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60 seconds with  
Anabel Palmer,  
Community Investment  
and Care Director

Anabel is responsible for our sheltered 
housing services. We’re going to be making 
some positive changes to how we manage  
sheltered housing so we caught up with 
Anabel to find out more.

Why is the service  
changing?

We’re starting a new, bespoke 
service for our sheltered housing 
customers to help them feel 
more safe and secure in their 
homes. We want to provide a 
flexible service, tailored to meet 
our customers’ needs. People 
have told us they want to see 
staff more often, and we’re 
going to make that happen.

What’s going to  
be different?

We want to deliver a great 
service so we’ve got a team  
of experienced managers 
who will focus specifically 
on sheltered housing. It’s a 
new approach based on the 
successful and popular service 
we already deliver to our 
sheltered customers on the  
Isle of Wight.

A Scheme Services Coordinator 
will be based in each scheme 
daily Monday to Friday, to 
deliver an intensive housing 
management service. They 
will help customers access our 
repairs service, carry out health 
and safety checks and work 
to make sure customers have 
access to local services. The 
amount of time we spend at 
each scheme will depend on 
how many customers live there.

Will it cost more?

No – we’ve made sure these 
improvements won’t cost 
customers any more in their rent 
or service charge.

Sounds good…  
When are the changes 
happening?

They’ve already started. The 
Management Team for the new 
service is in place and we’re 
recruiting new scheme-based 
staff at the moment. We want 
to make sure we recruit the  
best people so we’re not  
rushing it, but we should  
have a full team in place by  
the end of January.

Gardening brings 
customers together

Chatter Bees nursery 
launched in London

2 3
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A big deal for Dover

Our new job club at 
the Dover Big Local  
is proving to be a  
great success. 

Our Employment Skills Officers 
are on hand for three hours 
every Tuesday to help customers 
who want to find work.

Michael said: “I have found  
the support very helpful, 
especially the help with IT skills 
and job searching.”

Our team can give advice 
and guidance on job 
searching, applying for 
jobs, and employment and 
benefits. We’ve helped 
customers find voluntary 
work, improve their CVs 
and practice interview 
techniques.

If you need help finding 
work, or want to come 
down and have an expert 
look over your CV, the  
job club is open every 
Tuesday from 12–3pm  
at the Charlton Centre,  
High Street, Dover  
CT16 1TT. You don’t  
need an appointment –  
just come along and  
we’ll be happy to help.

Ryde in Bloom

Young people living  
at one of our schemes 
in Ryde have won first 
place in the Ryde 
in Bloom gardening 
competition. 

The customers joined forces with 
staff from the scheme to make 
over the garden at their scheme 
for the competition. This year’s 
theme was the Queen’s 90th 
birthday.

The residents had a special 
planter made, and painted a 
guard of honour to stand either 
side. The planter held red, white 
and blue flowers in the shape of 
the number 90. 

The young people also helped 
plant one of the large planters 
in the town square which they 
filled with pink flowers as this 
is the Queen’s favourite colour.

On 18 October the contestants 
attended the Ryde in Bloom 
award ceremony and were  
delighted to win two awards 
– first place in the community 
accommodation category 
and runner up for community 
initiative involving young people. 
They received a £30 garden 
centre voucher and £100 
towards their Giving Residents 
Opportunites fund.

Michael at the job club.

Young customers getting 
ready to garden.

Empowering women  
in Barking

Jeorgina Soares and Fatuma Nalule are 
working to make a difference to their local 
community in Barking, with help from a small 
grant from Southern Housing Group. 

Barking residents Jeorgina 
and Fatuma launched the 
Women’s Empowerment 
Group in January 2015 to 
provide support and guidance 
to women in the Barking area. 
Around 40-60 people meet 
monthly to network, socialise 
over dinner, and learn from 
motivational guest speakers.

Jeorgina said: “A significant 
number of these women, 
many of whom have been 
unemployed for a long time, 
have lost their confidence 
and direction. Because of this, 
we find that they are out of 
touch with their potential to 

improve life for themselves 
and their families.”

Guest speakers have included 
Barking Enterprise Centre, who 
provided business guidance, 
neighbourhood police who 
spoke about domestic violence 
and abuse, and representatives 
from local authorities who spoke 
to the group about safeguarding 
those around them. 

Fatuma explains the difference 
this has made to local residents: 
“Many of the women have 
increased their confidence, 
built their self-esteem, and 
are better able to stand up 

for themselves. Some of them 
have had educational and 
training opportunities through 
the group, and others have 
seen their businesses grow.”

