents
you will need
7
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Argyll St changes lives
Last month, 22 Argyll Street, a home for
customers with learning disabilities on
the Isle of Wight, hosted a grand opening
following recent refurbishment works.
Invited VIPs had a chance to
learn about the difference
the scheme makes to the
lives of its residents.

After his visit, Chris received
a letter of thanks from the
mother of one of 22 Argyll
Street’s residents:

The Group partnered with
Fair Haven Housing Trust
to undertake major
improvement works to
22 Argyll Street, which
took place over six months.

It was good to meet you
and be reassured by both
you and others that the
‘powers that be’ recognise
what an exceptional place
my son’s home is.

The scheme now has one
more customer bedroom,
a new staff office, and an
extended lounge area.

For me, Emma and
Danni have always been
exceptional managers and
demonstrated this in the
amazing way they steered
everyone involved in the
building project through
the several months it took
with such good humour
and patience.

During the build,
contractors WH Brading
and Son Ltd became an
integral part of residents’
lives, with some of the
builders even helping
one resident celebrate
his birthday.
The grand opening
celebrated the
improvements, and the
difference they have made
to both staff and residents,
and gave the Group a
chance to thank Fair
Haven Housing Trust for
their generous support.
Chris Harris, Group
Customer Services Director,
met with residents and their
relatives, as well as some of
the builders involved in the
works and members of Fair
Haven Housing Trust and
Isle of Wight charity Daisy
Rich. The Group’s Head of
Care and Sheltered Services,
Naomi Keyte, was on hand
to cut the ribbon to the
new extension alongside
Andrew Porteous, the chair
of Fair Haven.
8

As you well know, my son
likes to communicate!
However, his inability to
communicate verbally
makes him, in my eyes,
particularly vulnerable.
I so value the commitment
by the staff to try and
understand what it is he
wants to ‘say’, especially
when he’s not well or his
behaviour indicates he’s
anxious or unhappy about
something. Again, it’s the
house management who
ensure the staff respond in
such a constructive way.
We are both very
fortunate he has his home
at 22 Argyll street where
he feels he belongs and is
settled, and I can trust that
he’ll always be very well
cared for.
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Stay well this winter
If you’ve been offered a free flu vaccination
don’t put it off – it’s free because you need it!
Flu vaccination is part of
the Stay Well This Winter
campaign, a joint initiative
from NHS England and
Public Health England, to
help the public ward off
common winter illnesses.

year four are also eligible
for the free flu vaccine.
For eligible children, the
flu vaccine is not an
injection, just a quick nasal
spray which they will get
from school.

Flu is a highly infectious
disease and can lead to
serious complications if
you have a long-term
health condition like COPD,
bronchitis, emphysema,
diabetes, heart, kidney
or liver disease or have
suffered a stroke.

Pregnancy naturally
weakens the body’s
immune system and flu can
cause serious complications
for you and your baby.
Pregnant women who get
flu may be less able to fight
off infections, increasing
the risk of becoming ill.

If you have a long-term
health condition you
may be eligible for a free
flu jab through your GP
or pharmacist.

The flu jab is the safest way
to protect you and your
baby against flu and you
can have it at any stage of
pregnancy, however fit and
healthy you might feel.

Pregnant women, children
aged two and three as well
as school children from
reception class through to

Contact your GP,
pharmacist or midwife
to the get the flu jab.
Visit nhs.uk/staywell for
more information.

If you are eligible for the flu
vaccine get it now – it’s free
because you need it.

Paying your
rent
As it’s Christmas
there will be lots of
extra expenses for
most households.
It can be tempting
to spend a little
extra on food
and drink and
a little less on
certain bills...

Please don’t put your
rent money at risk – it’s
important to make sure
you continue to pay your
rent on time and in full
throughout the winter to
avoid falling into arrears,
and potentially being
subject to legal action.
9
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Day in the life
Sharon Buxton,
Area Services Manager

10am

Sharon manages a team
of eight Home Services
Managers on the Isle of
Wight. Her team delivers
services to customers across
the Island, dealing with
everything from rent arrears
to estate inspections to
anti-social behaviour.
As well as her customer
service responsibilities,
Sharon works hard to
make sure her team has
the resources they need,
and the confidence to
make the right decisions
for customers.

