Step by step
Getting back to business
Planned maintenance work

Fire Safety

Normal service focusing on
the most urgent work

Repairs
From 1 June 2020 we will begin to
offer non-emergency day to day repairs.
Please book these as normal.

We’ve reviewed our plan to identify and
prioritise work in external and communal areas.
We’re working on preconstruction activities
and have already remobilised a number of sites.

READ MORE

Anti-social behaviour
management

Compliance checks

Normal service but no
face to face visits

including asbestos, gas safety, communal
electrical & water. Normal service – please
inform us if you or a family member
have symptoms.

Southern 360 support

Normal service for financial support,heating and
energy advice and employment advice. Extra focus on
supporting those residents losing jobs or new to benefits
+ coordinating Group’s volunteers and hardship fund to
assist vulnerable residents with shopping and daily calls
for isolated people. Care and Support services on the Isle
of Wight continuing.

Accounts & rent payments

Normal service - if you are concerned about being
able to pay your rent, please get in contact with us
early so that we can help. We are actively working
to get in touch with those newly registering for
universal credit and those who normally pay in
person (for example at a post office) to see if we
can help.

Parking permits

Customer contact centre

Temporarily lifted parking restrictions until
28 June* but please park in your own bay
and observe usual parking restrictions
*Only applies to sites directly
managed by us - please check

Opening hours are 10am to 4pm and we are taking
your calls on urgent matters. Please email where
possible to service.centre@shgroup.org.uk.

Tenancy changes

Sheltered residents

Move to telephone based support with a
daily welfare call, coordination and advice
services with additional focus on positive
activities for residents confined within their
schemes. Mobilised volunteer support with
shopping and prescriptions too.

Estate Care

Continuing to provide essential services to our
estates- includes cleaning of touch points and
services around refuse collection which are vital
to keeping our estates clean. Some garden
maintenance where this is possible.

Transfers and Moving Options services are
operating an emergency or advice only service.
Mutual exchanges and Tenancy Termination –
advice only service as the goverment advice is
not to move at this time.

Repairs
Getting back to business
You can now book non-emergency repairs
as usual.
From 1 June 2020 we will begin to offer non-emergency
day to day repairs. Please book these as normal.
We’re working hard to return to a fuller repairs service and
from 1 June we’ll be reopening the non-emergency repairs
service that was paused during lockdown.

If you request, our operatives will wear a face mask.
Our operatives will maintain a safe distance of two metres
from members of your household.
Our team will clean the direct area where they have been
working before leaving your home.

What we need from you

There is a back-log of non-emergency repair work which
was booked in before the lockdown and we are aiming to
complete all these jobs by December 2020.

Patience – our team are adjusting to a new way of
working. We will try to make this as easy for you as possible
but please bear with us as we make this transition.

Initially we won’t be able to offer the same timescales as
before, so many non-emergency repairs will fall outside
our previous 10-day response time.

Distance – If we’re working in your home please always
maintain two metres distance from our colleagues. Ideally
you should remain in a different room while they work.

Please bear with us as our team adjusts to a new way
of working.

What you can expect from us:
When you call to log a repair we will ask if any member
of your household has symptoms or is self-isolating.
If they are, we may not log a non-emergency repair.
When an operative arrives at your home they will ask
if any member of your household has symptoms or is
self-isolating. If they are then we may come to complete
the job at a later date.
Our operatives will carry Personal Protective Equipment
(PPE) which they will use as directed by the current
government guidance.
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