One member of the group said: 
“The group has made me 
more confident and has 
helped my self-esteem – 
I feel extremely motivated.”

If you’d like to find out 
more about our small grants 
programme to fund community 
groups and projects check out 
shgroup.org.uk/grants
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Grants for 
Plants

Mark Meredith is 
our Community 
Partnerships Officer 
on the Isle of Wight. 
He’s been running 
Grants for Plants, 
a project to help 
make gardens at our 
sheltered housing 
schemes more 
manageable  
for customers. We 
caught up with him 
to find out what he’s 
been up to.

What’s the big idea?

We want to make sure 
customers in our sheltered 
housing schemes have access 
to gardens and that the 
gardens are manageable. 
So we’re providing equipment 
like raised beds, greenhouses 
and tools, and planting advice 
to help people make the most 
of their green spaces. I’m no 
gardening expert so I enlisted 
the help of Kev McNamara 
and Lou Bryant from Growing 
Ideas Ltd. We’ve worked in  
every sheltered housing scheme 
on the Island. 

What’s been successful?

I think our most successful 
scheme has been at Whitmore 
Court in Freshwater. Before 
we started the garden was just 
weeds. It’s right by a bus stop 
so people used to leave loads of 
litter there. We’ve put in some 
really low maintenance plants 
that will spread out and cover 
the whole space. Eventually 
the whole area will be covered 
and won’t need weeding or 
watering.

Bob, one of our customers, 
lives in the flat nearest the 
garden and says he’s really 
pleased with how it looks, 
and hears nothing but 
compliments about the work 
we’ve done.

What still needs to happen?

We’re looking for people or 
organisations to partner with 
us to help at the schemes. So 
far we’ve only got partners for 
Whitmore Court, where West 
Wight Timebank are supporting 
the scheme, so we’re looking 
for more. I’m working with Age 
UK Isle of Wight to find some 
support, and am talking with 
local schools to see if they can 
help too. We’re open to any 
offers of support so if you or 
someone you know is interested 
please get in touch.

How can we contact you?

Call me on 01983 539 043  
or email mark.meredith@
shgroup.org.uk

In The Loop

We’ve opened a new 
community reuse and 
recycling centre at the 
Warner Road Estate in 
Camberwell, London.

Kath Wittam, Mayor of 
Southwark, opened the new 
facility ‘The Loop’ which was 
funded by the European 
Commission’s LIFE+ programme 
and will offer a collection and 
resale service for furniture and 
electrical items. 

Customers can bring disused 
furniture to the centre where 
staff and local volunteers will 
repair and upcycle the items, 
giving them a new lease of 
life before selling them at a 
low price to people who need 
them the most. The Loop will 
also help reduce the level of 
fly-tipping at Warner Road and 
decrease the amount of waste 
sent to landfill sites.

Will Routh, Head of 
Sustainability at Southern 
Housing Group, said:

“The reuse and recycling hub 
at Warner Road is a great 
initiative as it not only delivers 
a new approach to waste 
management, but also benefits 
our residents on low incomes by 
providing access to upgraded, 
reused furniture at a low cost.”

Jonathan Cavanagh, Home 
Services Manager at Southern 
Housing Group, said:

“The centre started life as two 
storage containers and has been 
upgraded with the addition of 
an access ramp, planters and a 
green roof, making the space 
available to all residents.

“It’s great to have The Loop fully 
open for business, it will make 
a huge difference to Warner 
Road and provide our customers 
with great opportunities 
for volunteering and self-
development.”
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Customer 
Voice Forum 
Chair wanted

We’re looking for a 
customer to chair the 
Satisfaction Forum  
which looks at 
our approach 
to procurement 
and new service 
delivery, policy 
and performance, 
sustainability, 
community 
investment, home 
management, 
repairs and anti-
social behaviour.

You’ll chair quarterly Customer 
Voice Forums and attend 
Customer Services Committee 
meetings where you’ll feed 
back your forum decisions 
and scrutinise the work of 
our Customer Services Teams 
across the Group. Being a 
Forum Chair will require 
some experience as it’s more 
involved than normal forum 
membership.

