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SHS MAKING A DIFFERENCE

Please keep an eye out on the scheme notice 
boards for what’s happening throughout 
December!

• Christmas Trees - Come down and help us 
decorate the Christmas trees in the communal 
lounges – Mince pies for all helpers!

• Christmas Jumper Day 2017 - SHS staff will 
be taking part in Christmas jumper day on 
Friday 15 December, raising money for the 
Alzheimer’s Society. 

• Panto! - The Rah Rah Theatre Company will be 
delivering two performances of ‘Cinderella’ on 
Wednesday 6 December.
• Trickett House – 1:00pm
• Cloverdale Court – 1:30pm

Christmas Events 2017
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INTENSIVE HOUSING 
MANAGEMENT

IHM is a landlord based service enabling tenants 
to maintain their tenancies by ensuring that they 
get the help they need to live as independently as 
possible in their homes, in the community. The IHM 
service provides advice and assistance to tenants 
who need additional help to understand and comply 
with their tenancy conditions

During September SHS carried out a “light touch” 
review to see how the service was going and to see if 
any amendments or changes were needed. To do this, 
we spoke to a number of tenants and staff about 
what they think about the service.

Following feedback from tenants, we are looking to 
introduce a minimum IHM standard; this will enable 
individuals to understand what they can expect from 
the service initially and we will build on this with 
them, depending on their individual needs. 

We are pleased to report that the satisfaction with 
the IHM service as at the end of September 2017 is 
82%. This is a pleasing initial result, particularly 
after tenants have had so many changes over the 
last few years.

As many tenants in our Independent 
Housing for Older People schemes 
(formerly known as sheltered housing) 
will know, SHS now provides an Intensive 
Housing Management (IHM) service, as 
from April 2017. 

SUTTON HOUSING 
SOCIETY MAKES 
A DIFFERENCE

Griffiths Close at Worcester Park saw some of 

their former vegetable patch transformed in to a 

wild flower garden with fresh autumnal pots for 

colour and some bee boxes placed around the 

garden in readiness to greet new inhabitants!  

At Dorothy Pettingell House, a variety of plants 

to attract bees and butterflies were planted and 

bee boxes put in place to increase bio diversity 

in the garden. At Norman House staff were on 

hand to assist with any social media queries. 

In the afternoon, SHS held a bake sale and 

games afternoon at Trickett House, which 

was very well attended. The bake sale was to 

raise money for MacMillan which is still being 

donated – at last count £269.56 had been 

raised! 

Sutton Housing Society (SHS), closed its 
office on Tuesday 26 September to enable 
all staff to be out and about at their 
housing sites making a difference with 
their older tenants. 

If you would like to find out more about the 
service, please speak with your Community 
Housing Services Officer, Lise Mellors or Louise 
Ramsey.

The Initial Six Months
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COMPLAINTS POLICY
During the STAR survey earlier this year, some tenants 
commented that they were unaware that SHS had a 
Complaints Policy. 

We have reviewed the Complaints Policy during 2017 and this is 

now available on our website (suttonhousingsociety.org.uk). If you 

would like a copy of the policy, please just ask a member of SHS staff. 

During 2016/17, SHS received 5 complaints as outlined below: 

Nature of Complaint Outcome SHS Action

Next of kin terminating a 
tenancy Upheld

Communication issue dis-
cussed with staff member; 
rent refund issued.

Roof Leak Upheld

Additional repairs and redec-
oration works carried out. 
Clarified position with staff 
member.

Staff Member
Tenant’s friend rang to 
discuss; complaint was not 
made.

Position on SHS Housing 
Waiting List Not Upheld

Applicant misunderstood 
situation. Position reviewed 
& clarified.

Roof Leak
Initial telephone call from 
tenant; was not pursued by 
complainant.

We aim to resolve complaints as quickly and as fairly as possible and to respond to all 

complaints, in writing, within 10 working days. For all complaints, the complainant is provided 

with a named person responsible for their complaint who is their point of contact throughout 

the process. SHS will learn from mistakes and we will publish information about complaints 

each year, including their number and nature, and the outcome of the complaints. 