9am
9am - I have a quick
team huddle. We have
formal team meetings
every month but
sometimes we want to
catch up together to
deal with any issues that
affect the team.
We recently had some
training from the Group’s
insurers where we
were reminded of the
importance of keeping
thorough records of all
our estate inspections.
We’re going to try out a
new way of keeping our
records centrally using a
new database system.
If it works well, we’ll
look at whether other
teams can use the
same technology, and if
there are other ways our
team can use it to
improve our services.
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I’m out with one of
my team carrying out
some annual visits to
her customers.
We try to visit each of
our customers at least
once a year; it’s a chance
to get to know the
people we’re working
for. We’ve written to
people on the estate
ahead of the visit – by
letting people know in
advance we often get to
speak to customers who
don’t usually contact us.
I meet Geraldine
and Fred, two older
customers who are
starting to have issues
with mobility – they’re
struggling to hang their
laundry outside because
they can’t manage
the steps to their back
garden. I’ve offered to
put in a hand rail to help
them make the most of
their home.
If you get a letter about
our annual visits, why
not get in touch – we’d
love to meet you.

1pm
After lunch I’ve got my
weekly phone call with
our Empty Homes and
Lettings Team and DW,
the repairs contractor.
My team is responsible
for helping ensure any
empty homes are rented
out as soon as possible.
We have a high turnover
of homes on the Island
so this is a large part of
our work.
On my call I discuss any
potential problems that
may prevent us renting
particular properties
quickly, such as extra
repairs that need doing
or we are waiting for
safety certificates,
and we also discuss
properties that are
coming up soon so
I can make sure my team
and DW are prepared
for whatever is coming
their way.
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2.30pm

2pm
My team also manages
anti-social behaviour,
and whenever we close
a case we pass the
customer’s details on to
a company that carries
out satisfaction surveys.
The company sends us
the results on a monthly
basis, but if a customer
is unhappy with the case
closure, and gives their
permission we’ll get
the feedback instantly
and I’ll speak to the
customer personally.
Today I’m calling Iris,
she’s worried about
the behaviour of her
neighbour and was not
happy that we closed the
case after referring it to
the local police. I agree
some further actions we
can do to help and I’ll
take her feedback back
to my next team meeting
to make sure the team is
learning from each case.

I’m fairly new to
working on the Island
and one of the things
that struck me when I
arrived was that there
was no local mediation
service that we could
use to help resolve
anti-social behaviour
cases. I have a phone
call with Crime Concern,
a company we work
with on the mainland
to deliver mediation
and professional witness
services. Using mediation
early on in some ASB
cases could help resolve
problems quickly and
could be a real help
to my team, and give
them more options
when dealing with
anti-social behaviour.
I agree on referrals for a
few cases on the Island,
and because travel from
the mainland to the
Island can be expensive
we’ve agreed a process
where Crime Concern
will come for a day at
a time and work on a
number of cases in the
same visit.

4.30pm
My last call of the day
is to arrange some
free legal training for
our team from one
the solicitors we use.
When we’re dealing
with rent arrears we
do everything possible
to help our customer
manage their finances
and get their arrears
under control. This can
include working with
our Financial Skills Team,
and in some cases the
Law Centre on the Island.
Sometimes we do have
to take legal proceedings
against customers who
don’t pay their rent and
in these cases my team
presents the case at
court. This training will
help the team identify
the correct type of
court order to ask for in
each circumstance.
11
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Winter craft
Keep the kids occupied over the holidays and
brighten up your home with a bit of seasonal
sparkle. This DIY decoration isn’t too tricky but it
looks great and the materials are cheap and easy
to find.
You will need:
Cardboard
Cupcake cases
		
		
Sticky tape

an old cereal box will do
you should be able to find some
appropriately seasonal ones in the shops, 		
you’ll need a couple of colours
or glue

Step one:
make a cone out of the
card, tape up the side and
trim the bottom so it stands
up on its own.

Step two:
Cut the bottoms out of the
cupcake cases so you’re
left with the skirts. Hang on
to a couple of the bottoms
for later.

Step three:
Tape layers of cupcake skirts
to the cone, starting from
the bottom and working up

Step four:
before you reach the top,
tape one or two of the
cupcake bottoms to the top
of the cone, then continue
to build layers.