We’re looking for someone 
who can:

• Lead and chair group 
discussions

• Involve everyone in the 
meetings and make sure  
all voices are heard

• Get positive results from 
people with a variety  
of views

• Show experience of 
scrutinising service delivery

• Communicate to a varied 
audience, from customers 
to executive level

• Organise themselves and 
others, with a drive to 
make a positive difference

In return for your time and 
commitment we can offer 
£1,500 and all reasonable 
expenses. Applications must 
be received by midnight  
on Sunday 15 January, 
interviews will be held on 
Friday 27 January at our 
London office. If you have  
any questions, please contact 
Lisa Harris on either  
01403 220629 or  
lisa.harris@shgroup.org.uk

Customer Voice Forums

Our Customer Voice Forums give our 
customers the opportunity to get involved 
with how we deliver services, and work  
with staff to improve our customer service.

We’re looking for new forum 
members to us to deliver 
excellent customer service.

If you’re interested in joining 
one of our forums check 
out shgroup.org.uk/
customervoiceforums to see 
if there’s a forum or group that 
interests you.

Since they were launched in 
April the forums have helped us 
develop plans for most areas of 
the business where we want to 
make improvements. 

Getting involved is a great way 
to make real and lasting changes 
to the way we do business. If 
you think you could help, we’d 
be excited to hear from you. 

In return for your time and 
commitment we’re offering 
£1,000 per year and we’ll cover 
all reasonable expenses.

To apply please contact  
Lisa Harris on either  
01403 220629 or  
lisa.harris@shgroup.org.uk
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Southbank Centre 
Winter Market 
London 
 

11 November – 
8 January  

www.visitlondon.com/things- 
to-do/event/40307288-winter- 
festival-at-southbank-centre# 
hZyCyXMv4bPQdZ7r.97

Explore traditional wooden  
arts and crafts. Enjoy a glass 
of mulled wine while taking in 
the views along the Thames.

Chinese New Year
London 

29 January 

www.visitlondon.com/things-to-do/
event/4733685-chinese-new-year- 
in-london#OXvZZu5oEUqD34Tt.97

The Year of the Rooster 
officially begins on  
28 January, but London’s  
main celebrations will be  
held on Sunday 29 January. 
Head into town for parades,  
fireworks, performances  
and great food.

Burning the Clocks 
Brighton 

21 December 

www.samesky.co.uk/events/ 
burning-the-clocks 

A unique local tradition on  
the shortest day of the year. 
Make your own paper and 
willow lanterns and join a  
procession ending with a 
bonfire on the beach.

Christmas Guided  
Fossil Walk 
Isle of Wight 

27 December  

www.visitisleofwight.co.uk/whats-on/
christmas-guided-fossil-walk-p1324991

A lovely family activity in the 
middle of the holidays and 
a great way to walk off that 
extra Yorkshire pudding! 

What's on this winter
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An enterprising journey  
for two of our customers 

In July, 10 customers took part in a training 
programme designed to help them start their 
own businesses. We caught up with Peter  
and Ceri, who took part in the course, to see  
how far they’ve come. 

The course was the idea of 
Employment Skills Officer, 
Kate Wainwright, who wanted 
to help customers start their 
own small businesses. Training 
provider Enterprise Exchange 
delivered the course in Brighton 
over seven weeks. 

The course included both group 
and one-to-one coaching on 
aspects of starting a small 
business, including funding and 
tax, marketing, and overcoming 
personal barriers. 

Kate said: “The course gave 
people professional support 
and guidance to develop their 
business ideas, access funding 
and grants, and in some cases 
the chance to undertake a work 
placement with one of our 
contractors.”

Ceri’s canine  
company

“I found the course really 
interesting, fun, and full of 
helpful information; we learnt 
everything we needed to know 
to start up a small business,” 
explains Ceri, who since the 
course has launched StreetPups, a 
dog clothing brand that currently 
offers graffiti-themed t-shirts, 
bandanas and hoodies for dogs. 

A volunteer dog walker,  
Ceri has always had a passion 
for dogs. She says: “I’m hoping 
to find a dog rehoming charity 
that would like to collaborate 
with me so I can sell the t-shirt 
through them and share the 
profits I make.”

With a grant from the Group, 
Ceri is currently setting up 
her website and producing the 
clothes she’ll be selling. 
In the future she’d like to offer 
customised clothing with logo 
designs from customers. 

A guiding hand 
for Peter

For Peter Joy, the course 
helped him realise his long-
standing ambition to 
become a qualified therapist.

“I always wanted to start my 
own practice but was not in a 
position to set up a business 
effectively,” he explains. “The 
course was fantastic and gave 
me vital information to start my 
practice, including how I could 
support myself while building 
my client base. I was given great 
information and support and 
was shown a clear and viable 
path to growing my business.”

