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What’s in
this issue?
Welcome to the Summer 2012 issue
of Open Door, the newsletter for all
Southern Housing Group Residents.
In this issue:
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Listening to residents
is key to shaping our
services
says Chief Executive
Tom Dacey

Making it easier
to get in touch
Service Centre marks ten
year anniversary
Making where you live a
place you love

Where you live

Shared ownership buying further shares

People and places

Welcome to your new look
Open Door newsletter.
We are committed to listening
to and working with our
residents to shape our services.
Our recent consultation with
residents on Open Door is
just one example of this and
on page five you can find out
about the other ways to get
involved.

We’ve done our best to take
your views on board when
redesigning Open Door.
Feedback included requests for
shorter articles, expert advice
from other organisations and
for the design to be easier to
navigate so that it is easier to
find the information you need.
We hope you enjoy reading
it and, as ever, welcome your
comments.

* Don’t forget – with the
Olympics approaching find
out how we are preparing and
how it may effect our services
on page 15.

Money matters

Employment and training

Olympic update

You can contact the editor via the Service Centre or send an
email to communications@shgroup.org.uk

Competition
Find the answers to the
questions below in this issue of
Open Door, for the chance to
win one of three £20 vouchers.
1 – How much has our Social
and Economic Regeneration
team invested in our
communities this year?
2 – What is the name of our
employment and training
advice service?

* Front cover shows Mr and Mrs Terry,
new residents of Kidbrooke Village in
Greenwich, South East London.

3 – How many calls has the
Service Centre received in
the last ten years?
Email your answers to
communications@shgroup.org.uk
or send them to Open Door
Competition, Southern Housing
Group, Fleet House, 59-61
Clerkenwell Road, London EC1M
5LA. Don’t forget to include your
name and address.
The closing date for entries is
Friday 7 September.

Previous winners have been notified.
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You&SHG
Making it easier
to get in touch
We have changed the name
of our Income Recovery team
to Customer Accounts and
Payment team. This reflects
the wider range of issues and
services this team now deals
with for all residents, shared
owners and leaseholders.
If you have any questions or
queries about your account, rent,
ground rent or service charge
please select option 2 when
calling the Service Centre. This
will take you through to the
Customer Accounts and
Payment team.

me&shg the race
to the 3,000th
sign up heats up –
win an iPad 2
Each month more and more
residents are signing up to the
me&shg section of the website
giving them access to their rent
account information, repairs
history and account details
online. We are offering a prize of
an iPad 2 to the 3,000th resident
to register and we are getting
really close, so don’t delay and
sign up to register. Visit www.
shgroup.org.uk/ResLogin
Don’t forget - if you wish to
email the Service Centre with
any enquiries, or to report a
repair online, you need to have
registered with me&shg for your
enquiry to be processed.

Visit www.shgroup.org.uk/ResLogin
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You&SHG
Service Centre
marks ten year
anniversary and
two millionth
caller
Since opening
ten years ago the
Service Centre
has grown from
a handful of staff
to a one-stop
shop offering a
wide range of
resident services
and catering
for all manner
of requests,
including resident
services, repairs,
maintenance, rent
and service charge
enquiries.

Service Centre 2002-2012
Number of staff then: 36
Number of staff now: 60
Total calls received: 2,000,000
Average calls in a day: 750

Service Centre Manager, Mark
Rogers, the manager since day
one, said the success of the
Service Centre comes down
to the professionalism and
adaptability of the staff.
“We have a great team here
and one that is very flexible
and always empathetic to
residents’ needs. One minute
you will have a resident
requesting information about
their account, the next a
request for maintenance and
so on. We are counsellors,
accountants, bank managers,
caretakers and more.”
In ten years, the Service Centre
has been responsible for
employing more than 200 staff
and has received two million
calls from residents.
Elle Boyle (pictured above
right) is one of the newer
members of the Resident
Services Team and says the
experience of working at the
Group has allowed her to
develop skills that will serve
her for her entire career.
“No two days, or phone calls,
are ever the same. There isn’t
anything more personal than
someone’s home, so I try to
offer the most specific advice
possible for each query. “

