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From myself, Glynis, Marcie, all the  
staff and the Board, we would like  
to wish everybody well in these very  
unusual times. Also, a big thank you  
to all of you who helped us by following 
the Government’s guidance during  
both lockdowns. 
On 17 March 2020, we closed Pat Shaw 
House and all staff started to work from 
home or from the schemes. We put in 
place a range of measures to ensure 
the continued safety and wellbeing of 
all residents. We hope you agree, when 
we say that all our staff have responded 
with compassion and professionalism, 
ensuring that wherever possible we 
continued to provide our high standards 
of customer service.

Through the first lockdown, we made 
regular calls to residents, checking in 
to make sure all was well; we stopped 
these calls mid-September as the initial 
measures were being lifted. These calls 
were quickly re-introduced to support 
our residents in our older peoples 
housing through the second month-long 
lockdown.

The announcement making London  
a Tier 2 category area, meant that the 
work we had started to do in opening up 
the scheme lounges and holding more 
socially distanced community events had 
to sadly be placed on hold once more.  
As soon as we are able, we will re-start 
these events as we know how important 
they are to so many people. Currently, 
we are making plans for the festive 
season, based on London being in Tier 2 
after the latest lockdown. Watch out for 
updates on the digital boards for events 
at our older people schemes.

Supporting our residents, whilst 
ensuring we remain compliant through 
this pandemic, has been our absolute 
priority.

Robin Roberts, Chief Executive
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As detailed in our spring update, we were granted planning permission for our Bridges 
Court development, converting the unused under croft on the Longfellow Road side of 
Bridges Court, into a new one bedroomed flat. Work is well under way and making good 
progress, which should be completed by mid-January.
The new flat, when completed, will 
provide another much needed older 
persons property in Sutton. We have 
also submitted a planning application 
for a further two new flats in the 
space above the car park on the 
Lincoln Road side of Bridges Court. 
A decision on this is expected by the 
end of 2020.

We are also preparing to start work 
on the Lancelot House development, 
creating two new one bedroomed 
flats for older people in a section of 
the car park area.

Planning permission for the 
conversion of an underused cycle/
mobility scooter store at Kent Court, 
Hackbridge to a one bedroomed flat 
has been granted. Although we do 
not have a planned start date, it is 
expected we will begin this project 
as the Lancelot House development 
comes to an end, around mid 2021. 
Again, we will keep residents updated.

As we have used small infill land and 
airspace that Sutton Housing Society 
already owns, this makes four new 
cost effective homes in Sutton.  
We will continue to look for 
opportunities to provide much 
needed quality affordable housing  
in a cost-effective way.

Our phase one major developments 
are also progressing; we have now 
secured planning permission for 
Ronald House (five new flats). 
We have resubmitted a planning 
application for our Griffiths Close 
development to increase the amount 
of new flats from 15 to 21 (an 
addition of six flats); the consultation 
with residents was for 21 new flats. 
The decision on Griffiths Close is 
expected late December.

Residents of Norman House will have 
noticed surveyors and contractors 
around the building since the 
beginning of September 2020. This 
is because we are preparing to 
begin work on the new airspace and 
extension development of 13 new 
older flats previously reported on. 

We are planning for work to begin in 
the spring and will meet with Norman 
House residents shortly after the new 
year with more details. We would 
like to thank all of the residents at 
Norman House for their cooperation 
and support whilst we have been 
carrying out these essential surveys.

Our other small development 
projects: 
• the addition of an accessible ramp 

access to the front entrance to 
Harding House;

• the creation of a communal seating 
area in the rear car park area of 
Harding House; 

• the extension of the car park area 
at Old Brewery House, creating an 
additional four parking spaces. 

If you have any queries or would like  
to know more about these projects,  
please contact our Development 
Project Manager, Ray Alder on 
020 8915 2952 or 07525 910 255. 
Alternatively, you can visit  
our development page at  
www.suttonhousingsociety.org.uk

Development update 

Property news
I would like to say ‘thank you’ to all residents for your help and co-operation over what has been an unprecedented eight months. 

During the lockdown periods, the property 
team were as busy as ever as we adopted 
different working practices to maintain  
your homes and to ensure that the 
properties remained compliant with  
our statutory responsibilities. 