Peter now has a website and 
social media accounts for his 
therapy business, Whole Mind 
Counselling. He has a plan 
and schedule for growing 
his business, and has received 
help with his start-up 
and development costs 
from the Group and the 
government-funded New 
Enterprise Allowance. 
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Taste maker

This popular West Indian dish is guaranteed to warm you up during  
the chilly winter months. Goat meat is becoming more widely available 
and it’s a cheaper and healthier alternative to beef or lamb. 

Season the goat meat and large 
sliced onion with salt, black 
pepper, four tbsp curry powder, 
garlic and scotch bonnet and leave 
in the fridge overnight to marinate.

Remove the onion, garlic and 
scotch bonnets from the meat 
and set aside.

Heat the oil in a large pot 
and brown the goat meat in 
batches to seal in the juices. 
Add two cups of boiling water, 
cover and leave to simmer for 
about an hour and a half.

Add the medium chopped 
onion and the thyme along 
with the onion, garlic and 
scotch bonnet you set 
aside earlier.

Add two cups of boiling water and 
bring the whole pot to the boil. 
Add more curry powder to taste 
then add the potatoes.

Leave simmering over a low heat 
for at least half an hour, or until 
the meat is tender and falling off 
the bone. Serve with white rice 
and a green salad.

Method

1

2

3

4

5

6

Curry goat

Ingredients:

   3 lbs goat meat in 5cm cubes – 
      many butchers will leave the bone 
      in which is fine as it adds flavour
   2 tsp salt
   1 tsp black pepper
5-6 tbsp curry powder 
        (most supermarkets now have  

West Indian curry powder, but if not  
use medium curry powder and add  
a tsp of all spice) 

   1 large onion, sliced
4-6 cloves garlic, minced
   1 scotch bonnet pepper, 
      seeds removed and sliced. Be careful 
      handling these chillies as they’re 
      really hot!
   4 tbsp vegetable oil
   4 cups boiling water
   1 large spring thyme
   1 medium onion, chopped
   3 medium potatoes, 
      cut into 3cm chunks

10 11
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Home Services Managers are 
responsible for the day-to-day 
management of patches 
covering about 450 properties. 
We reduced the number of 
properties each manager looks 
after so we can deliver a more 
personal service.

Louise has worked for the Group 
for nine years. She started in the 
Customer Service Centre as an 
Advisor, then worked in lettings, 
then our sheltered service and 
has just become a Home Services 
Manager. We followed her for 
a day to find out about her role 
supporting customers.

9am 
I arrive in the office and 
check my emails. The 
Customer Service Advisors 
have logged a few new 
cases on my patch so I call 
the customers and make 
appointments to visit them 
during the week.

9.30am 
I visit a customer to talk about  
an anti-social behaviour case.  
We discuss what happened and 
I tell him about support services 
in his area. We agree an action 
plan for the next steps in the 
process.

Home Services Managers 
are responsible for dealing 
with anti-social behaviour.

If customers report a problem 
we’ll contact them within  
two working days (one if 
it’s a really urgent case). It’s 
important for people to tell us if 
they’ve experienced anti-social 
behaviour. The best way to 
report it is by calling our 
Customer Service Centre, or 
using our online reporting 
form at shgroup.org.uk/asb

2pm 
After lunch I visit a customer 
who has missed his rent for the 
last five weeks. Home Services 
Managers are now responsible 
for income recovery so every 
week I print a list of customers 
who are falling behind on their 
rent. I’ll contact them and make 
appointments to visit them to 
talk about what’s happened and 
how we can help.

The customer recently lost 
his job and is waiting for his 
housing benefit so he hasn’t 
been able to pay his rent. He 
told me he was scared to talk 
to us as he thought we would 
tell him off. I reassured him that 
we want to help and suggested 
some ways he could manage his 
money while he waited for his 
benefits claim.

I’ll refer the customer to our 
Financial Skills Team who can 
help him manage his money, and 
our Employment Skills 
Team who can help him look 
for work and improve his CV. 
It’s really important for 
customers who are worried 
about paying their rent to talk to 
us as soon as possible so we can 
help them before the 
problem gets unmanageable.

3.30pm 
My last visit of the day is to 
a scheme where there is a 
problem with people leaving 
large items of furniture in the 
stairwell. This blocks the stairs 
for customers with buggies  
and could be dangerous if there 
was a fire.

I knock at every flat in the block 
and speak to some customers 
who agree to move the items 
they’ve left out. Where I’m not 
able to speak to someone 
I leave a notice on the items 
saying that if they aren’t  

moved in a week I’ll arrange  
for them to be dumped,  
and add the cost to the  
customer’s rent.