12
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Big win for Donna
We’re proud to announce that Donna
Crust, Home Services Manager, has
won Excellent Housing Professional
of the Year at the Kent Housing Group
Excellence Awards.
Donna was nominated for
the award by her manager,
June Heslop, for the impact
she’s made since taking on
the Home Services Manager
role in October 2016.
Donna puts her
success down to the
support and teamwork of
her colleagues:

Some of the teamwork
that helped Donna get
recognised includes:

•

Working with our
Employment Skills Team
to help a vulnerable
and isolated customer
back into work.

•

Working with a
customer who was
unable to work
following an industrial
accident. The customer
was £2,700 in arrears
and hadn’t engaged
with the Group. Donna
referred the customer
to Sarah Hampton,
Employment Skills
Officer, who helped
him get an award to
reduce the arrears to
£500, and put in a
benefits claim to get
assistance with his rent.

•

Working with the
Financial Skills Team to
help a customer in his
probationary period
maintain his tenancy.
The customer had got
into arrears due to an
ongoing illness. Donna
worked with the FSO
to get a discretionary
housing payment to
clear the arrears.

“I was shocked and
surprised to win the award.
Although I always
knew I had the customer
service skills to do the job,
I couldn’t have got this
far without the help and
support of the Ashford
office team who have
always been there for
guidance and support.
Their knowledge,
experience and patience
has been invaluable and I
couldn’t have got this far
without them – especially
as I have probably driven
them mad with questions
sometimes. Other
departments have been just
as helpful and particularly
Sarah Dorrington and Van
in the Customer Accounts
and Payments Team which
I think goes to show great
team working within the
Group.”

13

OPEN DOOR - Winter 2017

Ten years of SID
Each year, the Group’s Care and Supporting
Independence (CASI) Team host Supported
Involvement Day (SID)to celebrate our supported
customers and the people who work with them.
In recognition of ten
years of SID, the event this
year was the biggest and
best yet.
The event took place at PGL
Little Canada, an outdoor
activity centre near Ryde, an
ideal setting for the Group’s
supported customers to try
their hand at new and
exciting activities such as
rock climbing and zip lining.
The theme of the day was
‘All About You’ – shining
a spotlight on our
supported customers’
health and wellbeing, how
they want to be involved
in how we support them,
and how they want to
live their lives and achieve
their goals.
The day kicked off with
a warm welcome from
Naomi Keyte, the Group’s
Head of Sheltered and
Care Services, who spoke
about some of the big
developments over the past
decade. These include the
Quarr Abbey gardening
project, a self-supporting,

14

community-led scheme that
benefits local residents with
learning difficulties and
other support needs, and
the development of CASI’s
volunteering and customer
involvement programmes.
Around 100 of the Group’s
supported customers took
part in the day, which was
designed to let them try
new things, get creative,
and have fun. There was
giant swings, zip lining,
archery, abseiling and rock
climbing for those with a
daring streak, and bingo,
screen printing, dancing
and a dress-up photo booth
for those who preferred to
stay indoors.
One customer, fresh off the
zip wire, remarked:
“At first I was shaking,
I was so nervous, but
afterwards, when I realised
I did it, I felt amazing, I was
so happy!”

The day concluded with
the Sidney Awards, which
recognise the achievements
of our supported customers
over the past year.
Naomi concluded:
“Ten years of SID is a
massive achievement.
There have been so many
highlights over the past
decade of SIDs, but the one
that continues to stand out
how much our customers
enjoy themselves. To see
them overcome adversity
and really push themselves
to try new activities, meet
new people and experience
new things is incredibly
humbling. This year was a
brilliant event and we’re
now planning SID 2018 –
our 11th year!”
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We Love London Working
Love London Working is a training and employment
programme to help unemployed Londoners aged 16 or older
into work. The project is part-funded through the European
Social Fund and is composed of 16 London housing
associations working in partnership.
Over the past year, our
Love London Working
team has supported over
500 customers, including
many who are furthest f
rom the jobs market.
The team has helped over
400 customers find
work or training in a
variety of industries
including banking,

construction, admin,
hospitality and catering.
This is an impressive
success rate, and we
are currently the best
performing member of the
partnership. It’s a testament
to the hard work and
commitment of the team,
and their determination to
help customers to overcome

the barriers and support
needs many of them face.
Minaz Uddin, Senior
Employment Skills
Officer on the Love London
Working programme, tells
us more about some of the
customers the employment
team has supported.