Our contractor Acorn has continued to 
provide cleaning, grounds maintenance and 
window cleaning services to the communal 
areas of the flats. I am pleased to report 
that the feedback from both the resident 
group and our compliance officer Steve 
Smith has been very positive.

Some facts and figures for the past eight 
months:
• Day to day repairs: 790 works orders 

raised. Surprisingly this is more than  
for the same period last year.

• Empty homes: We have carried out  
works to 17 empty homes to enable  
them to be re-let.

• We have serviced and maintained 130 
boilers to ensure they remain safe to use.

• We have carried out approximately 50 
electrical tests to ensure homes are safe.

• Upgraded 70 individual flat and communal 
doors to meet the latest fire regulations.

• Upgraded 10 kitchens and three 
bathrooms.

As these unusual times continue, I would 
like to reassure residents that we remain 
committed to ensuring your health and 
safety are our main priority and that  
we continue to provide an excellent  
repairs service.

I would also like to thank our excellent 
contractors, who have performed so well 
over the past eight months. Please feel  
free to contact me if you would like to 
discuss any aspects of the repair service.

Michael Kilkelly,  
Asset Manager 
michael.kilkelly@shsoc.org.uk  
020 8661 5895



The Board’s key highlights from the year

Securing Investors in People.

Achieving outstanding results  
in our staff survey.

Maintaining high levels of positive 
customer feedback.

Ensuring health, safety and compliance 
remain an integral part of what we do.

Securing £10,000 sponsorship towards  
our Celebrating 55… events.

Introducing the resident birthday card 
initiative.

Installing digital noticeboards to  
14 of our schemes.

Generating a social value return of  
£18 for every £1 spent.

Modernising the communal lounge  
at Dorothy Pettingell House.

Completing a new wheelchair accessible 
flat at Peppermint Court.

Winners of Constructing Excellence’s 
awards for: Client of the Year; 
Outstanding Customer Satisfaction.

Finalist in the Housing Heroes awards.

Finalist in the UKHA awards for  
Best Older People’s Landlord  
(ceremony in December).

Securing planning approvals for  
74 new homes.

Sutton Housing Society
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Our 2020 annual 
general meeting
In September, we held Sutton Housing Society’s 56th annual 
general meeting (AGM). Whilst there is nothing unusual about 
this annual event, this year we held it virtually!

FOR EVERY  
£1 SPENT ON  
COMMUNITY  
ENGAGEMENT  
IN 2019/2020,  
OUR SOCIAL  
VALUE RETURN  
EQUATED TO  
£18.

£1 £18

£10,000 
SPONSORSHIP 
SECURED

NEW DIGITAL 
NOTICEBOARDS

14

PLANNING 
APPROVAL SECURED 
FOR 74 NEW HOMES

74

Sutton Housing Society

Sutton Housing Society (SHS) owns 486 homes within the London 

Borough of Sutton. All existing homes are let at social rent levels, with 

over 75% of the stock being designated for older people (aged 55+). 
www.suttonhousingsociety.org.uk

“ Our aim has been to optimise the potential of the entire estate 

and our collaborative approach at the pre-app stage enabled us 

to agree the principles across all sites. As the designs developed, 

we found ways to maximise existing footprints which has resulted 

in larger communal spaces and flats. 

 By remaining focused and responding to feedback quickly, we 

have delivered all our aspirations in a relatively short timescale. 

What’s more, we can now move to the next stage on Norman 

House, having received approval from the board,” comments 

Robin Roberts. 

“ And was it a risk? Yes. 

“ Challenging? Yes. 

“ Did we achieve what we set out to achieve? Yes. 

“ Would we do it again? Yes!”

ARCHITECT
S

Norman House
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3.2 Pre-Application Proposals

The design team have held two pre-application planning meetings with 

Sutton Council. The first meeting was held on 14/01/2019 and the second on 

16/05/2019.

Pre-application proposals at the first meeting put forward a 100% residential 

scheme of three to five storeys. The existing three storey building was to be 

retained, with an additional fourth and set back fifth storey added above. 

Three new rear extensions were proposed. The rear extensions were designed 

to three storeys in response to the proximity and scale of the property at 66 

Cheam Road.

The proposed scheme would provide a net increase of 18 new residential 

1B2P units, with a reconfigured parking layout adjacent to Western Road 

providing 13 car parking spaces.

