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SHS MAKING A DIFFERENCE

Just let us know and SHS may be able to help 
during our Making a Difference Day to be held 
during the summer months.

SHS is looking to close the office for one day 
to enable all staff to get out and about with our 
tenants, helping with those niggly projects in 
communal areas that you never quite get around 
to! 

Please let us know if you have any projects we 
can help with – just contact Laura, our Community 
Engagement Officer on 020 89152952 or e-mail 
laura.george@shsoc.org.uk by the end of May.

Need the garden clearing? Need some 
fencing painting? Want to plant a rockery?
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AFTERNOON TEA
AT NORMAN HOUSE 

A ‘SMOOTHIE RIDE

Several tenants and SHS staff enjoyed the 

afternoon, which was a chance to catch up 

and have an informal chat over tea and cakes. 

Unfortunately, nobody took up the challenge 

of a darts match – maybe next time? 

Sutton Housing Society staff, tenants and colleagues from the 

Triangle Day Centre at Cloverdale Court, Wallington had a fun 

time riding a smoothie bike on Thursday 16 March 2017, to 

highlight the importance of good nutrition.

All challengers rode the bike and made a fruit based smoothie 

at the same time – and the bonus was that they got to enjoy the 

fruits of their labour after their ride!

Tenants and staff came together to 
enjoy a lovely afternoon tea, music from 
Neil Diamond and some interesting 
discussions on Friday 3rd February. 

NINA’S THERAPY
IS A SUCCESS! 

Nina was warmly welcomed by the tenants, 

many of whom had owned dogs throughout 

their lives. The tenants enjoyed Nina’s company 

and regaled each other with their dog stories. 

Geoff Martin, a tenant at Cloverdale Court, 

recalled his dog during WW2 and how the dog 

always knew a few seconds ahead of when the 

air raid alarm would sound and how he knew 

when the air raid was over and the all clear was 

about to ring out. Nina will be visiting several of 

the SHS older people schemes over the coming 

months. 

Nina the Cockapoo therapy dog had 
a grand old time with the tenants at 
Cloverdale Court, Wallington when she 
called in to visit them on 21st March 2017.
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As tenants living in our Independent Housing schemes for Older People will be 
aware, the London Borough of Sutton stopped funding many support services 

across the borough at the end of March 2017. 

With the withdrawal of our support funding, SHS had to review the services that it provides to 

tenants in these schemes.  SHS introduced its new Community Housing Services team at the 

beginning of April 2017 along with the new Intensive Housing Management service. This team is 

managed by Ray Alder. Intensive Housing Management is an enhanced landlord based housing 

service that is available, providing assistance and tenancy sustainment services.

The team dealing with all of the front line services are outlined below:

SHS’ NEW COMMUNITY HOUSING SERVICES TEAM

GLYNIS GATENBY
Operations Director

STEVE SMITH
Property Service 

Officer

TRACEY CURRIE
Maintenance

Administrator

CHARMAINE 
COOMBS

Community Housing 
Assistant

LISE MELLOR
Community Housing 

Services Officer

LOUISE RAMSEY
Community Housing 

Services Officer

SYLVIA BARR
Community 

Sustainment Officer

DAVID COULSON
Repairs & Asset 

Manager

LYNN GOODMAN
Housing with Care 

Manager

RAY ALDER
Community Housing 

Services Manager

LAURA GEORGE
Community 

Engagement Officer

HOUSING AND MAINTENANCE TEAM STRUCTURE
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Every SHS tenant has a named Community 

Housing Services Officer (CHSO) – either Lise 

or Louise. If you aren’t clear who your CHSO 

is, please contact Charmaine, our Community 

Housing Assistant who can advise you. Lise 

and Louise can help all tenants with queries 

relating to their tenancies and accessing 

additional support if/when required. 

The Community Housing Services team is 

introducing new initiatives at the schemes 

with scheme based meetings (every 2 months), 

site walkabouts with tenants (quarterly), 

“Coffee and Chat” with the Operations Director 

(quarterly) and Repairs & Maintenance sessions 

with the Repairs & Asset Manager (half yearly). 

Sylvia is our Community Sustainment Officer 

and can also assist tenants who need extra 

help, for short periods of time, to access 

additional support services, financial support 

etc. 