Ruhina
‘I would like to express my
gratitude and thanks to you
for the efforts made over
the past couple of years to
finally get me back in to
work.’ - Ruhina
Minaz said:
“When we met Ruhina
she was unemployed and
claiming benefits.
She had been diagnosed
with autism and was facing
a lot of barriers to work,

including her level of
education, lack of work
experience, low income,
lack of transport and
her disability.
“We coached Ruhina to
help her overcome her
barriers and build her
confidence. We also
worked on her CV and
presentation skills.
When she was ready we
helped her apply for an
apprenticeship with

Barclay’s Early Careers
Team.
“Following a very intensive
application and interview
process Ruhina was offered
a role as a Community
Banking Apprentice. She
spends three days a week
in college and two days on
the job. She has a mentor
on the programme but we
also stay in touch to provide
support and help her with
any issues that come up.”

Zubel
‘I want to say a huge thank
you for supporting me in to
work, and most especially
for going the extra mile.
It was an enormous relief
to have a clear steer from
you and to know that you
would be there to make
sure it went according to
plan.’’ - Zubel
Minaz said:
“Zubel had a strong
academic background but
was struggling to find work.

Basic needs such as
childcare, transport and
lack of clothes for
interviews were immediate
barriers, and we worked
intensively with Zubel to
address these.
“Once these initial barriers
had been overcome Zubel
was keen to start working
and with support from the
employment team started
applying for jobs. At the
same we helped Zubel
with Skills Booster and

Resilient Mindset
training and signposted
Zubel to further training
opportunities to help
increase his employability.
“Although Zubel was not
immediately successful, it
wasn’t long before he was
accepted for a role with
a consulting firm,
supporting one of their
most high profile clients,
Ernst & Young.”

Employment support
is available to all our
customers and their
households. If you’re
interested in accessing
this support or our other
community investment
services, please call us on
01403 220434 or email
Community.Investment@
shgroup.org.uk

15
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Your feedback
Getting feedback from our customers helps us
know what we’re doing wrong, and what we’re
getting right.
We love to hear from you
and we believe we can
learn from what you tell
us and deliver better and
better services.
Here are a few examples of
customer feedback we’ve
had recently:
“I’ve lived here for 23 years.
It was a pleasure to live
here until last year when
people started parking
illegally, denying tenants
access to their driveways
and parking bays. I spoke
to Davinia, my Home
Services Manager, she
investigated who owned
the land, came up with a
solution and put things
in motion. I have great
admiration for the
way she dealt with the
matter” – Customer at
Dimson Crescent
“My Home Services
Manager, Lorna
Wynter-Christie, has
showed me even more
support than my care
coordinator. She helped me
apply for a grant online at
the estate office as I don’t
have my own computer.
She was approachable,
friendly, professional and
caring. She really helped me
not to relapse and end up
back in a psychiatric ward.
Please thank her from the
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bottom of my heart for
the love and kindness she’s
showed me and my son.” –
Customer at Stanford Hill
“I want to say a big thank
you to Anna Vachou (Area
Service Manager) and
Lorna Wynter-Christie, for
their assistance and
accommodating manner
the other day. It was a great
help and between us we
managed to take several
very nasty weapons off of
the streets and your Estate.
Hope you both have a great
summer, and a peaceful
one too.” Police Sergeant
Trevor White
“To Lee Rickers, Rebecca
O’Connor and Richard
Donaldson who manage
Bow River Village - We have
been residents in Bow River
Village for seven months.
During this period of
transition, readjustment
and establishing our lives
within the development
your help and support has
been invaluable.
Not only have you
responded almost
immediately to every query
and issue but the manner
in which you have
responded highlights your
excellent professionalism,
communication skills and
client care.