Top tips to help you
when contacting the
Service Centre
• Monday and Tuesday
mornings are the busiest
times to call. If your query is
not urgent, why not call at a
different time.
• Save time and go online you can make payments,
view rent statements and
request repairs via me&shg
- the resident portal
www.shgroup.org.uk/
ResLogin/
• You can also pay your
rent via text message.
Just register at
www.allpayments.net/
textpay
• Save time and decide which
service you require before
calling - option 1 for repairs
and maintenance, option 2
for customer accounts and
payments and option 3 for
resident services (all other
queries).
• If you require refuse
collection you need to
contact your local council.
More information on how to
contact the Service Centre
can be found on the back
page.
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Make where you live
a place you love
Getting involved
means having
your say on
issues that
affect you
It’s easy to get
involved – just
choose from the
activities on
our resident
involvement
menu.

Overseeing our
performance
• Resident service
panels
• Service forums

Shaping our
policies and ways
of working
• Workshops and
focus groups
• Epanel/readers’ panel

Monitoring our
everyday work

Sharing your
views

• Contract reviewers
• Estate inspectors

• Resident events
• Satisfaction surveys

Helping us get
our services right
• Customer service
monitors
• Tenant and resident
groups

To find out about getting involved, call the Service Centre on 0300 303 1773,
option 3, email us at resident.initiatives@shgroup.org.uk or visit our website
at www.shgroup.org.uk
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Where you live
Be fire safe
As part of our ongoing
commitment to fire
safety we employ
independent fire risk
assessors to assess
all of the internal
common areas within
our schemes. Quite
often the same
recommendations are
made to improve fire
safety, these include:

• Removing obstructions
and potential combustible
items in common parts and
electrical intake cupboards,
such as empty cardboard
boxes.
• Asking residents to store
items such as buggies, bikes
and mobility scooters in
alternative spaces as these
are a hazard in the event
of a fire evacuation when
stored in areas such as
hallways.

During the summer months we
often see an increase in reports
of noise as more windows are
open, children play outside and
residents have BBQs. We ask
all residents to be reasonable
in their approach to noise and
what is acceptable behaviour,

Think about fire safety and
if you can help reduce any
of these risks, this can have
a big impact on you, your
family and your neighbours’
fire safety.
You can find more on fire
safety in the home at
www.direct.gov.uk

• Recommending residents
remove metal grilled security
doors from their front doors
as these are a serious hazard
in a case of emergency. The
grills can slow down an
escape during a fire as well

Sound of
summer
It is a fact of life that we all
make noise; whether we are
talking to others, playing music,
entertaining or just going
about our daily business. What
is an unwelcome noise to one
person may be pleasurable
to another and finding an
agreeable balance can be a
challenge.

as seriously hindering the fire
brigade in gaining access to
your property.

both from those making it and
those listening to it.
If noise is disrupting your life
and you feel that it is persistent
and unreasonable, we are here
to help. There are a number
of measures we can look
at to help resolve the issue
from mediation to practical
solutions to reduce noise. For
more information or to talk
to someone about a noise
problem please contact the
Service Centre.

Save water and
keep your garden
blooming
Nicola Wheeler,
Community
Manager at
Groundwork
London shares
some top tips to
help you have a
beautiful garden
and save money
and water at the
same time.
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Help us
improve estate
management
We are currently reviewing
how we manage our estates
and how we work with our
cleaning and gardening
contractors. This will help us
to deliver: a more consistent
service across all of our
regions; better value for
money; and best value for
residents.
Resident consultation will be
a key part of this review and

• Water your garden in the
morning or evening to
reduce the amount of water
lost to evaporation.
• Use a watering can instead of
a hose and only water around
the base of the plants.
• Collect water from your
roof in water butts and use
treated grey water, such as
bath or shower water, on
your non-edible plants.
• Remember to weed regularly
so that water is not wasted
helping the weeds grow
instead of your plants.
• Plant herbs like thyme and
lavender which like hot and
dry conditions - they smell
good too.

