
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
  

Grapevine 
July 2025 

Community 

matters 
 



 

 
 
 
 
  

A note from our CEO 

I’m delighted to introduce myself as SHAL’s new CEO. Having been in the 
role for two months, I’ve already had the chance to meet some of you 
and learn more about our community—its strengths, challenges, and the 
things that matter most to you. 
 
My Priorities 
My focus is simple: to ensure we provide safe, affordable, and well-
maintained homes while giving you a great service. I’m committed to: 

• Listening to your feedback and concerns. 
• Improving services and communication. 
• Working with the team to address any ongoing issues. 

 
What to Expect 
Over the coming months, I’ll be getting to know more of you and 
understanding how we can make SHAL even better. I’ll also keep you 
updated on our plans and progress. 
 
Get in Touch 
Your input is invaluable— later this year, we will be surveying all of you to 
find out what you think of the services we provide and what your priorities 
are.  
Please take the time to answer these questions, if you can. I’m really 
keen to know what you think of the services we provide you, and how they 
can be improved. 
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Here to help 

The Rainbow Fund 
 
Are you experiencing financial hardship?   
 
SHAL has a fund available to help. You may be eligible for a  
one-off payment for things like essential white goods and 
 furniture, food and utilities. 
 
Applications can only be made after we’ve completed an  
income and expenditure form and benefit entitlement check  
with you. We may refer you to other assistance schemes before  
awarding a grant from the Rainbow Fund. All applications will be  
considered in line with the Rainbow Fund policy and applications are limited to one 
per year. 
 
Please get in touch if you’re struggling financially and we can talk you through the 
application process.   
 
Text WHO to 07984 355553 to get your Housing Officer’s contact details or call us on 
01278 444344. 
 

Rainbow 

Fund 

We’re here to help 

 

 

01278 444344 
(including out of hours) 

 

07984 355553 
(text only) 

 
Crypton House, Bristol Road, 
Bridgwater, TA6 4SY 

 
information@shal.org  

 
www.shal.org 

f @shalhousing  

Our text service 

 
You can access information and services by 
sending a text to 07984 355553: 
 
ASB (plus a message) to report anti-social 
behaviour; 
BAL to get your latest balance; 
CARD to order a new PayPoint card;  
DD to set up or amend a direct debit;  
PAY to find out how you can pay your rent; 
REF to get your Payment Reference Number for 
allpay; 
RENTS (plus a message) to talk to your Housing 
Officer; 
REPAIR (plus a message) to report a repair; 
UC to get all the tenancy information you need to 
claim Universal Credit; 
WHO to get your Housing Officer’s details 
TEXT to get all these options in a text message 

http://www.shal.org/
https://www.facebook.com/shalhousing
https://www.facebook.com/shalhousing


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
  

House & home 

Changes to the Law 

In October, Awaab’s Law will come into effect for social landlords. The Law changes the 
way hazards and risks in homes have to be responded to. 
 
The law means tenants can hold landlords to account if they do not respond to hazards 
and risks in the home. This includes things like damp and mould, and other health and 
safety hazards. It means we will be held to strict timescales for responding to issues, 
and can be reported to the Regulator of Social Housing if we do not meet these 
timescales. 
 
What this means for working together 

Every time a member of the SHAL team visits your home, we will need to look out for 
hazards and risks. If we see something, we will need to record this, so that we can fix 
the issue. It is our responsibility to identify and address hazards in the home. 
 
This will not change the way we support you. It means all our SHAL team will be paying 
attention to more things in your home. It does not mean we will judge how you live in 
your home. 
 
When you report a repair, we will ask for more information about you and your 
household. This will help us to understand how the risk is affecting people in the home. 
 
We will have to address all emergency hazards and all significant damp and mould 
hazards that pose an immediate risk to health within 24 hours of becoming aware of 
them. We already respond in this way to emergency hazards, so you can be confident 
nothing will change. 
 

• If we are not sure if the hazard is an emergency, we need to investigate this within 
10 working days of becoming aware of them.  