External walls were to be clad in brickwork to match the existing building, 

with replacement windows, a new standing seam metal roof and feature 

cladding over a protruding central front bay. 

3.0 Design Development Shotfield 
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3.2 Pre-Application Proposals

The design team have held two pre-application planning meetings with 

Sutton Council. The first meeting was held on 14/01/2019 and the second on 

16/05/2019.

Pre-application proposals at the first meeting put forward a residential 

scheme of between three and four storeys. 

• The central residential spine and residential front block were to be 

retained

• The roof of the front block was to be rationalised to create a simpler 

roof form along the front elevation (adjacent to Stanley Park Road) and 

provide space for additional residential accommodation

• The roof of the central accommodation spine was to be rationalised and 

reconfigured to provide additional residential accommodation at third 

floor level

• A new three storey residential accommodation block was proposed in 

place of the existing two storey day room and residential block to the 

west

• A new four storey block was proposed adjacent to the existing car park, 

providing space for a new day center at ground floor level with three 

floors of residential accommodation above

The new proposals provided a net increase of 21 new flats, consisting of a 

mix of 1B1P and 1B2P units, with 15 existing parking bays retained, along with 

x1 minibus parking space and space for ambulance parking.

New external walls were to be clad in brickwork and tile hanging to 

match existing. Roofs were also to be clad in tile to match existing. All new 

windows were proposed as double glazing in dark coloured powder coated 

aluminium frames to match existing.

3.0 Design Development
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WE SEND ALL OUR RESIDENTS A BIRTHDAY CARD 
AND ACCOMPANYING QUESTIONNAIRE FOR 
FEEDBACK ON OUR SERVICES.

A one-off act of law has allowed businesses 
to conduct their AGMs virtually due to  
the pandemic. The meeting was chaired 
by Andrew Jepp, Sutton Housing Society’s 
chairman who provided a review of  
the year.

The AGM also saw the re-election  
of the following Board members:

• Andrew Jepp • Ali Bennett
• Matt Corbett • Pam Norton
• Michael Payton • Audrey McFarlane
• Lisa Rae

And elected two new Board members: 
• Alistair Auty 
• Stéph Marshall

It was good to see Barbara Bransgrove,  
the daughter of Frank Griffiths, our 
founder, at the AGM. Barbara was really 
pleased with the work we are doing and 
said her father would be very proud!



Pat Shaw Good 
Neighbour Award 2020

We received several nominations for this year’s award.  
The nominations were all made by residents who appreciate  
how much these individuals do for others. The nominees were: 

• Maureen, Dorothy Pettingell House
• Joan, Norman House
• John, Peppermint Court
• Elaine, Thomas House

• Margaret, Thomas House
• Gwen, Trickett House
• John, Trickett House
• Valerie, Trickett House

This year’s winner is John from Trickett House. John received several nominations, with 
each person mentioning how much John helps his neighbours with things such as shopping 
and driving people to hospital appointments. Nearly everyone commented on how much work 

John does in the communal gardens too. Congratulations John – you are a very worthy winner!

Sutton Scoop Winter 2020
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Gardening competition 2020 
A big well done to everyone that took part in the 2020 Garden Competition.  
The winners for the competition this year are as follows:

BEST POTS, BASKETS 
AND WINDOW BOXES 

TONY, GRIFFITHS CLOSE 
(left)

BEST  
COMMUNAL  
GARDEN

1ST TRICKETT HOUSE (left) 
2ND DOROTHY  
 PETTINGELL HOUSE 
3RD PEPPERMINT COURT

BEST  
VEGETABLE PATCH

TRICKETT HOUSE

BEST  
INDIVIDUAL GARDENER

JOHN, PEPPERMINT COURT  
JOE, TRICKETT HOUSE

BEST  
FLOWERBEDS

TRICKETT HOUSE

MOST IMPROVED 
COMMUNAL GARDEN

PEPPERMINT COURT 
(left)

JUDGES’  
SPECIAL AWARD 

ROBERTSON HOUSE 
(below)



December festive events
Due to the pandemic, it has 
been necessary to scale back 
our events this year but watch 
out for announcements on the 
digital noticeboards at our older 
people schemes for what’s 
happening at your scheme. 
Some highlights will be:

Christmas Carol Singers with 
Rah Rah Theatre Company –  
the times will be displayed  
on the digital noticeboards…

Wednesday, 2 December 2020
• Trickett House 
• Peppermint Court 
• Norman House 
• Old Brewery House 

Monday, 14 December 2020 
• Cloverdale Court 

Community engagement 
Despite being in lockdown, we were able to provide events and activities at some  
of our schemes, in line with government guidelines.