Groundwork London is an
environmental regeneration
charity. It is currently involved
in several projects with Group
residents including Vacant
Lot, a food growing project
in Hackney and supporting
gardening clubs on the Isle of
Dogs. If you are interested in
starting your own community
gardening project please
contact the Service Centre for
more information.
For more on
Groundwork visit:
www.groundwork.org.uk

focus group meetings have
been arranged with regional
representatives. We will also be
writing to residents who receive
these services with information
on how to feed back on local
service delivery.

Each year we spend;
• £500,000 on gardening
across 250 estates.
• £867,000 on cleaning
across 430 estates.
This does not include
caretaker services.
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Where you live
Shared
ownership buying further
shares

The right time for you?
If you are a shared owner,
now might be the time to
consider increasing the stake
you have in your home.
Buying further equity is
called “staircasing” and in
the current property market
it may make good sense
for you.

What happens next?
The purchase process is the
same as when you originally
purchased:

Your lease sets out how many
times you can staircase and
how much you can purchase
at a time. The majority of our
leases allow shared owners to
become outright owners in as
many steps as they like.

•	If you need to remortgage
to fund the purchase, you
should speak to your own
Independent Financial
Adviser or mortgage lender
to choose the best deal
for you.

What does it cost to
staircase?
The legal and valuation fees
can be a significant amount
and must be paid each time
you staircase. It is therefore
usually better to buy large
portions of shares at a time
as each time you staircase
you will be responsible for the
costs of doing so.

When you complete the
purchase the rent you pay to
us will be reduced.

•	You will need to instruct
and pay a solicitor to act for
you in the transaction.
•	We will appoint our own
solicitor.

If you are interested in finding
out more, please call the
Service Centre to request a
brochure or to speak to one
of our advisers.

What happens if you
choose to staircase?
If you decide staircasing
is right for you, we will
arrange, for a fee, to instruct
an independent Chartered
Surveyor to value your home.
You can then purchase a
further share of the remaining
equity at the appropriate open
market value.

To find out more about shared ownership, to check your
eligibility or to view the homes currently available, such as
Boyd Way shown opposite, please visit www.shgroup.org.uk
or contact the Sales team via the Service Centre.

ENJOY THE BEST
OF BOTH WORLDS...
Situated towards the northern border of the award winning
Kidbrooke Village, Boyd Way offers a perfect getaway from
the hustle of the city yet keeps it well within its reach.
This range of brand new 1 & 2 bedroom apartments and 3 bedroom,
townhouses are less than half a mile from Kidbrooke Station with
journey times to central London in as little as 15 minutes^

Kidbrooke
Station

Blackheath
3 minutes

Greenwich
13 minutes

London Bridge
15 minutes

Prices start from:

1 bed apartments: £46,875*
2 bed apartments: £56,875*
3 bed townhouses: £96,500*
For more information contact our sales team on

08456 12 12 71
southernatkidbrookevillage.com
sales@shgroup.org.uk

*Prices based on a 25% share of full value
rent also payable + service/estate charges
^Travel times source: www.tfl.gov.uk
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People and places
How we invest in
our communities

Want to make a difference, learn
new skills and make new friends?

‘Beyond bricks and
mortar’, our annual
review which
looks at our social
and economic
investment work,
is now available on
our website.

Then give your time and volunteer with Southern Housing Group.
We are looking for people just like you to join our growing team
of volunteers who are already making a difference.
Contact the Service Centre on 0300 303 1064 to ask for a
‘Volunteer expression of interest form’.

In this year’s review you can find
out how we have:
• S upported 12,340 residents
through a variety of projects and
initiatives.
• Invested a total of £1.4 million in
our communities.
Our work over the past year
has focussed more than ever on
supporting residents to:
•A
 ccess training and employment
opportunities.
• Improve their IT skills ensuring
they have greater access to
help, support and their local
community.
•M
 anage their finances and
maximise their income through
training, advice and support.
For more visit:
www.shgroup.org .uk/serdreview

Become a
Digital Champion
Want to help others get online?
Then why not volunteer as a
Digital Champion. Contribute,
learn new skills, improve your
job prospects, have fun and
make friends.
Help us train people how
to use a computer and the
internet, as well as doing
marketing, outreach work,
organising events and more.

