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This year, we placed a big focus on outcomes for our customers, from 
improvements to our residential care home for customers with learning 
disabilities and autism, to the increasing number of customers we’re 
successfully helping to live independently in their own homes. 

In 2017 we introduced a dedicated housing management team to 
manage lets, voids, estate inspections, and support with specialist 
housing schemes.
 
In October, we hosted our tenth annual Supported Involvement Day, 
which celebrates our supported customers and the colleagues who work 
them. It was our biggest and best yet, and the feedback we had from 
customers was fantastic. 

We recently won the 2018 Tpas South Region Awards for how we engage 
with our supported customers, and were shortlisted for the Skills for Care 
Accolades Awards for the support we give our registered managers. 

Looking ahead, we’ll be growing our customer involvement and 
strengthening our approach to assuring quality within our services. 
We’ll also be working more closely with our partners to deliver sustainable 
services that are fit for the future, and going beyond our regulatory 
requirements to deliver excellent customer service. 

I hope you enjoy this brief look back at some of what we’ve achieved this 
past year.  

Naomi Keyte
Head of Sheltered and Care Services
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Major updates for 
22 Argyll St

We partnered with Fair Haven 
Housing Trust to undertake major 
renovations to 22 Argyll St in Ryde, 
our home for customers with learning 
disabilities. Our grand opening was 
in September and residents can now 
enjoy renovated communal areas 
including a bigger lounge and room 
for an additional resident.   

Moving on for 
mental health

We are the largest provider of 
accommodation and support to 
people with mental health needs 
on the Island, and our mental 
health service has seen some big 
successes over the past year. 
Almost 50 people have moved on 
from our mental health hostels to 
more independent living, and we 
continue to work in partnership with 
external agencies as part of each 
customer’s resettlement support. 

her happiness

One of our customers, Ellie, 
recently enjoyed a new lease of life 
thanks to help from members of the 
CASI Team. 

Ellie is almost blind and very hard of 
hearing. She had been supported by 
outreach support worker Gemma for 
a long time, and Gemma’s time with 
Ellie was due to come to an end. 

Gemma worked with Senior Care 
and Support Worker Vicki to help 
Ellie through our DCA service, and 
arranged for Ellie to have regular 
social visits from both the council 
and Age UK. 

The support Ellie has received 
has made a big difference to her 
happiness and means any additional 
support needs she may have will be 
addressed quickly.

Keeping our 
customers safe

Safeguarding is a top priority for us 
– keeping our customers safe from 
harm and abuse. This year we put 
in place new training for our staff 
and contractors, particular those 
who work most closely with our 
customers. We’ve also worked to 
promote safeguarding among our 
customers – what people need to 
know to recognise harm and keep 
themselves and others safe. 

You’ve helped me grow, have 
more confidence, recognise 

bad situations/people and life 
skills I haven’t recognised yet. 
I will always remember you all 
and make you proud of me.

- Austin, Sandham House

Matt and I 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.

- Janet, mum of Matt 
  from 22 Argyll St

I’ve made many friends 
here and I have good 

relationships with the staff. 
I feel like I’m living my life 

the way I want to live.
 

St Helena is the best thing 
that’s ever happened to me. 

- AJ, St Helena

I’m undergoing the frightening 
migration from DLA to PIP and 

although I’ve helped many 
other people do the forms, I 

wasn’t able to objectively look 
at my own situation. Chris has 

been a godsend when it comes 
to this. He’s understanding, 

never judgemental, and always 
professional. I feel less alone 
and frightened knowing I can 

rely on this service if I have 
to go through the appeals 

process.

- Jane, outreach customer

A new beginning 
for Lisa

In August, one of our customers, Lisa, 
began a new chapter in her life after 
spending a year at Yarborough House, 
our hostel for homeless families in 
Sandown, with her two daughters. 

Lisa says:

“When you first arrive at Yarborough, 
your whole world has been turned 
upside down. There were a lot of 
changes in our lives that take quite a 
while to get used, but you will and 
you do.  My time at Yarborough 
definitely had its downs but it also 
had its ups. I met some awesome 
people that I will call friends for life, 
and my children did too. 
Every single person at Yarborough 
has their own reason for being here, 
but at the end of the day we are all in 
the same boat which means everyone 
pulls together to help if needed.”

We supported Lisa to find a 
permanent home and a new job 
she enjoys and her daughters are 
now happy and settled.

A new strategy to 
help people with 
learning disabilities

Our customers have been working 
with the Isle of Wight Council to 
develop a new strategy for people 
with learning disabilities. Living Well 
with a Learning Disability on the Isle 
of Wight focuses on three key themes 
chosen by people with a learning 
disability: living my life, keeping safe, 
and staying healthy. Celebrating 

young people’s 
achievements

In November, we marked the 
achievements of some of our young 
customers at the Young People’s 
Service Annual Awards. The Service 
is a partnership between Southern 
Housing Group and Sovereign 
Housing Association and offers safe, 
secure accommodation and support 
for people aged 16-25. Over the 
past year, we helped more than 100 
young customers move on to more 
independent living.

Get involved!
Our new Quality Assurance and 
Engagement Team is helping us put our 
customers at the heart of everything 
we do – from helping us co-design and 
co-deliver our services, to helping us 
exceed our regulatory requirements and 
deliver best practice. 

How you can take part

Our customers are our ‘experts by 
experience’ and we want you to have 
a voice in the service you receive. 

You could help us interview or provide 
training for new staff, help other 
customers settle in their home, or help 
us review our policies. 

All opportunities are flexible to suit 
your needs.

Find out more: 
QET@shgroup.org.uk