5 
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September – November
• At Norman House we planted 

a rose bush in tribute to 
much-missed resident 
Chrissie. The rose and plaque 
are in a pot and will be 
planted in the garden once 
the development work has 
been completed in 2021. 

• We announced the winners of 
the 2020 garden competition 
(see page 4 for details!).

• We enjoyed coffee mornings 
and afternoons at some  
of the schemes until  
mid-October. 

• In early October we had a 
lovely time at Cloverdale 
Court, when the animal 
farm came to visit. There 
were rabbits, guinea pigs, 
a hedgehog, a tortoise and 
even a chicken. Residents 
were able to hold and interact 
with them, making a lovely 
Friday evening. 

• Cloverdale Court had a  
poppy display once again  
for Remembrance Day. 

• We issued Spring bulbs to 
the keen gardeners that 
requested these from around 
the schemes. Staff from 
Acorn kindly volunteered  
to plant spring flowering 
bulbs in the communal 
garden at Norman House 
during the second lockdown.

Thank you to our resident 
engagement panel who have 
given up their time to share 
their views and input to what 
events they would like to see 
at the older people schemes. 

If you have any queries, or 
would like to find out more, 
please contact Sophie on 
07791 754 624 or email 
sophie.huggins@shsoc.org.uk

June – August
• We started weekly virtual 

coffee mornings with 
residents through Zoom – 
residents enjoyed seeing  
old and new faces.

• We held fortnightly virtual 
Zoom quizzes.

• We enjoyed music 
entertainment in the 
communal gardens – singers 
and musicians visited 
several schemes. Laura sang 
50’s and 60’s music such 
as the Supremes and the 
Temptations, Nigel sang 
swing music, making us jump 
to our feet and Jack and Josh 
played the flute and keyboard 
taking us down memory lane 
with songs that we all know 
and love. A huge thank you  
to Laura, Nigel, Jack and 
Josh, we hope to see them 
again very soon.

• We re-established our Jazzy 
(chair based) exercise 
sessions with Claire; residents 
enjoyed getting back to their 
weekly exercises, initially out 
in the sunshine and now in 
small groups in the communal 
lounges.

• Cloverdale Court has enjoyed 
some art sessions with 
creative minds, which is 
popular with residents.
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All garden furniture 
provided by Sutton 
Housing Society will now 
be inspected on a regular 
basis by Steve Smith. Steve 
will alert colleagues if it 
needs replacing. Some 
new garden furniture 
was provided at Margaret 
House and Thomas House.

We have installed remote 
cameras at Cloverdale 
Court, Dorothy Pettingell 
House, Griffiths Close 
and Thomas House to 
cover entry doors and to 
provide an increased level 
of security to address some 
isolated incidents of misuse 
of some communal areas 
and anti-social behaviour. 

You requested some  
new garden furniture

You wanted  
CCTV installed

We have regular updates 
on the digital boards 
at the older people 
schemes detailing which 
front line staff are away, 
with contact details in 
their absence.

You wanted to know  
when staff are away

We changed the  
unused bathroom at 
Margaret House to a 
residents’ storage area.

You wanted more storage 
for residents’ use 

Sophie advertised the availability 
of bulbs for the communal 
gardens and delivered them  
to residents at the schemes  
that requested them in plenty  
of time for spring planting.

You asked for spring bulbs  
for the communal gardens 

Events were held in 
the gardens at several 
schemes – Nigel Smith 
singing swing, Jack and 
Josh with their flute and 
piano entertainment and 
singer Laura all went down 
a storm. Sophie organised 
more virtual quizzes and 
coffee mornings too.

You wanted more events  
during lockdown

We did
You said



Cloverdale corner
Activities
Due to the pandemic, activities at Cloverdale have 
sadly reduced. Before moving to tier 2 high Covid 
alert, and then into lockdown, we had continued 
with Jazzy exercises and with various arts and 
crafts activities.

We welcomed visits from Kingswood Shetland 
Ponies who also brought an assortment of small 
animals to visit.

