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 ASB case managemer vsten ntegratec
©  Specialist regional ASB officers (March 25)

© New SH ASB and Good Neighbourhood Management(GNM) procedure went live
(June 25).
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Background to the ASB Service Review ¢ "
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Merger: different ASB service offer WV 4

N
P49 HOS inspection - (ASB) not using RAM'’s sufficiently to identify “‘v'
additional support needed

o HOS Spotlight on Noise — expectation on I/lords to be more joined up
in preventing ASB

= o Need to improve ASB performance reporting
o Increasingly complex work area

-~ o ASB & GNM procedures co-created by colleagues & residents and
: supported by Service Improvement team

Service Review tasks included:

(i) process mapping of existing ASB service ‘
(i) workshops of colleagues throughout process to understand service

pain points
(i) ideation sessions for potential solutions N

(iv) Development of triaging tool "




Southern Housing _

ASB Profile (24 /25)

ASB Case Category Description Count of ASB Case

Verbal Abuse/Intimidation/Harassmen 25
Noise |  22%
Other Criminal Behaviour [  14%
Drugs/Substance misuse/DrugDealing |  11%
Other Physical Violence 9%
Misuse of CommunalAreas [ 5%
Pets and Animal Nuisance 3%
Vandalism and DamagetoProperty [ 3%
HateRelated [ 3%
AlcoholRelated [ 1%

arden Nuisance I

0 vs 33% in FY25

years

< They accounted for 47% ASB
reports & only 33% SH resident
population.

0 vs 35% in FY25
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Resident feedback themes — perspectives j‘"‘ﬁ N
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Doesn't feel
the impact on
neighbours
has been
taken seriously

Complainants
/ Victims feel
unsupported

Would like us
(SH) not to
'minimise our

bi ypatet when the prpetatorhdetal health issues
o Residents felt we sometimes pass them onto other organisations or
authorities

o Residents wanted to be visited so they feel we are taking their case
seriously.




Resident feedback themes — communication

< If they don’t get through to the right person, it takes up
the time of the call centre trying to answer a query
where they don’t have good enough information or
passing on requests to get back to the resident.

lismissed
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} I'd like a phone call
a complaint or even email
weekly. It's
happening more
than once a week.
It's happening more
often.

Only updated when
she contacted
someone or
BlESICRCS  Communication
Housing Manager.
Got the odd email.

Complained to both
HM and Reached out to
HM'manager. First housing officer
contacted through but was fobbed
service centre ar\q off and passed
was then given HM's ;
from pillar to

details
post.

First conta.ct.ed Not sure wh
hv. emailine




Summary of ASB changes gauy
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v" Provided clearer reporting lines for residents: All ASB reports to ASB team ‘

v" Initial info taken at front door; full assessment (RAM and Action Plan by local A Av
team)

v New ASB & GNM P & P’s procedures integrated HOS learning / resident H
feedback

v Rollout — over 600 staff throughout ASB process

v' HOS Spotlight report recommendations: all completed except STAIRS readiness

and system changes




HOS Spotlight on Noise report oY
. Key points SOUTHERN
32 wide ranging recommendations <u“§v¥4

Key recommendation: have a P&P in place to deal with non-ASB
nuisance i.e. Good Neighbourhood Management (GNM) procedure

Triage tool to decide whether to deal with a noise report through the
ASB or GNM procedure

Set out in Policy where certain actions may or may not be suitable
e.g. when to use Good Neighbour Agreements or mediation
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ASB / GNM Triaging tool
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riaging tool has been used to justify referring case to
another team & support better team working

Key indicators handling via GNM:

* Intentionality

« Length of time problems have been occurring
* Impact on person reporting issue




Progress review
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v’ Limitations of GNM (won’t resolve all cases)

v' Doesn’t automatically escalate into ASB if not resolved

v" Interaction with unreasonable behaviour where complaints repeatedly /persistently
reported.
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Progress review
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v' System changes to identify a ‘property prone to noise’ is taking time '
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Future challenges Y
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