A complaint can be made in the following ways:

• Email using info@shsoc.org.uk (available for use 24/7)

• Telephone by calling 020 8642 1500 (available for use 24/7)

• In person by visiting the office at Pat Shaw House, 13 – 19 Ventnor Road, Sutton SM2 6AQ 
(available Mon – Fri 9.30am – 4pm)

• In writing to the office at Pat Shaw House
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HAZARDS NOTICE

Cooking Risks & Hazards
More fires and fire injuries are caused in the 

kitchen than anywhere else in the home. 

Around 60 per cent of accidental fires in the 

home start in the kitchen. Taking a few simple 

measures can make all the difference. 

How to prevent cooking fires:

• Avoid leaving cooking unattended 
• Don't cook if you are tired, have been 

drinking alcohol or taking medication that 
might make you drowsy 

• Take care not to lean over hot hobs and 
keep tea towels and cloths away from the 
cooker and hob 

• Be careful to keep the oven, hob, cooker 
hood and grill clean to avoid a buildup 
of fat and grease, which could ignite and 
cause a fire 

• Use spark devices to light gas cookers 
- they are much safer than matches or 
lighters as they don't have a naked flame 

• Double check the cooker and hob are 
turned off when you've finished cooking 

• Check toasters are clean and placed away 
from anything that can catch fire 

• Never put anything metal in the 
microwave 

• Never use a barbecue indoors or on a 
balcony - burning or smoldering fuel can 
cause carbon monoxide poisoning 

• Supervise children and pets in the 
kitchen at all times and keep matches and 
saucepan handles out of reach 

In our Fire Risk Assessments carried 
out this year, it is recommended that 
Sutton Housing Society highlights to its 
tenants, cooking risks and hazards. We 
have advertised this around our blocks 
of flats, but thought all tenants may find 
this useful – it’s information from the 
London Fire Brigade.

If a pan catches fire: 

• Don't tackle the fire yourself and don't attempt 
to move the pan 

• Never throw water over a fire as it could create a 
fireball 

• Turn off the heat, if it is safe to do so 
• Leave the room, close the door, shout a warning 

to others and call 999 

Deep fat frying:

• Take care when cooking with hot oil - it can 
easily overheat and catch fire 

• Never fill a pan more than one-third full of fat or 
oil 

• Make sure food is dry before putting it in hot oil 
• If the oil starts to smoke, it's too hot. Turn off the 

heat and leave it to cool 
• Use an electronic deep fat fryer if possible - 

they have built-in thermostats to control the 
temperature

COOKING RISKS

Christmas Day   Closed
Boxing Day   Closed
Wednesday 27 December Open 9.30am – 4pm
Thursday 28 December   Open 9.30am – 4pm
Friday 29 December  Open 9.30am – 4pm
New Years Day   Closed
Tuesday 2 January 2018  Open as usual from 9.30am

SHS CHRISTMAS & 
NEW YEAR OPENING 
HOURS
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SHS GARDENING 
COMPETITION 2017

As announced at the AGM, the winners for Sutton 

Housing Society’s Gardening Competition 2017 are:

This years competition judges made up of Board and HOC members. 

Thank you for taking part in the
2017 Gardening Competition.

FIRE SAFETY

As a responsible landlord, Sutton Housing 
Society sees fire safety, and the safety of our 
tenants, as a priority. We regularly carry out 
inspections and alarm tests across our housing 
sites. 

In March 2017, our latest Fire Risk Assessments 
were carried out across all SHS buildings with 
communal areas. The recommended works 
were relatively minor and most of these have 
been completed. We still have some work to do 
relating to communal doors, and this is a work 
in progress. 

At our Independent Housing for Older People 
schemes (formerly called sheltered housing); we 
have a “stay put” policy. 

This means that if the fire alarm sounds, unless 
the fire is in your flat, you should stay in your 
home unless required to vacate by the Fire 
Brigade. If you happen to be in a communal 

area when the fire alarm sounds, you should 
vacate the building by the nearest exit and 
not re-enter the building until the Fire Brigade 
confirms that it is safe for you to do so. 

If the fire is in your flat, you should shut the 
door to the room with the fire, leave your flat 
(also shutting the front door), and contact 
the Mole Valley Central Control using the Call 
System in a communal area.  You should then 
leave the building by the nearest exit. 