We held music quizzes throughout October 
to raise awareness of the power of personally 
meaningful music for those living with dementia.

Cloverdale residents always look forward to 
putting on a display in the reception area for 
Remembrance (Poppy) day. 

Sutton Befrienders
Sutton Befrienders volunteers continue to visit 
residents out in the garden and offer support  
via telephone calls.

Property maintenance
We installed CCTV at Cloverdale Court following 
requests from residents and carers. This has  
been useful in helping us to manage the access  
to the scheme.

The communal door to the garden, from the 
main reception area, has been replaced with a 
new sliding door and ramp, making it easier for 
residents and visitors in wheelchairs to access  
the communal garden.

Sutton Housing Society
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We provided a raised 
vegetable bed at  
Peppermint Court.

We introduced some new categories  
this year such as best veggie plot and  
most improved communal garden. 

You asked for  
a vegetable patch

You wanted us to increase the 
garden competition categories 
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Get online week
Get Online week was planned for October. 
We had hoped to hold face to face 
sessions, sharing tips on how to join virtual 
sessions via Zoom and Teams, which 
became increasingly popular and helped 
many people connect with family and 
friends during lockdown. Unfortunately, 
due to the changes to the pandemic 
restrictions we were only able to hold a 
virtual IT help session and a virtual quiz 
with both residents and staff members. 

During the IT help session, we covered the 
functions of Zoom, how to use Microsoft 
Teams, how to use the NHS track and trace 
app and how to shop online. Residents 
enjoyed finding out more about shopping 
online, particularly important during bad 
weather and the further lockdown, and 
realised other benefits like finding better 
prices online and being able to take part in 
pre-booked meetings/courses virtually. 

Wi-Fi cafés and Skype quizzes
Since September we have reintroduced 
Wi-Fi cafés at our older people’s schemes. 
Some residents bought their tablets and 
smartphones along and Xavier Pamment, 
our new ICT Assistant Apprentice, helped 
them with general IT queries. Please look 
out for information about these events on 
the digital noticeboards.

Individual IT sessions
If you feel more comfortable having 1-2-1 
sessions, we are happy to organise them. 
We may have to hold them virtually for 
now, but hope to continue face to face  
in the future. 

Would you like to use a tablet?  
We have a ‘free’ tablet loan scheme
‘Free’ tablets are available via our loan 
scheme for all our residents in our Housing 
for Older People Schemes. All you need 
to do is commit to attending our Wi-Fi 
cafés held across our schemes! We do still 
have a few tablets available for loan, so 
if you are interested in having a tablet on 
loan you can give me a call or chat to your 
Housing Officer. 

Our digital noticeboards
We hope you are enjoying the frequent 
updates on our new digital noticeboards 
and are finding them useful. Following 
residents feedback we have made some 
changes to the noticeboards, changing 
the transition of photos and notices so 
you have more time to read them, and 
increasing the size of the text. We are 
always keen to receive feedback so please 
let us know if you have any suggestions 
on the layout and the content on the 
noticeboards. 

Wi-Fi at our Housing for Older 
People Schemes
53% of residents are using the internet; 
42% are accessing this via Sutton Housing 
Society Wi-Fi and 11% via their own 
provider. If you are not already connected 
to the Sutton Housing Society Wi-Fi and 
would like to be please give Stacey or 
Xavier a call on 020 8661 5899.

If you are having ‘new’ problems 
connecting to the Sutton Housing Society 
Wi-Fi please call Social Telecoms on  
01743 730 100, as they will be able to 
check if there are any wider problems  
at your scheme.

Stacey, ICT Coordinator 
020 8661 5899 

All things digital

The Wi-Fi cafés 
have really helped 
me, I have learnt 
a lot more than I 
would have done in 
a class as the cafés 
are more 1-2-1, 
therefore more 
support is given. 
Stacey has been 
very helpful.
RESIDENT, DOROTHY 
PETTINGELL HOUSE



Sutton Housing Society

Complaints handling code introduced 
by the Housing Ombudsman

Sutton Housing Society is a member of the Housing Ombudsman scheme and  
on 1 September 2020, the Housing Ombudsman introduced a new complaints  
handling code. 
The new code introduced a universal definition of 
what constitutes a complaint across all social housing 
organisations that are part of the scheme and there 
is increased focus on residents genuinely having 
their voices heard. We have also introduced the 
‘complaints officer’ role as part of the Operations 
Director’s remit (Glynis Gatenby) – not to deal  
with all complaints but to oversee them, to ensure 
that they are properly managed and that the code  
is followed. 