I’m really happy we’ve got 
more responsibility for our 
patches now as I much 
prefer to discuss things with 
people face-to-face. With 
only 450 properties to look 
after I can make sure I spend 
much more time out and 
about getting to know my 
customers so I’m able to 
help them better.

You can find out how  
we’re improving our services 
on page 16. To get in touch 
with your Home Services 
Manager contact our 
Customer Service Centre  
on your local number  
(see back page).

11.30am 
Part of the new Home Services 
Manager role is to make sure 
repairs are done to a good 
standard. I visit a scheme in 
Bognor to check a repair to 
a paving slab in the shared 
courtyard space, and a repair 
to a customer’s taps.
The paving slab job has been 
done well. I see a customer 

walking past and check to 
make sure they’re happy with 
it. Unfortunately the customer 
is less pleased with the repair to 
her taps. I phone the contractor 
to talk through the problem and 
find out what went wrong.  
I help make another appointment 
for them to come back and 
complete the repair.

My job involves working closely 
with repairs contractors and 
making sure customers are 
getting the best service possible. 
Customers can give feedback  
to our Customer Service  
Centre, or by completing  
the surveys we offer after  
the repair.

A day in the life of Louise Kirk, 
Home Services Manager

The Home Services Manager role was created as part  
of our focus on improving customer service.

12 13
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Gardening 
brings  
customers  
together

Some of our customers 
at Hogarth Court, 
one of our sheltered 
housing schemes in 
east London, have 
been using their 
communal garden to 
grow their own plants 
and vegetables.

The project was the idea of 
Bhav Tejura, the Community 
Partnerships Officer based at the 
scheme, who applied for a small 
grant from Southern Housing 
Group to fund it.

“We wanted to get residents 
out of their homes and into the 
garden, which was underused,” 
Bhav said. “Residents take 
part in bedding, digging and 
planting, and the project offers 
a way for them to chat to their 
neighbours and staff in a 
different environment to their 
regular coffee mornings.”

Hogarth Court is currently 
undergoing major renovations 
designed to help residents feel 
more secure and comfortable, 

and the gardening sessions 
have been a useful opportunity 
for scheme staff to consult 
with them about the use of 
the garden as part of the 
development works.

So far, residents have cultivated 
their own herbs and vegetables, 
which they use in their cooking, 
and over winter they’ll be 
focusing on planting bulbs in 
time for spring.
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Changes to the benefits cap 

On 7 November the Government reduced  
the benefits cap. This means that if you 
receive benefits you may find that there  
are changes to the amount of benefits  
you can claim. 

If you’ve had a letter from 
the Department of Work and 
Pensions or your local authority 
to say you might be affected, 
or if you’re worried at all about 
the changes, you can call our 
Community Investment Team 
on your local number or email 
community.investment@
shgroup.org.uk
     
Our team can:

• Work out if you’re likely  
to be affected

• Identify if you’re entitled  
to any benefits that are 
exempt from the cap

• Help you find work or 
increase your hours so      
you’re no longer affected  
by the cap

• Provide budgeting advice 
to help you deal with the 
shortfall

New benefits  
cap levels

From 7 November there will 
be different rates for the 
benefit cap; one for Greater 
London and one for the rest 
of the country.

Chatter Bees nursery  
launched in London

Congratulations to Mariatu Siddique,  
a customer from Hackney, who has recently 
opened a nursery in a disused estate office. 

She’s decorated and furnished the 
space at Charterhouse Road, and 
today it’s unrecognisable from its 
former state.

Mariatu has worked in childcare 
for 15 years and has now passed 
her Ofsted inspection. She said: 
“I’ve always enjoyed my career 
and am interested in developing 
children's learning to start them 
up with a brighter future.”

Her vision for a childcare facility  
at Charterhouse Road began  
with gathering feedback from 

local residents. She discovered 
that childcare was badly needed 
here. She explains: 

“I feel it’s important to provide 
affordable childcare to local 
residents because every child 
deserves a good start in life. 
Where parents are unable to 
afford childcare, their children can 
miss out on a good start in life. 
Charterhouse Road is a family 
environment, but some parents 
here were finding it difficult to 
place their children in childcare. 
When they found out about 

Chatter Bees, they were really 
pleased; I feel proud and happy 
to be able to meet the needs of 
parents and children here.”

Our G&O Project Manager, Dirk 
Lampe, and Community Centre 
Coordinator, Andy Roberts, have 
been working with Mariatu for 
almost two years to help her 
realise her vision.