SHS regularly reviews the evacuation 
plans for each of the sites; if you have a 
disability that would make it more difficult 
for you to leave your home unaided, please 
make sure that we are aware of this - we can 
include your information on our confidential 
evacuation plan for the Fire Brigade. You 
can check with your Community Housing 
Services Officer, Lise or Louise, to ensure your 
information is up to date. 

1ST PLACE:
Cloverdale Court

RUNNERS UP:
Dorothy Pettingell House

INDIVIDUAL 
GARDENER:
Mr Ray Russell



Autumn 2017 Page 6

During August 2017, a small group of 
tenants worked with SHS to review 
and agree new standards for the Guest 
Rooms at Dorothy Pettingell House, 
Thomas House and Trickett House. They 
also agreed a new policy and procedure 
for staff to follow, which was approved 
by the Housing Operations Committee 
and came in to effect from mid-
September.  

Whilst the guest rooms are aimed at short term 

use only and aren’t designed to be of a hotel 

standard, tenants felt that they lacked some 

basic creature comforts and that they should be 

more adequately provided for. 

The guest rooms are now of an agreed standard 

with the Community Housing Assistant being 

specifically designated to ensure standards are 

maintained – both in terms of cleanliness and 

amenities/facilities.  

The Guest Room policy is available on our 

website (www.suttonhousingsociety.org.uk); 

alternatively please ring Charmaine on 020 

8915 2951 and a copy of the policy can be sent 

to you. 

Many thanks to Margaret (from Thomas House) 

and to Maureen and Pam (from Dorothy 

Pettingell House) who gave up their time to 

help SHS make improvements to its guest 

rooms – it is very much appreciated and 

hopefully other tenants and their visitors will 

benefit from these improvements. 

GUEST ROOM STANDARDS REVIEW

BEFORE

AFTER

Tenants and staff enjoyed a celebration 
on Wednesday 1 November, to mark the 
50th anniversary of old Trickett House. 
A quiz, apple bobbin’ and a doughnut 
challenge all ensued – with fun had by 
all. Trickett House originally provided 
20 studio flats but over the years these 
have been converted and an extension 
added - now there are 49 homes.

TRICKETT HOUSE 
CELEBRATES ITS 50TH 
ANNIVERSARY
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HOME CONTENTS 
INSURANCE

THE RESULTS ARE IN, RELATING 
TO OUR 1ST MYSTERY SHOPPING 
EXPERIENCE AT SHS. 

A small number of tenants carried out a 
mystery shopping exercise to test SHS 
performance around customer services. 
Tenants rang, emailed or visited the SHS 
website and reviewed issues such as:

• How quickly we answered the phone/
responded to e-mails/website enquiries

• Politeness and professionalism of staff
• Was the issue dealt with and could staff 

fully answer the queries raised.

THE RESULTS SHOW:

The areas where staff fell down relate to 
communication and pro-actively feeding 
back to tenants about their enquiry. This 
reflects the STAR survey result carried out 
earlier in the year and whilst we have been 
addressing your comments and feedback, 
there is clearly more for us to do. 

We are working hard to improve our services 
to you and are planning to run another 
mystery shopping project around March 
2018. If you are interested in taking part, 
please contact Glynis on 020 8642 1500 or 
email glynis.gatenby@shsoc.org.uk

MYSTERY 
SHOPPER

Following our profiling work with tenants 
during the summer, we found that only 
23% of tenants advised that they have 
home contents insurance. Insurance is often 
seen as a luxury and something you can do 
without, particularly when income is limited 
and stretched just dealing with day to day 
living expenses. 

The figure of 23% is worryingly low (of course it 
may be higher than this as some people will have 
chosen not to tell us that they had home contents 
insurance.) 

However, insurance is a necessity when something 
goes wrong. For example if there was a leak from 
the flat above you, or a fire from a neighbouring 
property (neither caused by any fault of SHS) and 
if your belongings were damaged, you would be 
responsible for replacing your belongings and 
redecorating.  

SHS would, for example, repair the cause of the 
leak/fire and check that the electrics are safe. You 
would then have to claim off of your own or your 
neighbour’s home contents insurance for all costs 
incurred in redecorating and replacing any of your 
personal possessions – this is not the responsibility 
of SHS. Without home contents insurance you 
could face a high cost in getting your home back to 
normal or going without. 