A new complaints policy was introduced as a  
result of the new complaints code; this is available  
at www.suttonhousingsociety.org.uk, or ask a 
member of the team for a copy.

The Housing Ombudsman’s role is to resolve  
disputes involving members of the scheme,  
including making awards of compensation or  
other remedies when appropriate, as well as  
to support effective landlord-tenant dispute 
resolution by others. You can find more  
information about the housing ombudsman  
at www.housing-ombudsman.org.uk or you  
can contact them directly via email at  
info@housing-ombudsman.org.uk; if you  
wish to make a complaint you can also use  
their online form. 

So, what is a complaint?
From 1 September 2020, a complaint is universally defined as ‘an expression of 
dissatisfaction, however made, about the standard of service, actions or lack of 
action by the organisation, its own staff, or those acting on its behalf, affecting 
an individual resident or group of residents.’. 

Staff are trained to recognise the difference between a service request  
(pre-complaint), survey feedback and a formal complaint. Staff are encouraged  
to take appropriate steps to resolve the issue for residents as early as possible. 

How to make a complaint
We provide several ways for residents  
to make a complaint: 
• Email us at hello@shsoc.org.uk;
• Call us on 020 8642 1500  

(available 24/7);
• In person by visiting the office at Pat 

Shaw House, 13 – 19 Ventnor Road, 
Sutton SM2 6AQ (available weekdays 
9am – 5pm, excluding bank holidays);

• In writing to the office at Pat Shaw 
House;

• In person, speaking to a staff member 
on site;

• Via social media: Twitter, Instagram  
or LinkedIn.

Please note that for any complaints 
received via social media, staff will 
contact the individual directly, but not 
via social media, to discuss the situation. 

We will adapt our normal policies, 
procedures, or processes to 
accommodate an individual’s needs  
as much as possible, where reasonable 
to do so. 

Complaints performance  
at Sutton Housing Society
Between April and September 2020, 
we received one complaint and five 
expressions of dissatisfaction (now 
called service request: pre-complaint 
from 1 September 2020). 

The complaint related to ongoing  
anti-social behaviour. The complaint  
was responded to quickly and the  
individual’s situation addressed. The  
anti-social behaviour is on-going and 
being managed by the Housing team. 

Four of the five expressions of 
dissatisfaction related to the  
service contracts at our schemes – 
cleaning (1), grounds maintenance  
(1) and window cleaning (2).  
These were all addressed and  
resolved. The remaining  
expression of dissatisfaction  
related to a contractor who  
was rude to a resident; again  
this was addressed quickly. 

An expression of 
dissatisfaction, however 
made, about the standard 
of service, actions or lack of 
action by the organisation,  
its own staff, or those acting 
on its behalf, affecting an 
individual resident or  
group of residents.

 
DEFINITION OF A  
COMPLAINT, FROM  
1 SEPTEMBER 2020

GLYNIS GATENBY,  
OPERATIONS DIRECTOR  
(AND COMPLAINTS OFFICER).
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Resident engagement updates
Together with Tenants 
initiative
The small working party has been 
considering the ‘tenants charter’ and what 
is suitable for Sutton Housing Society 
residents. The working party is made up of 
volunteers from three schemes – Norman 
House, Peppermint Court and Trickett 
House. This project started a little later 
than planned due to the pandemic and will 
take longer to complete due to the Covid 
restrictions but once drafted, the new 
charter will be shared with residents.

 
 

Together with Tenants aims to address 
concerns and to create a stronger, more 
balanced relationship between social 
landlords and their tenants/residents.

The group plans to meet three more times 
before sharing their recommendations  
with the HOC for their feedback, ahead  
of sharing with all residents in the spring. 

STAR survey
In the last edition of Sutton Scoop, we 
advised that the STAR (Satisfaction of 
Tenants And Residents) survey was to 
be carried out in the autumn. Following 
discussions with the company that manage 
the survey on our behalf, we decided to 
postpone this and it is now planned to  
take place in April/May next year. 