Chatter Bees officially opened 
its doors on 22 September, and 
currently employs one resident 
from Hindle House and two from 
Charterhouse Road. The nursery 
is open to anyone in the local 
community who needs access 
to good, affordable childcare. 
It caters to children aged one 
to five and offers meals, sports 
(including yoga for under-twos), 
free nappies, and Montessori 
group sessions.

If you're getting housing benefit, the cap 
in Greater London is:

if you're a couple – with or 
without dependent children

if you're a lone parent with 
dependent children

if you're a single person 
without children

£442.31 a week 

£442.31 a week  

£296.35 a week 

If you're getting housing benefit, the cap 
outside Greater London is:

if you’re a couple – with or 
without dependent children

if you’re a lone parent with 
dependent children

if you’re a single person 
without children

£384.62 a week 

£384.62 a week  

£257.69 a week 
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Building  
our Future 

We’re making changes 
at the heart of our 
organisation to help us 
in our journey to deliver 
excellent customer 
service.  

While you can still contact us on 
the same local number, behind the 
scenes we’re changing how we 
operate. Our new Home Services 
Managers will look after small local 
areas and concentrate on delivering 
better services, with responsibility 
for anti-social behaviour, repairs 
issues, income recovery and estate 
management.

We’d like to introduce you to our 
Customer Services leadership team 
and their priorities for 2017:

Chris Harris 
Group Customer Services Director

Chris oversees the Group’s customer-facing 
services including housing management 
and repairs.

His priorities include:

Ensuring the changes we make result in 
improved services to our customers.

Working with our Customer Voice Forums 
to increase customer involvement with our 
services.

Supporting our customer-facing teams to 
deliver excellent customer services.

Stella Charman 
Customer Experience Director

Stella ensures all our services put customers 
at the heart of what they do. She will be 
developing a customer experience strategy 
to enable us to excel at customer service.

Her priorities include:

Making sure we listen to our customers and 
act on their needs and wishes.

Making it easy for our customers to do 
business with us by reviewing our current 
systems processes and ways of working.

Making sure our teams are able to deliver 
effective services through the Customer 
Service Centre.

Anabel Palmer 
Community Investment and 
Care Director

Anabel leads our work supporting 
customers including helping customers find 
work, improving our sheltered housing and 
overseeing our care and support services.

Her priorities include:

Making our Community Investment work 
easily accessible to all our customers.

Recruiting scheme-based staff for our  
sheltered housing, so customers have one 
person they can contact.

Learning from our fantastic care services on 
the Isle of Wight, so we can build on that 
knowledge to support our work on  
the mainland.

Carl Dewey 
Southern Maintenance 
Services Director

Carl is responsible for our in-house repairs 
team, Southern Maintenance Services, 
which delivers the repairs service to 9,000 
of our properties.

His priorities include:

 
Ensuring that 95% of customers rate the 
service as good.

Working to make sure any empty properties 
are ready to rent again in 18-21 days.

Developing an apprenticeship and work 
experience scheme to offer opportunities 
for customers.

Paul Wenham 
Property Maintenance and 
Investment Director

Paul is responsible for ensuring our homes 
are maintained to the highest standard, 
focusing on customer satisfaction, changing 
needs, and delivering value.

His priorities include:

Looking at re-procuring our major 
works contracts.

Developing a specialist asbestos and stock 
condition surveying team.

Implementing our repairs strategy and 
procuring repairs services to our North and 
South regions.

Suzanne Horsley and 
Sasha Harrison 
Home and Property Services 
Directors (North and South)

Suzanne and Sasha's teams deliver 
face-to-face housing services to customers: 
letting homes, delivering responsive repairs, 
dealing with rent arrears, and managing  
anti-social behaviour. 

Their priorities include:
 
Making sure that new repairs contractors 
are performing well.

Working with our Home Services Managers 
to look at priorities for each patch.

Delivering agile working so our team can 
work effectively in your local areas.
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Getting  
creative at  
Jubilee Court

Customers at Jubilee 
Court in Berkshire 
spent their summer 
getting to know  
each other through 
a series of creative 
workshops. 

The three-month programme, 
which brought together 
members of the often isolated 
community, was sponsored 
by Southern Housing Group 
and run in partnership with 
Together We Create, a charity 
that encourages stronger 
communities through creative 
workshops.
  