Laura is our Community Engagement Officer 

and is looking to increase the engagement 

activities happening across all of our 

properties. Many tenants will have seen 

an increase in activities such as drop ins, 

afternoon teas, health and wellbeing events.  

If you have any suggestions please do let her 

know.

Lynn is our Manager at Cloverdale Court, the 

Housing with Care scheme in Wallington. This 

is a large scheme with an on-site care team and 

a Day Centre, assisting many tenants to remain 

living independently. If you are interested in 

visiting Cloverdale Court, or finding out more 

about the scheme, please contact Lynn

on 020 8773 1734.

David is our Repairs & Asset Manager, 

responsible for the day to day running of 

the repairs and maintenance service. David 

manages the contractors delivering our 

property services and he also manages our 

planned maintenance programme. 

Many tenants will know Steve, the Property 

Service Officer who carries out our mandatory 

inspections and property checks. Steve’s work 

now also addresses repairs and maintenance 

issues in our general needs homes. 

Tracey is our Maintenance Administrator and 

it’s Tracey that many tenants speak to when 

they ring in to report repairs. 

Across some of the larger SHS Older Peoples Housing schemes there are some Guest Rooms, 

which tenants have agreed are in need of freshening up. 

If you’d like to be part of the “Guest Room Review Team” then please get in touch with Glynis 

Gatenby by ringing 020 8642 1500 or emailing glynis.gatenby@shsoc.org.uk.

There will be a couple of meetings at one or two of the schemes, agreeing what’s needed and 

addressing some practical issues. Your help and input would be much appreciated. 

GUEST ROOM REVIEW

CONTINUED FROM PAGE 3...
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PAYING YOUR RENT BY DIRECT DEBIT is the easiest and most
worry-free way for all tenants to make regular rent payments. It is also the most 
efficient method for us to collect your rent.

We currently collect by direct debit on the 1st, 8th, 15th & 22nd of each month.

Direct Debit payers are covered by the Direct Debit Guarantee and can cancel at any time by 
contacting their bank. To encourage tenants to pay by this method, all direct debit payers are 
entered into a quarterly £25 prize draw. Congratulations to Mrs A Teale, our recent winner.

Please contact your Community Housing Services Officer if you would like more details on paying 
your rent by direct debit.

SHS GARDENING 
COMPETITION 2017

INTRODUCTION

This year there are 2 categories; Best Kept 

Communal Garden and Best Kept Individual Garden. 

This opens the competition up to all SHS tenants, 

whether you live in a Housing for Older People 

scheme or in one of our family homes. A small team 

of judges will visit your garden during early August 

to take photos and to see what you have done. 

To enter, just register your interest in taking part 

with our Community Engagement Officer, Laura, by 

e-mailing her at laura.george@shsoc.org.uk or by 

telephoning on 020 8915 2952.

Calling all avid gardeners - SHS launches 
the Best Kept Garden Competition 2017.

I would like to 
introduce myself. 
My name is Louise 
Ramsey and I am 
one of the new 
Community Housing 
Services Officer. I will 

be able to help you with tenancy issues such 
as rent queries, completing housing benefit 
forms, aids and adaptations and general sign 
posting to other statutory and voluntary 
organisations. 

I will be carrying out scheme meetings and 
estate walkabouts; the times will be put up on 
the notice board so I hope you will be able to 
come along. 

My direct number is 0208 915 2955. If you 
have any queries please contact me on this 
number or email me directly at
louise.ramsey@shsoc.org.uk.

I look forward to meeting you all.
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SHS’ HOUSING 
OPERATIONS 
COMMITTEE (HOC)

I would like to 
introduce myself. 
my name is Lise 
Mellors and I 
am one of the 
new Community 
Housing Services 
Officer. 

I can assist you in a variety of ways and 
answer any queries you may have relating 
to your rent; tenancy as well as signposting 
you to other organisations who may be able 
to offer you extra help or advice.

I will be carrying out regular scheme 
meetings and estate walkabouts; the times 
will be displayed on the notice boards so I 
hope you will be able to come along. 

My direct number is 0208 915 2954, please 
contact me on this number or alternatively 
email me at lise.mellors@shsoc.org.uk 

I very much look forward to seeing you all. 

