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Southern Housing Group Resident Involvement

We are ensuring that
your voices are heard
There are many ways you can
still be involved in the decisions
Southern Housing Group are
making during this time.

Complaints and
Compensation
Review

For each campaign we will
contact you based on the areas of
involvement you have advised us you
are interested in. At this time we are
unable to send information to you by
post. Therefore, we will be contacting
our residents via email or mobile
SMS message (if the number has been
provided). We understand not all
mobile numbers enable residents to
access a link. In some instances, we
may arrange conference calls to help
residents discuss a project together.
We are happy to discuss your
feedback over the telephone.

Watch this space
In the coming weeks the Resident
Involvement team will be producing
a fortnightly blog to keep residents
updated on new projects and the
progress of our existing ones. This
blog will be published online and sent
to residents by email. If you would like
to receive these updates but have yet
to provide us with your email address,
please contact us on: Resident.
Involvement2@shgroup.org.uk

We would like to thank
every resident that has been
able to get involved since
our last newsletter.
Here are the projects you have
been able to help Southern Housing
Group complete:

Did you know?

“I felt contractors were not
communicating well with
me, so I am hopeful that by
being involved they will be
held to account.”
-Amber Jenkins

Together we got
Resident Involvement
Strategy approved
Following the extensive consultation
that took place last summer we have
used your feedback to develop our
Resident Involvement Strategy.
We spoke to residents face-to-face
and received surveys from all across
the Group and you told us that your
priorities for us are to:

Twenty four residents have
helped Southern Housing
Group shape a set of proposals
that will be put forward
to the Groups’ Executive
Management Team and
the Board.
The proposals include ways
to improve the accessibility
and information we provide
to customers, reduce the
time it takes us to respond to
complaints without affecting
the quality of the response
and to ensure that we use the
learning from complaints to
improve services.

• Improve our communication
with you
• Respect you
• Improve our repairs service
The Strategy has been approved
by our new Customer Scrutiny Panel
and the Group’s Board. We will
update our website page shortly
with details of the Strategy.

The COVID-19 edition of Open Door magazine is now available online. Follow the link below to view the most recent copy
of the magazine. https://www.shgroup.org.uk/your-home/news-for-residents/
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Getting things done!
Unacceptable
Behavior

Domestic Abuse
Policy

Nine residents took part via online
or postal survey. The aim of this survey
was to review the Unaccaptable
Behaviour Policy. Everyone that
provided feedback said they found
the policy easy to read. Residents
recommended separate definitions
for “unreasonably persistentand
“unreasonablydemanding” behavior.
The policy is now progressing through
the Group’s approval process.

Twelve Residents took part in the
Domestic Abuse Policy review
online to explore the definition,
commitments, support, language
and improvements of it. Residents
asked for changes to be made to
the section about how a report of
abuse is managed.

Telephony Project
Thirty residents took part in
choosing the voice you will hear
when initially calling Southern
Housing Group. ‘Bruce’ was
the chosen voice out of three
options provided.
The residents were asked to give
a score on the following categories;
reassurance, warmth and friendliness,
approachableness, natural,
trustworthiness and likeability.

If you would like to read Southern
Housing Group’s current policy on
Domestic Abuse prior to the changes
being approved, or find information
on advice services, please follow the
link: www.shgroup.org.uk/yourhome/anti-social-behaviour-anddomestic-abuse/

Priority Moves
Twelve residents took part at two
focus groups to review the transfer
policy to give a greater reflection as to
which residents can go on the transfer
list. We will have feedback to provide
on this project in the coming weeks.

Garden Project
Ten residents took part in a Task and
Finish Group to judge the following
categories:
•
•
•
•

Best individual project
Best group project
Most imaginative Project
Most improved area

Well done to everyone who took part!

Northborne project
Wild Meadow and
community garden
Following a delay to the
consultation in January due
to the storms,feedback was
gained from over 40 residents.
Many of you were keen to be
a part of the community garden
and ongoing focus groups.
The areas have been marked out
ready to get started.

Meet your Resident Involvement team

Paulina Cumbicus
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Johanna Winch

Steven Martin

London/Greater London

IOW, Hampshire, Berkshire

Essex, Kent, Sussex and Surrey

Paulina.Cumbicus@shgroup.org.uk
07517988065

Johanna.Winch@shgroup.org.uk
07593021140

Steven.Martin@shgroup.org.uk
07796274648
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Current Projects
New Online Repair
Service
You have told us that having a way
to report repairs online is a priority.
Repairs Online is a project to deliver
a self-service repair solution for
customers and staff, with the priority
for it to be able to work on mobile
phones. The biggest benefit of
Repairs Online will be to report and
book an appointment in a few clicks
for plumbing, electrical and carpentry
work. You will also be able to report
communal repairs.
Fifteen residents took part via a
one-to-one telephone call with
the IT Project team or via email to
provide their feedback on the latest
phase of development. There are
two further phases of testing with
these residents. The repairs online
service will be accessible from
Southern Housing Group’s website.
The IT Project team are working
with three contractors to digitalise
the services, starting with customers
in the SMS maintenance area.

“There was value in getting
Involved with the repair online
service testing. The online
service seemed thorough
and easy for everyone to use.
Despite everything happening
at the moment, I still felt like
my voice was heard.”
-Miss Zaman

User Experience
The aim of the project was to
review a feedback form used by
residents when they are asked
to give their opinion following
the use of one of our services. We
engaged with 12 residents via an
online survey or by post. We will
next be discussing the Terms of
Reference with the Customer
Services Improvement Team.

Reading Panel
We asked the panel to review the
forms to be used when providing
feedback on the readability of
documents sent to Southern Housing
Group. Twelve Residents were sent
documents to review by email or by
post. We will next be agreeing the
Terms of Reference with the SHG
Communications team.

Coming soon: AntiSocial Behaviour
Review
We have recently been in meetings
with our colleagues to review
our current Anti-Social Behaviour
service offer. We are looking to
get our residents involved with this.
We would prefer for this project
to meet with residents in focus
groups. However, we will review this
method of engagement over the
coming weeks. If you would like to
know more and get involved in this
project, please contact us. Resident.
Involvement2@shgroup.org.uk

Estate Inspections
and Estate Inspectors
We would like to create the role of
Estate Inspectors for residents who
are interested in getting involved in
their local area. We have been gaining
residents’ and colleagues’ feedback
and in June, we will be discussing
the outcomes with Working Parties

formed of residents and colleagues
from Housing, Maintenance and
Estate Care. Once the role of Estate
Inspector has been created, we
will be contacting residents who
are interested in representing
where they live.
Contact Steve to find out more:
07796274648

Community
Investment Strategy
This project helped residents
further understand the support
our colleagues in the Community
Investment and Care team (now
Southern 360) provide to you.
The main aim was to review their
draft strategy, discuss the longer-term
key priorities and rate them in order
of importance to residents.
The three themes are: Tackling
Poverty, Health and Wellbeing
and Neighbourliness and
Communities. We have also
asked residents for their feedback
on their new brochure outlining
the different services offered by
the team.

Safeguarding Policy
In In April 2020, residents reviewed
plans to have two polices; one will
focus on vulnerable adults and
another for children and young
people.Thanks to all the residents
who were involved. The feedback
received is now being reviewed. We
will be in touch with further updates.

And there’s more…
Rent Consultation, Contract
Reviewers, Telecare Services contract
review, Tenancy Change Policy,
reviewing CASI Policies...
Interested in free online IT Courses?
Contact us: Resident.
Involvement2@shgroup.org.uk
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