The programme provided 
activities around three times a 
week for eight weeks, including 
events such as a Wimbledon-
themed afternoon tea, quiz 
night, and community barbecue. 
Customers also worked with  
an art therapist to create a series 
of artworks to be displayed 
in their newly refurbished 
communal lounge. 

The artwork celebrates the 
history of Jubilee Court and 
represents the aspirations of 
its residents about the type of 
community they want to help 
build. It was unveiled during a 
ceremony on 2 September that 
marked the conclusion of the 
programme.

The project has been an 
outstanding success and has 
fostered a culture of longer-
term, established customers 
welcoming those who are new 
to the scheme. Following the 
unveiling, residents will continue 
build on and take ownership 
of the activities they have been 
enjoying over the summer. 

One resident, Alistair, who has 
been living at Jubilee Court for 
18 years, said: “The sessions 
we’ve had have been interesting 
and entertaining. I don’t tend to 
join in with things, but I’ve taken 
part in this and I feel like this has 
planted the germ of something 
that will continue to grow.”

Eat Well, Spend Less  
a great success
Our team on the Isle of Wight has been 
working with the Trussell Trust foodbank  
to offer a six week cookery and money 
management course to our customers.

The free course, Eat Well,  
Spend Less, gives customers the 
skills to prepare healthier food 
on a low budget. 

Julie Harrison, one of our 
Financial Skills Officers on the 
Island, led the course. She said:

“We wanted to give people the 
skills and confidence to plan, 
budget and cook healthy meals, 
and to understand food better 
from both a financial and 
nutritional point of view. 

“We’ve also taught people 
financial management skills 
so they’re better able to 
manage their finances and their 
households, and avoid getting 
into debt.

“Participants learned lots 
of recipes, from soups to sauces 
to treats like crumbles. They 
cooked with us and took home 
what they made along with tips 
on supermarket psychology and 
picking up bargains.”

The customers who took part 
were all pleased with the results.

Donna said: “It has made a 
difference to my whole outlook 
on cooking and eating more 
healthily. It also built up my 
confidence in many ways.”

Kath said: “Julie and the course 
have been great. It has taught 
me a lot and I have made good 
friends. I hope you keep doing 
this course.”

The foodbank will be running 
the course at some of our young 
people’s and sheltered housing 
schemes on the Island in the 
new year.
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Using new 
laws to tackle 
anti-social 
behaviour

Southern Housing 
Group has made 
use of new laws to 
evict a customer 
who had been 
making life 
unbearable for 
his neighbours.

The Group had previously 
obtained an injunction 
against the customer, but he 
had breached it on several 
occasions. 

The new rules state that if 
someone has breached a 
previous injunction then the 
court must grant a possession 
order against them. The court 
has to consider disabilities 
and human rights, but can 
only refuse the order in 
exceptional circumstances.

Due to the customer’s 
persistent anti-social 
behaviour we were able to 
get the possession order and 
will now be able to rent the 
property to a family in need.

If you’ve experienced 
anti-social behaviour, please 
call our Customer Service 
Centre on your local number 
(see back page).

Christmas opening hours

Over the winter break our Customer Service 
Centre will be open slightly different hours 
than usual.

Our out-of-hours emergency repairs service will still be running  
24 hours a day throughout the holiday period.

The numbers are on the back page.

Friday 23 December  ............................................... 8am-5pm

Saturday 24 December  ......................................... CLOSED

Sunday 25 December  ............................................ CLOSED

Monday 26 December  ........................................... CLOSED

Tuesday 27 December  .......................................... CLOSED

Wednesday 28 December  ................................... 9am–3pm

Thursday 29 December  ........................................ 9am–3pm

Friday 30 December  ............................................... 9am–3pm

Saturday 31 December .......................................... CLOSED

Sunday 1 January  ..................................................... CLOSED

Monday 2 January  .................................................... CLOSED

Tuesday 3 January  .................................................. 8am–8pm

Use the All Pay app on 
iOS or Android 

Call our Customer Service Centre 
on your local number to set up a 

Direct Debit (see back page)

Call our 24hr 
automated service on 

0844 557 8321 

Ways 
to pay

your rent

Use your PayMate 
card at a shop 

that has PayPoint

Pay online at 
www.allpayments.net

First aid 
course is  
a winner
Some of our 
customers with 
learning disabilities 
have been learning 
first aid techniques  
at our supported 
housing scheme  
near Ryde.

The British Red Cross taught  
10 customers at the scheme 
how to deal with deep wounds, 
what to do if someone with 
diabetes suffers hypoglycaemia, 
and what to do if someone 
scalds themselves with hot 
water or accidentally overdoses 
on their medication.