INTRODUCTION

HOC is currently made up of two Board Members 

and four tenants:

• Adam Phippen, Board member and Chair of HOC

• Pam Norton, Board Member

• Chris Simpson

• Val Rollason 

• Dot Allen

• Joy Hammond

The HOC members received an interesting 

presentation from Acuity regarding the results of 

our recent STAR (Tenant Satisfaction) survey. The 

HOC will be considering SHS plans for services such 

as the use of digital technology, tenant satisfaction 

and the progress of the community engagement 

plan.

The HOC met for the first time this year on 
6th March 2017. HOC is a sub-committee of 
the Management Board and considers more 
operational issues, providing challenge and 
input to services.

The next meeting will take place on 
Monday 19th June at 5pm

at Pat Shaw House.

If you are interested in taking part, please 
contact Glynis Gatenby on 020 8642 1500 or 

e-mail glynis.gatenby@shsoc.org.uk
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NEW DEVELOPMENTS

Bond Gardens. This site in Wallington will provide 23 

new 1 bedroom flats in a single block. Demolition of 

the old buildings on the site was completed in January. 

Foundations for the new building are now in place and  

drainage is now being installed. The building will be 

3 storeys high and contain a lift. The building will be 

constructed from a timber frame with the external walls 

built in traditional brick. The project construction cost 

(£3.5million) is being met from loans (mortgages) taken 

out by Sutton HS, reserves and a grant from LB Sutton.

The scheme is due for completion in July 2018.

Harding House. This site is also in Wallington. It will provide 

9 x 1 bedroom and 3 x studio flats. The project is effectively 

construction of extensions to the side and part of the rear and 

complete refurbishment of a building already owned by Sutton 

HS. The project construction cost is almost £700,000.00. This is 

being met from loans taken out by Sutton HS and our reserves.

The project is due for completion in July 2017.

Are you interested in working 

with SHS to improve our services? 

Do you have around 4 hours free 

every 3 months? If the answer 

is “yes”, you may like to find out 

more about our new “Mystery 

Shopping” initiative. 

SHS is looking for around 6 – 8 

“mystery shoppers” to work 

with us in a voluntary capacity 

to check how well SHS delivers 

its services. You would provide 

valuable feedback on your 

experiences; helping us (SHS) 

improve the way we work. 

If you are interested in finding 

out more, please contact Glynis 

Gatenby, Operations Director on 

020 8642 1500 or by e-mail at 

glynis.gatenby@shsoc.org.uk

MYSTERY SHOPPING AT SHS
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At SHS, we really do want your feedback 
on our services – and this includes your 
feedback on how you felt we’ve handled 
your repair. 

After you’ve reported a repair, you receive 
a confirmation letter which outlines the 
target date for the repair to be completed 
together with who is carrying out the 
work. 

On the back of this letter, there is a 
questionnaire to complete as quickly 
as possible after the repair has been 
finished. If you send this back to us, 
you are automatically entered in to our 
quarterly £25 draw. Congratulations to
Mrs J Rosi, our recent winner

FOR A CHANCE TO
WIN £25!

REPAIRS & 
MAINTENANCE

As a landlord, SHS has a statutory duty to 

carry out repairs to our tenants’ homes which 

are our responsibility. Generally, this includes 

but is not limited to: 

• the STRUCTURE AND EXTERIOR of homes 

including the roof, walls, windows, hard 

surfaces, external doors and loft and 

cavity insulation. 

• HEATING SYSTEMS including central 

heating, gas fires, fireplaces, flues, 

ventilation and chimneys. 

• WATER including pipes, basins, sinks, 

toilets, baths, drains and guttering. 

• SERVICES TO UTILITIES including 

gas pipes, electrical wiring, and any 

appliances provided. 

• COMMUNAL AREAS such as hallways, 

stairs, lifts, communal entrances and some 

specified external areas which we own. 

• other EXTERNAL AREAS (such as paths) 

where the landlord has responsibility.

At SHS, we’re often asked what is it that 
tenants’ are responsible for around their 
homes and gardens, and what are SHS’ 
responsibilities. We’ve recently updated 
our website to make this much clearer for 
you and the information is below. 

