
Southern Housing Group
Social Media House Rules

We want to ensure that customers, stakeholders and employees enjoy and engage with 
our content on Facebook, Twitter, LinkedIn and Instagram.

In order to make our social media channels a safe space for all, we ask that anyone 
commenting on any of our posts or pages respects the following house rules.

To improve our services we actively encourage feedback. 
However, to protect our community and keep the feedback 
constructive, we ask that any user comments do not contain 
defamatory and/or offensive language. Racism, sexism, 
homophobia or other forms of hate-speech, or contributions 
that could be interpreted in this way, are not welcome 
or acceptable.

Comments that break this rule will be hidden or removed, 
and users that persistently break this rule will be permanently 
blocked from commenting on our page and posts, with any 
decision taken being final.

If we’d remove it from the wall of a building, we’ll take it off 
our online wall.

To ensure that we investigate customer service queries 
thoroughly and so that private information is not shared 
publicly, when prompted, customers are required to share their 
contact details and query via direct message on our 
customer Twitter channel (@SHGcustomers) or Facebook page 
(@southernhousing). We are unable to provide any specific 
case information publicly, or respond to direct messages 
relating to specific customer queries through our Group 
Twitter profile (@SHGroupUK), LinkedIn, or Instagram profile. 

We monitor our channels during work hours only. 

We will respond to public comments and direct messages 
from 9 am to 5pm, Monday to Friday, excluding public and 
organisation holidays. If you need to get in contact outside 
of these hours, please follow the instructions here: 
https://www.shgroup.org.uk/contact-us/useful-numbers
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