As a result of this information, SHS will investigate 
making available a low cost insurance scheme for 
its tenants.

Wi-Fi enables computers, smartphones, or other 
devices to connect to the Internet wirelessly within 
a particular area. SHS have installed Wi-Fi in its two 
latest developments; Kent Court and Harding House. 
Tenants at these schemes have benefited from a 
cost effective internet connection. Over the next six 
months SHS will be installing Wi-Fi across many of its 
schemes as part of its digital inclusion plan.

SATISFIED 43%

DISSATISFIED 14%

VERY DISSATISFIED
14%

VERY SATISFIED 29%

WI-FI INSTALLATIONS AT SHS
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One of the more frequent comments staff 
hear from some tenants in some of the Older 
People schemes is “we never see anyone 
from SHS”. Compared to when staff were 
present on the sites, the service provided 
now is quite different. 

We recognise this and have tried to plug the 
gap in many ways with staff visiting sites on 
a frequent basis: 

• REGULAR ESTATE/SITE WALKABOUTS with 
tenants that wish to take part – these take 
place every quarter with your Community 
Housing Services Officer – Lise or Louise. If 
you live at Wandle Valley, and wish to take 
part, please let Louise know by calling 020 
8915 2955. 

• SCHEME MEETINGS at the former sheltered 
sites for all tenants of the individual sites to 
attend. These take place every other month 
and are advertised in advance. 

• QUARTERLY SITE VISITS by the Operations 
Director take place with Glynis advertising 
when she is on site. These sessions 
sometimes have a theme but are mostly an 
opportunity for tenants to have a chat about 
anything to do with SHS services and staff.

OUT AND ABOUT WITH 
THE SHS STAFF

LAURA

LYNN

LOUISE
CHARMAINE

LISE

GLYNIS

STEVE
TRACEY

RAY

• DROP IN SESSIONS with the Community Engagement 
Officer - Laura is keen to hear your ideas about events 
and activities that you’d like to see if SHS can arrange. 
Laura sometimes has a theme against her sessions, 
like at Christmas, when there are some art and craft 
sessions. 

• SOCIAL MEDIA HELP is provided by Stacey and Laura to 
individuals on a 1 to 1 basis. If you need assistance with 
your smartphone or laptop/notebook, we may be able 
to help. These sessions are on an ad hoc basis and are 
advertised at the schemes. 

• PROPERTY OFFICER INSPECTIONS happen on a varied 
basis depending on where you live and if you have any 
communal areas within your building. Steve visits sites 
with fire alarm systems usually on a weekly basis and 
other sites on a monthly basis. Steve carries out the 
formal health and safety inspections. 

In addition to all of the above, we regularly make 
arrangements to visit people in their homes to talk 
about tenancy related matters. If you’d like to make an 
appointment with the Housing team, please do contact 
us on 020 8642 1500. 

Daisy Bushby joined SHS in September 
as our new Trainee Admin Assistant 
apprentice. 

Apprenticeships give the opportunity to work 
for an employer, earn a salary and at the 
same time study to achieve a nationally 
recognised qualification whilst 
gaining valuable workplace skills and 
experience. SHS are keen to invest in 
our local community, recruiting a local 
apprentice gave us the opportunity to 
do this, whilst at the same time provide 
training skills to a young person.

Many of you will have already spoken to Daisy as she is 
often the first point of contact when you call the office.

"Being warmly welcomed by both staff and 
tenants at Sutton Housing Society has helped me 
to settle in smoothly.  I am enjoying all the new 
experience that I am gaining and the support that 
I have received has been incredible.  I am excited 
for my development here and for any future  
prospects."

NEW STAFF MEMBER
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PROFILING UPDATE

A massive “thank you” to all of you that completed your profiling form over the summer – 

we had a fantastic 66% response. We will use this information to help us with our work and 

training programme over the next few years. 

SOME INTERESTING INFORMATION ABOUT 

SHS TENANTS, WHICH WE WILL USE TO 

ASSIST US:

• 48% of tenants were born between 1940 
and 1959 – we can use this information 
to plan targeted services such as aids 
around the home, direct resources 
when our homes are empty and use 
this information in our community 
engagement work.