The types of repair are split into three categories 

(depending upon the urgency of the work) with 

each category having a maximum target to complete 

the job: 

EMERGENCY - 24 hours (e.g. blocked toilet if it is 

the only one in the home; a water leak that cannot 

be contained inside a property (or a bucket cannot 

contain it overnight)

URGENT – 7 calendar days(e.g. repairs to immersion 

heaters; broken taps)

ROUTINE - 28 calendar days (e.g. repairs to joinery; 

plumbing; internal plastering repairs)

UPDATE

RETURN YOUR
REPAIRS 
SATISFACTION
QUESTIONNAIRE
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TENANT’S
RESPONSIBILITIES

Tenants are responsible for taking care of 
the inside of their homes and for certain 
repairs, including:

• the repair and/or replacement of their own 

appliances. 

• carrying out or paying for any repairs that 

are caused by accidental damage, misuse 

or neglect, including including any damage 

caused by their visitors. 

• carrying out routine household maintenance, 

like replacing light bulbs, fuses, fluorescent 

tubes, batteries in smoke or heat detectors, 

repairing dripping taps, replacing plugs and 

chains on sinks, baths and basins, unblocking 

a sink (where they have caused the blockage)

In addition, most tenants are also responsible 

for:

• internal decorations, furniture, fixtures and 

fittings and any additional fixtures added by 

the tenant. 

• replacing keys and locks to internal and 

external doors if lost, stolen or broken in 

the lock unless a crime reference number is 

provided. 

• replacing cracked or broken glass (we will 

make safe only) unless a crime reference 

number is provided. 

• TV aerials (except where these are 

maintained as part of a communal system), 

phone lines, satellite, cable TV and 

broadband to their own homes. 

• clearing any bulk rubbish. 

• general garden maintenance, including 

shrubs, patio area and garden sheds within 

self-contained gardens. 

• Repairs to garden fencing, gates and 

boundary walls to private gardens.

If you lock yourself out of 
your home, you will be 
re-charged for a contractor 
to attend and allow you 
access to your property. If you lose your 
property keys which results in a lock 
change you will be re-charged for this.
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STAR SURVEY UPDATE

A massive” thank you” to all of you that took the time 
to complete the Tenant Satisfaction (STAR) Survey in 
December – in total nearly 50% of SHS tenants took 
part ……..and well done to our three prize draw winners 
Tony Rosenberg from Trickett House, Keith Sutton from 
Nairn Court and Gloria Johnson from Ronald House.

The results overall are very good with 93% of tenants being satisfied with the service from SHS, 

96% of tenants being satisfied with the quality of their home and 95% satisfied with the way 

SHS deals with Repairs & Maintenance. 

There were increases in satisfaction in a number of areas since the 2012 survey. Improvements 

in satisfaction levels were seen in a number of areas:

• your neighbourhood

• the value for money of your rent

• the way SHS deals with repairs and maintenance

• overall quality of repairs and maintenance work

• keeping tenants informed

• doing enough to involve tenants

• anti-social behaviour

• neighbour disputes

• empty homes

• aids & adaptations

There were also a number of areas where tenants expressed their dissatisfaction and where 

dissatisfaction has increased since the 2012 survey. These are:

• SHS listening to views and acting upon them

• Communications – keeping tenants advised; outcome with query

• Length of time between reporting a repair and works commencing

• The value for money of your service charges
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WHAT HAPPENS NEXT?
A high number of tenants responding to the 

survey gave permission to Acuity to provide 

SHS with their contact details and to allow us 

to follow up on the survey as necessary. SHS 

has written to  a range of tenants in respect 

of the areas of increased dissatisfaction 

to try to establish the reasons for the 

dissatisfaction and what SHS could have 

done/can do to turn the situation around. 

The Housing Operations Committee is 

monitoring progress with addressing areas of 

dissatisfaction and any improvements to be 

put in place to assist with this. 

From the STAR survey, it is evident that more 

than 60% of SHS tenants do not make regular 

use of the internet and digital technology. 

As more and more services around us move 

to “digital platforms” it’s important that 

SHS tenants are not left behind and that you 

STAR SURVEY UPDATE CONTINUED FROM PAGE 10...