If you have an hour or more
to spare each week, you can
make a positive contribution
to your community. We will
support you by providing:
• Free training.
• Travel and lunch expenses.
• Priority access to events.
• Support, advice and
information.
We currently have volunteer
positions available in London
and Isle of Wight. For more
details, please contact us via
the Service Centre.

Nominate your local hero in the

Unlocking
the Potential
of People
Awards 2012
Do you know someone
who selflessly gives
their free time to help
make where you live
a better place?
If someone in your community
volunteers their time to benefit
Southern Housing Group residents we
want to hear from you.
You can now nominate them in our
Unlocking the Potential of People
Awards 2012 using the form enclosed
in this magazine.

Further information on the awards
can be found on our website or by
contacting the Service Centre.

Deadlines for nominations:
5pm on Friday 21 September
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Money matters
Will the benefit
cap affect you?
The Department
for Work and
Pensions (DWP)
is introducing a
new benefit ‘cap’
(a maximum limit)
from April 2013.

This may affect how much
benefit you get. The cap is
expected to be:
• £500 per week for couples
and lone parents
• £350 per week for single adults
• Some households, including
those entitled to Working Tax
Credits and on Disability Living
Allowance, will be exempt from
the cap. The DWP is writing to
all those it believes will be
affected and has set up a
dedicated helpline number on
0845 605 7064.
What does this mean?
It may mean that your Housing
Benefit will go down, which
could mean you have to use
money from your other benefits
to pay towards your rent.

How can I get help with
finding a job?
Southern Works is our free
employment advice service for
residents. For more information
contact the Service Centre on
0300 303 1069, option 3
or email
southernworks@shgroup.org.uk
How can I get help with
managing my money?
Our Financial Inclusion team
can support you with a range of
financial issues, including help
with managing your money,
calculating how returning to
work could affect your income
and benefit advice. Call the
Service Centre on your regional
number and select option 2 for
more information.

How can I stop the cap
applying to me?
Finding work could mean that
the cap would not apply to
you. Qualifying for Working Tax
Credit will mean that you are not
affected by these new rules.

Direct Debit.
Just DDo it
Did you know that there is
an easier way to pay your
rent, which only requires one
phone call?
You can set up a Direct Debit
to ensure your rent is paid on
time. You don’t have to think
about it – we’ll do the work.

To set up a Direct Debit or for
more information, simply:
1) Call us on 0300 303 1686
and select option 2.
2) Have your bank account
details ready (including
account number and sort
code).
Direct Debit is the easy, flexible
and reliable way to pay your
rent, so why not register?

www.shgroup.org.uk

Southern Works
Are you looking for
work? Do you need
to gain valuable
work experience?
Do you want to
develop your
skills? Are you
looking to change
jobs but not sure
where to start?

If so, Southern Works could help.
Southern Works is our free
employment, training and
volunteering advice service,
available to Southern Housing
Group tenants aged 16 or over.
Southern Works can help with:
• Free one-to-one support and
advice from one of our trained
advisers.
• CVs, application forms and job
searching.
• Interview skills, confidence
building and improving
motivation.
• Finding work placements and
voluntary experience.
• Training and education
opportunities.

• Accessing job vacancies and
apprenticeships.
• Support to apply for funding
for employment and training
related activities.
“I am so pleased with the
support I was given.
I couldn’t believe the help
I received to find a job. My
adviser has been absolutely
fantastic, she is my Fairy
Jobmother!”
Portsmouth resident, now in
fulltime work
For more information or to
register with Southern Works
contact the Service Centre on
0300 303 1069, option 3
or email
southernworks@shgroup.org.uk
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Domestic
violence:
You do not have
to live in fear
Every person
has the right to be
safe from abuse
and fear.
We will not tolerate any
residents who harass, attack,
or abuse other members of
their household. If you are
experiencing domestic violence
you do not have to live in
fear. You can contact us for
confidential help and advice via
the Service Centre.
Refuge, the national domestic
violence charity, gives some
information on what to do
if you are suffering from
domestic violence.

• The abuse is not your fault.
You can’t make a person
hit you – violence is a
choice and only they are
responsible.