• 51% of tenants prefer to use a mobile 
phone – that means 49% of tenants 
prefer their landline. In addition, 32% 
of tenants have access to the internet 
– and the most popular device used to 
access the web is their Smart phone. 
We have a lot of work to do to increase 
tenant involvement and understanding 
of digital, but we’re committed to doing 
what we can to help you through our 
Digital Champions and Digital Unite 
work. 

• With our equalities, diversity and 
inclusion work, the feedback from 
tenants will assist us in ensuring staff 
have a good understanding about 
Christianity, Hinduism, Judaism, Islam 
and Spiritualist/Quakers – the key 
religions/faiths/beliefs amongst our 
tenants. 

• After English, Tamil is the next most 
spoken language amongst our tenants 
followed by Chinese, Polish, Guajarati 
and Pilipino, although all are in single 
figures. We’ve made staff aware of this 
and ensured that they know how to 
access our translation services when 
needed.

• Your feedback shows very low numbers 
of non-heterosexual people. This may 
well reflect our older tenant population 
as until 1967 being homosexual was 
illegal in England. SHS already ensures 
that staff understand the Equalities Act 
2010 and we are committed to ensuring 
inclusion; some staff attend the Rainbow 
Café meetings as this helps us to 
understand some of the challenges facing 
individuals from the LGBT communities. 

• The largest area of disability amongst our 
tenants relates to hearing impairment. 
We’ll work with our trainer to ensure 
staff understand more about the 
challenges of being hearing impaired 
and also train staff to understand what it 
means to be partially sighted and to have 
limited mobility as these are the areas 
of highest levels of disabilities amongst 
SHS tenants. 

• When it comes to the main source of 
income, given our tenant profile, it’s 
not surprising that pensions are the 
main source of income for a majority 
of tenants. This is followed by a salary, 
then out of work benefits and then salary 
and in work benefits. This information 
helps us with our financial inclusion work 
and ensuring access to suitable advice 
and information to maximise incomes 
and welfare benefit entitlement whilst 
minimising debt.

• One of the surprising results from the 
profiling information relates to home 
contents insurance – only 23% of you 
have told us that you have home contents 
cover. This is very low – and potentially 
devastating for those of you without 
cover if something goes wrong– please 
see our article in this newsletter about 
how we’re looking to address this with 
you.
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TENANT
SCRUTINY

At SHS we are looking to increase the ways in which tenants can influence and help 
to improve SHS services. At the moment, there are a variety of ways that you can be 
involved with SHS, depending on what time you have available. 

 I would like to see an increase in 
the variety of options about how I can 
be involved and influence SHS services.

 I would like to see an SHS Tenants 
Panel set up to influence the services 
SHS tenants receive.

 I think that there are enough ways 
for me to be involved with SHS, and to 
influence services, if I wish.

Currently you can:
• Join a review group e.g. Guest Room review
• Provide some scrutiny of our services e.g. via mystery shopping 
• Influence policies of the organisation  e.g. via HOC
• Rate our services e.g. Repairs surveys, other questionnaires.

Is this enough? 
Would you like to see additional ways in 

which tenants can genuinely be involved 

in influencing the services you receive and 

in scrutinising the organisation? Do you 

think we should have a Tenants Panel for 

instance? 

If you would like to share your views 

on this, please complete the box below 

and return it to me. If you have a former 

Scheme Manager post box on site, feel free 

to use that. Alternatively send me an email 

at glynis.gatenby@shsoc.org.uk

The 6 homes at Killburns Mill Close, 
Wallington had a facelift earlier this year 
when their kitchens were replaced.

The kitchen replacement programme cost 

£43,320; all kitchens were completed on 

time, with positive feedback from tenants 

on how well the contractor performed while 

undertaking the new kitchen installations. 

At Lancelot House, Carshalton, new windows 

were installed at a cost of £21,595.  The homes 

look much smarter and hopefully tenants will 

feel the benefits of the new windows as we go 

through the winter. 

PLANNED
MAINTENANCE UPDATE
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SHS is a local 
and responsive 
housing provider 
with just under 
500 homes in the 
Borough, provided 
at social rent levels. 
SHS used its own 
financial resources 
to complete the 
£691,000 cost of 
refurbishment at 
Harding House.