The reason for this delay is that we felt 
the pandemic could influence our results, 
positively and negatively; we wanted to have 
a true reflection of the organisation and felt 
that it would therefore be prudent to wait  
a few months when, hopefully, things will  
be a little calmer. 

For instance, we have received a lot of 
compliments and thank yous from many 
residents for the support, the regular 
telephone contact, the events put on in the 
garden etc that took place during lockdown. 
This could, potentially, have increased our 
satisfaction rate; conversely as some repairs 
had to be delayed due to the lockdown, 
this could have negatively impacted our 
satisfaction results.

Housing Operations 
Committee (HOC)
The HOC is a sub-committee of the 
management board with a focus on 
operational matters that directly impact 
on residents. The HOC meets quarterly 
with staff, residents and Board members 
discussing a variety of operational matters 
such as development matters, performance, 
equalities issues and approving operational 
policies.

Sadly, we said a fond farewell to two long-
standing members of the committee, Dot 
Allen and Valerie Rollason as they retired. 
They were both diligent in their attendance 
at the HOC and provided balanced feedback 
– they will be greatly missed. Dot and 
Valerie continue to be involved with Sutton 
Housing Society and are an active part of 
the Together with Tenants work.

We are pleased to welcome two new 
members to the HOC, both of whom 
coincidently live at Thomas House. Dave 
joined formerly in October this year after 
observing at the July meeting, whilst 
Maureen was an observer at the October 
meeting and now intends to become a 
member at the January HOC meeting. 

The Board receives copies of the minutes 
and feedback at each Board meeting  
about the HOC. 

If you are interested in finding out more 
about the HOC, please contact Glynis  
on 020 8642 1500. 

Sutton Housing Society Christmas opening times
Monday 21 December 9am – 5pm

Tuesday 22 December 9am – 5pm

Wednesday 23 December 9am – 5pm

Christmas Eve (Thursday) 9am – 3pm

Christmas Day (Friday) Closed

Boxing Day (Monday) Closed

Tuesday 29 December Closed

Wednesday 30 December Closed

Thursday 31 December Closed

New Year’s Day (Friday) Closed

Monday 4 January 9am – 5pm

When the office is closed, please ring 0300 369 0586 to report an emergency repair.
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Staff news: movers, changes and news
Despite the Covid-19 pandemic, we did not furlough any staff, all staff were kept occupied either working from 
home, from Pat Shaw House and/or at our various schemes. No staff have left us since January.

STARTERS 
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CHANGES STAFF AWAY DAY

On 5 October 2020 we 
welcomed Xavier Pamment, 
our new ICT Assistant. Xavier’s 
role is to assist Stacey with 
our ICT service, IT related 
projects and our resident digital 
inclusion programme. Xavier 
will be out and about at the 
schemes soon, helping at Wi-Fi 
cafés and IT events.

We have also recruited Isobel 
Farr as Property Apprentice. 
Isobel works directly to Michael 
Kilkelly and is learning about 
all aspects of the maintenance 
service. Isobel is currently 
focussed on day to day repairs 
and customer service to our 
residents. 

Stacey Smither has become 
the line manager to the new ICT 
Assistant apprentice, Xavier.

All staff are to attend a virtual 
away day on 9 December 2020. 
This is an opportunity for the 
whole team to discuss our work 
priorities, learn about specific 
projects and influence the work 
of the organisation. 

The office will be closed until 
2pm and all calls transferred 
to the Mole Valley team that 
manage our out of hours calls. 
They will contact staff in the 
event of an emergency.

HomeSwapper
If you are looking to move home, a mutual exchange may 
be an easier and quicker option for you. Sutton Housing 
Society is part of HomeSwapper, the UK’s biggest 
mutual exchange service for social housing tenants. 
HomeSwapper has over 200,000 homes listed – it’s an 
easy to use service with a free app to download, with 
help and support available. 

A mutual exchange is a home 
swap between (usually) two 
social housing tenants. It can 
happen for many reasons, 
such as needing more (or 
less) space, moving for work 
or to be closer to family. It’s 
a great option for social 
housing tenants who can’t 
access or don’t want to wait 
for the normal allocation 
process. 

It gives you more control 
and means you’re able to 
choose a home that suits 
your needs in a place you 
want to live.

Visit the website for more 
information:  
www.homeswapper.co.uk

If you have any queries, 
please contact your 
Community Housing 
Officer, Lise or Lauren. 