The course also included  
step-by-step guidance on 
other aspects of first aid to 
help people who might be 
choking or suffering an epileptic 
seizure. The residents practiced 
techniques on a dummy and 
learned about the recovery 
position. 

Reginald, who lives at the 
scheme, said: “Fantastic! I think 
it was really, really brilliant. My 
favourite part was learning to 
put pressure on wounds.”

Claire also enjoyed the course, 
saying: “I really loved it. I’ve 
learnt so much about fits, 
which interested me as I have 
a mate with epilepsy. I’d like to 
do it again!”

At the end of the course the 
participants received first aid 
certificates. The instructors said 
they were very impressed with 
the whole group, particularly the 
way they worked as a team to 
help each other learn.
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Gas safety

Many of the homes 
we manage use gas 
for heating and 
cooking. If maintained 
properly gas 
appliances are 
normally safe, but if 
they’re not regularly 
checked they can 
become deadly.

It’s really important that you let 
us into your home to carry out 
the annual gas safety check.

When your gas service is due, 
our contractors will write to you 
with an appointment. Please 
make sure someone’s at home 
to let the contractor in. If 
you need to change the 
appointment please call the 
number on your letter to 
arrange a more convenient time.

If we find a problem we’ll try 
to fix it immediately. Otherwise 
we’ll tell you what’s wrong and 
when we can come and fix it. 

After the service we’ll give you a 
copy of the safety certificate.

Please remember it is your 
responsibility to let our gas 
contractor into your property. 
If our contractors can’t get in 
to carry out the service after 
three attempts, we’ll issue you 
with a formal warning that we 
will begin legal action to gain 
access to your home. 

Electric safety

All electrical 
goods and fittings 
deteriorate over time 
so it’s  important to 
test them regularly. 

We carry out electrical 
inspections in the shared areas 
of the properties we manage, 
and we’ll also schedule safety 
tests in your home. If you get a 
call from one of our contractors 
wanting to come and check 
your electrics, please let them in.
If we find anything dangerous, 
or potentially dangerous, we’ll 
try to fix it straight away if 
possible. Otherwise we’ll book 
a repair as soon as we can 
to make sure that any risk 
is limited.

Pro tip: Never use your electrical 
intake cupboard, or the 
communal cupboard, as a 
storage facility as this is a fire 
risk. If you have anything stored 
in these areas, please move 
them immediately. 

  £20 1
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Contact us
If you live in:

The London boroughs of Barnet, Brent, 
Bromley, Croydon, Hackney, Hammersmith 
& Fulham, Haringey, Islington, Kensington 
& Chelsea, Lambeth, Lewisham, or 
Southwark, please call 0300 303 1061.

The London boroughs of Barking & 
Dagenham, Bexley, Greenwich, Havering, 
Newham, Tower Hamlets, or Waltham 
Forest, or in Essex or Kent, please call 
0300 303 1773.

East or West Sussex, Elmbridge, Mole 
Valley, Reigate, Banstead, or Tandridge, 
please call 0300 303 1063.

Berkshire, Buckinghamshire, Hampshire,  
Gloucestershire, Northamptonshire, 
Oxfordshire, Wiltshire, Runnymede, or 
Waverley, please call 0300 303 1064.

The Isle of Wight, please call 
0300 303 1772.

Outside office hours, please call the same 
number and you will be diverted to the 
out-of-hours team.

Who do you need to 
speak to?
It’s important to call the correct local 
number so you speak to the right team. Once 
you’ve called your local number, you’ll have 
the following options:

Press 1 –   for repairs and maintenance,  
including heating and hot water

Press 2 –    for rent information, payments, 
and money advice

Press 3 –  for housing options such as  
finding a new home, mutual 
exchange, or applying for one of 
our properties

Press 4 – for all other enquiries              

Southern Housing Group Limited, an
exempt charity and registered society
within the meaning of the Co-operative 
and Community Benefit Societies Act 2014
number 31055R, registered in England
with registered office at Fleet House,
59-61 Clerkenwell Road, London EC1M 5LA

SHG0111-SP-0516

Other ways to 
contact us
Email:        service.centre@shgroup.org.uk

Write to:   Customer Service Centre
       Southern Housing Group 
       PO Box 643 
       Horsham RH12 1XJ

        facebook.com/southernhousing

       twitter.com/SHGCustomers

       www.shgroup.org.uk

        020 7553 6400

http://www.facebook.com/southernhousing
http://www.twitter.com/SHGCustomers