If you are experiencing
domestic violence Refuge
is here to support you. We
understand how difficult it
can be to live with abuse. You
might feel scared, isolated
and confused. You might feel
too ashamed or afraid to tell
anyone about your situation.
But you are not alone.
If you are being abused, try to
remember the following:
•D
 omestic violence is a crime.
It is against the law.
• You’re not alone. There is
support available.
• You don’t have to deal with
this on your own. Talk to
someone you trust. Some
useful numbers are below.

•Y
 ou cannot change your
partner’s behaviour, they
must accept responsibility
for it.
•A
 buse is hardly ever a oneoff – it generally gets worse
over time.
• If you are in danger, call 999.
If you have changed your
behaviour in any way because
you are scared of your
partner’s reaction then you are
experiencing domestic abuse.
For more support and
information visit
www.refuge.org.uk
or if you’re worried
about a friend or family
member, visit
www.1in4women.com

Some useful contact details for free confidential help and advice:
Contact Southern Housing
Group via the Service Centre,
details on the back page.
We treat all reports of
domestic violence seriously,
sympathetically and in
confidence. We can help in
a range of ways including:
security measures; referrals to
agencies that can offer further
help; and discussion about
your housing options.

24-Hour Freephone National
Domestic Violence Helpline
(run in partnership between
Women’s Aid and Refuge):
0808 2000 247
Police: 999
Shelter: 0808 800 4444
www.shelter.org.uk

Broken Rainbow
(Support for lesbian, gay,
bisexual, transsexual people):
0300 999 5428
08452 60 44 60
www.broken-rainbow.org.uk
Men’s Advice Line
(for men experiencing
domestic violence):
0808 801 0327
www.mensadviceline.org.uk
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Olympic Update

London 2012 –
what it means
for residents
As we know, the Olympics are
just a matter of weeks away
and the Group’s preparations
are in full swing. Our regional
teams and estate-based staff are
reviewing service arrangements
and making plans to help reduce
the impact on services.
Inevitably, there is likely to
be disruption to some of our
services during this time –
especially to our homes in the
main Olympic boroughs. While
we will do all that is possible
to maintain service levels, we
are asking our residents to
recognise the need for some
flexibility and cooperation.
For that reason we advise
you to consider:

• How the Olympic route network
and potential road closures may
affect you (see useful links in
box right).
• Changes to parking restrictions
(particularly within 30 minutes
walk from an Olympic venue).
• Is your request urgent? If not,
we can arrange appointments
for less busy times or after the
Games have taken place.
• Can your enquiry be dealt with
by phone rather than a visit?
• Alternative transport (such as
walking or cycling) for your short
journeys.
We also ask that you help us keep
estates and public areas clean and
tidy by disposing of all household
waste correctly and not leaving
bulky items out when collections
will be difficult.

By being aware of the impact
of the Olympics, we can ensure
we all get the most out of the
Games and enjoy the greatest
sporting event on earth.

For more information
Check local newspapers and
freesheets in the lead up
to the Games, or find more
information on Olympic
routes, travel disruptions
and other helpful advice
online at:
www.tfl.gov.uk
www.london2012.com
www.getaheadofthegames.com
www.shgroup.org.uk/Residents/
London2012/
Your local council website
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Contact us
Each region has its own dedicated Service Centre number.
The map here shows which number you should call depending
on where you live.

London
0300 303 1061

Service Centre opening hours are 8am-8pm, Monday to Friday.

Thames Gateway
0300 303 1062

Please note the Service Centre and our repairs contractors will be
closed on Monday 27 August (Summer Bank Holiday).

Please note that we have made a change to the security
questions you need to answer when you call us. This
is to ensure your personal information is protected in
accordance with the Data Protection Act.

Kent
0300 303 1773
South West
0300 303 1063
Isle of Wight
0300 303 1772
West
0300 303 1064
Other ways to contact us
Email: service.centre@shgroup.org.uk
Write to: Service Centre, Southern
Housing Group, PO Box 643, Horsham
RH12 1XJ

Essex

Gloucestershire

Oxfordshire

Bucks

Wiltshire
Surrey

Kent

Hampshire
West Sussex
Dorset
Isle of
Wight

For help with
translations,
or if a large type,
Braille or taped
summary would
be useful,
contact the
Service Centre.
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