Last year, saw SHS opened its new scheme, 
Kent Court in Hackbridge which provides 
12 x 1 bedroomed flats. SHS is currently 
development 23 new homes at Bond 
Gardens, Wallington and these  should be 
available in the next summer.  This scheme 
is called “Peppermint Court” and the 
name was suggested by students from the 
Beddington infants’ school. 

UNDERSTANDING SERVICE CHARGES
Tenants often enquire about how much they pay for the services provided to 
maintain their homes e.g. gardening, window cleaning, electricity etc.

SHS calculates the service charge 
that you pay each year in line with 
its Service Charge Policy. Where it 
is appropriate some charges (e.g. 
electricity, water) are based on the 
average cost of the previous two 
years, adjusting for price changes 
and inflation. Other service costs like 
gardening and cleaning are based on 
fixed term contracts. SHS will always 
endeavour to recover all service costs.

For those tenants interested in 
understanding more about the service 
charge element of their rent, we have 
organised two information sessions 
with Glynis, Operations Director and 
Marcie, Head of Finance & Resources.

HARDING HOUSE REFURBISHMENT

SHS recently completed the refurbishment 
of 12 flats in Marchmont Road, Wallington, 
much to the delight of its new residents. 
There are now 9 large one bedroomed flats 
and 3 studio apartments.

Mrs Hilliard moved in to Harding House in 
August and is delighted with her new flat 
and the security she has as an SHS tenant. 
Pictured with Daisy Bushby, SHS’ newest 
Apprentice, SHS continues to invest in 
providing new homes for local people in 
the borough - and to providing training 
opportunities to young people.
 

Dorothy Pettingell House,
Vermont Road, Sutton
2.30pm – 3.30pm

Trickett House,
Brighton Road, Sutton
11am – 12 noon

We look forward to seeing you there!

They will take place on
Friday 2 February 2018 at:
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GET IN TOUCH

020 8642 1500
info@shsoc.org.uk

www.suttonhousingsociety.org.uk

We're listening 
to what you've 
told us and acting 
where we can...

YOU SAID: We need garden 
furniture for the communal 
gardens at Margaret House and 
Robertson House.
WE DID: New garden furniture 
provided at both sites.

YOU SAID: We would like a specific 
garden budget.
WE DID: A specific sum will be 
allocated from the Community 
Development budget for gardening 
in 2018/19.

YOU SAID: We didn’t know SHS had 
a Complaints Policy.
WE DID: Complaints Policy 
reviewed, updated and approved 
by the Housing Operations 
Committee. The policy is available 
on the website or by asking for a 
copy from a member of the SHS 
staff. 

YOU SAID: Complaints about 
window cleaning.
WE DID: Tenant review group set 
up to work with SHS to re-tender 
the window cleaning contract from 
April 2018. 

YOU SAID: We would like more 
events and activities.
WE DID: SHS now has a Community 
Engagement Plan in place. There 
have been many activities and 
events held across the schemes. 
SHS is asking tenants what they 
would like to see for 2018/19.

YOU SAID: The guest rooms “need 
sorting out”.
WE DID: Guest Room Review has 
been carried out with interested 
tenants and a new standard put in 
place.

YOU SAID: You never answer the 
office phone! 
WE DID: SHS has introduced 
“Mystery Shopping” to review its 
customer service, which included 
answering the phone. In 100% 
of these cases, the phones were 
answered quickly.

YOU SAID: The garden competition 
was held too late in 2017. 
WE DID: We are looking to move 
this to July, from August, in 2018.

YOU SAID: The STAR survey found 
that improved communication is 
needed. 
WE DID: Increased information & 
relevant information is now available 
on the website, in the SHS Newsletter 
and at schemes.

YOU SAID: Help with IT classes.  
WE DID: SHS has arranged for IT 
classes to be held at some of its 
sites, making tenants aware of these 
via posters on notice boards. Digital 
Champions have been recruited 
(more are needed if you’d like to 
volunteer) and we have access via 
our website to Digital Guides. 

YOU SAID: We’d like more 
explanation about service charges.
WE DID: Information sessions to be 
held by the end of February 2018.

YOU SAID: We’d like to know what is 
discussed at the Housing Operations 
Committee meetings.
WE DID: The minutes from these 
meetings are now available on the 
website and on notice boards across 
the schemes.