• We then have to provide a report of this investigation to you within 3 working days, 
and begin works within 5 working days. 

• If it is not possible to start and complete the work within 5 working days, it must 
be done as soon as possible, and work must be physically started within 12 
weeks. 

 
If we can’t fix the issue within these time frames, we will work with you to find 
somewhere else for you to stay while the work is done. 
 
 
Questions 

If you have any questions about what this means for you, we want to hear them. You can 
email reception@shal.org or call us on 01278 444344.  

mailto:reception@shal.org


 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

Team spotlight - Housing 

Every member of our Housing team has completed training in trauma-informed engagement, 
restorative practice, and understanding and supporting autistic people. This training helps the 
team to work with tenants in a supportive and understanding way. 
 
 

 
Lee, Housing Manager and Complaints Officer 
Lee works alongside our Housing Officers to support 
tenants in managing their homes and sustaining their 
tenancies. He is the Safeguarding Lead for SHAL. 
 

Jackie, Housing Officer and Health & Disability 
Specialist 

Jackie has more than 20 years’ experience in social 
housing. She has advanced child protection training 

and is our Deputy Safeguarding Lead. 
Jackie also has training in neurodiversity in ageing 

adults. She is always learning about health conditions, 
making sure we can provide the best support possible. 

Nicola, Housing Officer and Financial Inclusion 
Specialist 
Nicola has been with SHAL since 2013. Before this 
she worked in benefits, and she brings this 
experience to SHAL as our financial inclusion 
specialist. Nicola makes sure tenants receive the 
right benefits to maximise their income.  

Chloe, Housing Support Officer 
Chloe joined SHAL in April 2025 as maternity cover. She deals with 
queries over the phone and by email. Chloe supports our Housing 
Officers with new tenant sign ups, mutual exchanges and moving 
tenants in. She also helps with confirming important information 
like Universal Credit. 

Colette, Housing Officer and Anti-social Behaviour 
Specialist 

Colette has been a Housing Officer with SHAL for 6 years. 
Prior to this, she worked for the Avon & Somerset Police. 

Colette brings this experience to her anti-social behaviour 
(ASB) specialist role, working with tenants to make sure 

everyone feels happy and safe in their homes. 



 

 

 
  

Community & neighbourhood 

Rural Housing Week 

7th – 11th July was Rural Housing Week. This week highlights the benefits of 
affordable housing in rural communities. This is something that all of us at SHAL 
are very passionate about! 
 
This year we celebrated by hosting a small community event for residents in 
Watchet. 5 new SHAL homes also completed here on the 11th July, so the timing 
was perfect! We had an ice cream truck, activities for children and goody bags for 
residents. SHAL tenants told us what it was like to live in the Watchet community 
and what else they would like to see from us.  
 

 
 

 
 
 

SHAL CEO, Simon Anderson and Hannah Cook, 
Somerset Council 

New homes visit 

In March, SHAL partnered with EG 
Carter to start building 14 new 
homes in Woolavington. The homes 
will be affordable to run, with good 
insulation, air source heat pumps 
and solar panels. 
 
In July, members of our Asset and 
Development Committee visited the 
site with Homes England. The team 
got to see the progress being made 
on the homes and meet members of 
the construction team. It was a 
positive visit and we are all excited 
to see the final result!  

 
 

 

One of the new 2 bedroom flats in Watchet 
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And finally… 

Tell us what you think 
 
If you have time, please tell us your thoughts and feedback about the newsletter. 
If you received this newsletter in the post you should have a paper copy of the 
feedback survey, and if you got this by email you can click on this link 
https://www.smartsurvey.co.uk/s/ADUVRD/ to access the survey. 
 
Everyone who completes the survey will enter into a prize draw to win a treat 
hamper!  
 
Please complete the survey before 29th August 2025 for your chance to win. 
 
Our last winner received a hand-delivered hamper full of treats. The next one 
could be yours! 
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https://www.smartsurvey.co.uk/s/ADUVRD/