Resident 
friendly 
fire risk 
assessments

IF YOU WOULD LIKE TO SEE THE FULL RISK ASSESSMENT, PLEASE CONTACT MICHAEL KILKELLY ON 020 8661 5895 SUMMARY INFORMATION PROVIDED BY DELCO

MUST DO
No actions required.  

SHOULD DO
It is recommended that a replacement notice board is installed, 
which incorporates a cover which achieves class 0 in respect of 
the surface spread of flame as defined in BS 476. 

Materials used in the construction of balconies/escape routes 
should not promote fire spread where there is potential a risk  
to life.

Ease and adjust the fire doors throughout where required so 
that they form a flush seal within the frame when self-closing.

The emergency lighting system should be subject to monthly 
activation tests and annual three hour tests, in accordance with 
British Standard 5266-1.

Review the smoke ventilation arrangements throughout.

An arrangement to inspect and maintain the dry riser system  
in accordance with BS 9990 should be maintained.

Ensure that an accurate, fully completed Fire Action Notice  
is displayed at the main entrance to the property. 

COULD DO
The services routed out of the ground floor electrical intake 
cupboard should be suitably fire stopped using third party 
certificated products.

The gaps around the door frame to the AOV cupboard should 
be suitably sealed using third party certificated products.

Consider connecting the fire alarm system to a remote 
monitoring centre.

Mandatory ‘Fire Escape – Keep Clear’ signs should be displayed 
on the external sides of the alternative fire exit doors from the 
common areas.

Peppermint Court
Assessment of fire risks and recommended actions: summary
INSPECTION: MAY 2020 A SUMMARY OF THE RECOMMENDATIONS SET OUT WITHIN SECTION C TO THE REPORT ASSESSMENT OF IDENTIFIED RISKS AND RECOMMENDED ACTIONS

Resident friendly fire risk assessments are now  
available for individual blocks. These can be found  
at www.suttonhousingsociety.org.uk, or you can  
ask a member of the team for a copy.

Check your 
tumble dryer
Sadly, in September, there was a fire 
in one of our general needs homes, 
injuring the occupier and causing  
a lot of damage to the property.  
The fire is thought to have started  
in the resident’s own tumble drier.

This fire acts as a stark reminder to all residents – if you have a 
tumble drier, please ensure that it is regularly maintained and the fluff 
removed from the filter after each use. This includes those residents 
who use the communal laundries at our older people schemes. 



Ways to pay your rent

Direct Debit
The easiest and most worry-free way 
for all residents 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 following dates: 1st, 8th, 15th and 
22nd of each month.

Direct Debit payers are covered by the 
Direct Debit Guarantee and can cancel 
at any time by contacting their bank.

Allpay rent payment card
This method allows you to choose 
when to pay. You apply to SHS for a 
card and can pay by:

• Cash – at the Post Office or 
anywhere displaying a PayPoint sign.

• The Post Office also accepts debit 
card and cheque payments.

• By debit card from your bank 
account – with your Allpay card,  
by phone, online or using the  
Allpay payment app; which is  
free to download. 

T: 08445 578 320 
www.allpay.net 

 
 
The Allpay rent payment card has no 
monetary value and Allpay.net Limited 
has no record of account balances. 

All queries should be directed to the 
Housing Team on 020 8915 2951.

Lise Mellors 
Community Housing Officer  
T: 020 8915 2954 
M: 07710 725 205 
E: lise.mellors@shsoc.org.uk 

Lauren Durand 
Community Housing Officer  
T: 020 8915 2955 
M: 07714 229 866 
E: lauren.durand@shsoc.org.uk

Easy ways to pay
If you are experiencing problems with paying your rent, 
please speak to Lise or Lauren, your Community Housing 
Officer as soon as possible. They are here to help and will 
provide practical assistance and advice on what support 
may be available to you. Remember, don’t miss your rent 
payments, or you risk losing your home. 

www.suttonhousingsociety.org.uk

Sutton Housing Society 
Head Office 
Pat Shaw House, 13-19 Ventnor Road  
Sutton, Surrey, SM2 6AQ

Tel: 020 8642 1500  
Email: hello@shsoc.org.uk

Got some news you’d like to share? Please get in touch!

Sutton Scoop Winter 2020
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