We're listening 
to what you've 
told us and acting 
where we can...
You Said: Guest rooms in sheltered 
schemes need improving. We Did: 
Guest Room Review Team is being 
put in place.

You Said: We would like support 
with IT. We Did: SHS works with 
AgeUK to provide IT classes. SHS is 
also exploring other opportunities 
for SHS tenants of all ages to 
receive support with IT. We are 
looking to introduce Digital 

Champions (see the STAR survey 
article) if you’re interested, please 
give us a call.

You Said: You want to see more SHS 
staff around your area. We Did: SHS 
has a scheduled plan of visits to all 
of its sites. Some areas are visited 
more frequently (e.g. our housing 
for older people sites) and every 
area should benefit from these 
more frequent visits. 

You Said: You want more tenant 
engagement activities at the Older 
People Schemes. We Did: SHS has 
a Community Engagement Officer 
in place whose role is to ensure 
SHS is offering a wide range of 
engagement activities across all 

of the SHS sites. This is new for 
our “general needs” housing and 
is just being introduced (see our 
Garden Competition article). At 
our Housing for Older People sites, 
you should see an increase in SHS 
engagement events. Some may be 
at neighbouring schemes which 
you are free to attend; other events 
may be put in place by SHS but 
carried out by other organisations 
e.g. AgeUK IT classes; health & 
wellbeing checks.

You Said: SHS takes too long 
to complete a repair once it is 
reported. We Did: Please see the 
Repairs & Maintenance article 
which clarifies our response times 
for day to day repairs.

benefit from the positive aspects of being 

digitally aware. SHS will be running more 

IT classes and will contact all of the tenants 

who indicated in the survey that they would 

be interested in receiving classes/support 

with IT. 

LOOKING FOR DIGITAL CHAMPIONS!
We are also looking for “Digital Champions” 

to help support other tenants in your area. 

If you enjoy using IT and know how to use 

Facebook or how to use the Internet, please 

do get in touch as we’d love to hear from you 

and to work with you to assist other tenants 

in becoming more digitally aware. Training 

can be provided. Please contact Laura 

George, our Community Engagement Officer 

if you’d like to be involved or want to find out 

more. If you have any queries about the STAR 

survey, please contact Glynis Gatenby on 020 

8642 1500 or by emailing glynis.gatenby@

shsoc.org.uk
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Time for a Cuppa
Tenants, staff, family members 

and friends had a wonderful 

afternoon on Saturday 4 March, 

at Cloverdale Court, Wallington 

taking part in a “Time for a 

cuppa” event.

The event was organised by 

Sutton Housing Society, as part 

of Dementia UK’s “time for a 

cuppa” week, to raise awareness 

of their work and the work of the 

Admiral Nurses. 

A whopping £100 was raised. 

Everyone attending joined in 

with quizzes, games, coffee and 

cake!

GET IN TOUCH

020 8642 1500
info@shsoc.org.uk

www.suttonhousingsociety.org.uk

Waste Collection - For any queries on the changes to the waste 

collection service, please contact Sutton Council on 0208 770 

5000 or go online www.sutton.gov.uk

Time for a Cuppa
Tenants at Dorothy Pettingell 

House in Sutton freed up one of 

their regular coffee mornings to 

take part in “time for a cuppa” 

week.

Tenants took part in the quiz 

and “spot the difference”, ate 

cake and enjoyed each other’s 

company. The event was 

organised by Laura George, SHS’ 

Community Engagement Officer. 

Dorothy Pettingell House 

tenants raised £40.65 for 

Dementia UK.

Sutton Housing 
Society Stock 
Condition Surveys
Asset and Repairs Manager 

David Coulson will be 

undertaking Stock Condition 

surveys (internal and external) 

on Sutton Housing Society 

property, starting in May and 

ending in July 2017. 

A letter will be sent to you, to 

let you know when he intends 

to call to your home. If you 

can’t be at home on the day of 

the survey, just call the office 

on 020 8661 5891, to make an 

alternative appointment.

Once the Surveys have been 

completed, SHS will review 

its “Reinvestment Plan” and 

update the timescales and 

costs for future major works. 

If you have any queries, please 

call David on 020 8661 5895.