On behalf of Joao and
myself - and I know many
other residents feel the
same - can I thank you
for the truly brilliant
contribution you make to
the enhancement of the
quality of life at Bow River
Village. In my opinion it
would be impossible to find
a better team.” Andy and
Joao, Bow River Village
“Your Surveyor, Barry
Andrews, has really
made a difference. I’m
absolutely elated with how
wonderful my new kitchen
and bathroom are. Barry
was so supportive and
efficient, I’m incredibly
happy with the time you
took to rectify the
problems, my new home is
beautiful! I really wanted
to say thank you as I feel
my mental health issues
have really benefited
and I’m so much happier
and more comfortable
now.” – Customer at
Clephane Road
If you want to let us know
how you feel about our
service, please get in touch.
You can call your local
number (on the back page)
or email sevice.centre@
shgroup.org.uk

OPEN DOOR - Winter 2017

News from Schroder Court
Goodbye Ian
Schroder Court Residents’
Association says goodbye to
Ian Robertson who served
as Chair of the Association
for the last seven years.
During his time as Chair,
Ian worked hard on a
number of issues to
improve Schroder Court.
Ian stepped down in May
this year due to a serious

illness. Thankfully he has
recovered and continues
to serve as a member of
the Group’s Customer
Voice Forum.

LIVE

As well as being involved
with the Group, something
which he has always valued
and enjoyed, Ian now has
more time to spend on his
large and varied collection
of jigsaws.

Happy birthday Ida
Many happy returns to
Ida Blowers who lives at
Schroder Court and recently
turned 100 years old.
She sent us some pictures
of her birthday party – looks
like a lovely day.

TV

Share your big day.

VT

If, like Ida, you or a
neighbour is celebrating a
big birthday we’d love to
hear from you. Send us your
birthday pictures and news
and we’ll try to feature your
big day in the next issue of
Open Door.
17
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Save money and the planet
this winter
Winter can be an expensive time of year with fuel bills rising
as we heat our homes. We asked our Home Energy Advice
Team for their top tips on how to save some money while
reducing our environmental impact.
Here are their top suggestions:
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Don’t overfill your kettle

£15-20

Swap to energy saving LED lightbulbs

£6-9 per bulb

Turn your heating down by one or two degrees

up to

Draught-proof your windows and doors

£25-35

Put foil reflectors behind radiators on external walls

£4-7 per radiator

Use a programmer to control your heating

up to

£120

Use a smart meter to monitor your usage and identify inefficient appliances

up to

£100

Turn your appliances off standby mode and unplug chargers after use

£20-30

Fit a water efficient shower head

up to

Turn down heating in unused rooms

£20-50

Switch off lights when you’re not using them

£10-14

Wash clothes at 30°C

£6-10

Always use full loads in your dishwasher or washing machine

£40-60

Always buy energy efficient (A rated or higher) appliances

Up to

Line dry your laundry in the summer

£20-30

Switch energy supplier or tariff

£200 on average

£70

£80

£70 per appliance

OPEN DOOR - Winter 2017
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Contact us

Other ways to
contact us

If you live in:
The London boroughs of Hackney, Haringey,
Barnet, Brent, Hammersmith and Fulham,
Islington, Kensington and Chelsea, Lambeth,
Lewisham, or Southwark please call
0300 303 1061
Barking and Dagenham, Bexley, Greenwich,
Havering, Newham, Thurrock, Tower Hamlets,
Waltham Forest, Ashford, Canterbury, Dover,
Medway, Shepway, Thanet, or Tonbridge and
Malling please call 0300 303 1773
Gosport, Hart, Havant, Portsmouth, Runnymede,
Adur, Arun, Chichester, Elmbridge, Worthing,
Basingstoke and Deane, Waverley, Brighton and
Hove, Crawley, Horsham, Lewes, Mid-Sussex,
Mole Valley, Reigate and Banstead, Tandridge, or
Rother please call 0300 303 1063
The Isle of Wight please call 0300 303 1772

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

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:

Christmas
opening hours
Friday 22 December
Saturday 23 December		
Sunday 24 December
Monday 25 December
Tuesday 26 December		
Wednesday 27 December
Thursday 28 December		
Friday 29 December		
Saturday 30 December 		
Sunday 31 January 		
Monday 1 January		
Tuesday 2 January		

8am-8pm
Closed
Closed
Closed
Closed
9am-3pm
9am-3pm
9am-3pm
Closed
Closed
Closed
8am-8pm

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 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
SHG0131-SP-1117

