
The ASB conference 2026

Southern Housing (SH) : ASB Service Improvement 
Colin Lydon (Corporate Lead –ASB)

• Implementing Housing Ombudsman ‘Spotlight on Noise’ 

recommendations

• Co-creating ASB service improvements with residents and 

colleagues



Who are Southern Housing?

We’re one of the largest housing providers in the UK

Over 80,000 homes across London, the South East, the Isle of Wight and the 
Midlands 

Over 167,000 residents

Corp target: C1 rating in consumer standards (2028)

ASB background

ASB case management systems integrated (March 25)

Specialist regional ASB officers (March 25)

New SH ASB and Good Neighbourhood Management(GNM) procedure went live 
(June 25).

Formed in December 2022 via a 

merger between Optivo and 

Southern Housing Group  
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Background to the ASB Service Review 
Merger: different ASB service offer

P49 HOS inspection  - (ASB) not using RAM’s sufficiently to identify 
additional support needed  

HOS Spotlight on Noise – expectation on l/lords to be more joined up 
in preventing ASB

Need to improve ASB performance reporting  

Increasingly complex work area

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 

(ii) workshops of colleagues throughout process to understand service 
pain points 

(iii) ideation sessions for potential solutions

(iv) Development of triaging tool

 



Southern Housing 

ASB Profile (24 /25)

1534 new ASB cases

Received from 2% SH residents

Reporting broadly 
proportionate to SH population 
(e.g. by age, ethnicity, gender, 
region)

ASB disproportionately 
reported by newer residents <6 
years

They accounted for 47% ASB 
reports & only 33% SH resident 
population.
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ASB Case Category Description Count of ASB Case 

Verbal Abuse/Intimidation/Harassment 25%

Noise 22%

Other Criminal Behaviour 14%

Drugs/Substance misuse/Drug Dealing 11%

Other Physical Violence 9%

Misuse of Communal Areas 5%

Pets and Animal Nuisance 3%

Vandalism and Damage to Property 3%

Hate Related 3%

Litter/Rubbish/Fly Tipping 2%

Alcohol Related 1%

Garden Nuisance 1%

Nuisance from Vehicles 1%

Clear action plan?

51% vs 23% in FY25

We kept you 

informed

55% vs 33% in FY25

We did what we 

said we would

57% vs 37% in FY25

Listened, learnt 

and put things right

46% vs 35% in FY25



Residents with additional needs who are the victims of ASB can be 
more highly impacted than those without 

Victims of ASB often felt they weren’t being supported or taken 
seriously

It was sometimes felt the focus was on the other party rather than the 
victim

Residents who complained about ASB and were told what they were 
experiencing wasn’t ASB felt their lived experience was being 
dismissed

Residents who reported ASB felt they were being told they weren’t 
being sympathetic when the perpetrator had mental health issues

Residents felt we sometimes pass them onto other organisations or 
authorities

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

Resident feedback themes – perspectives



Residents felt they had to repeatedly tell people about 

ASB before they were listened to

They need to be clear about when they are talking to a 

Southern employee and when we start an ASB 

investigation

Residents want to be updated regularly about their ASB 

case and if they aren’t they will chase us. This annoys 

the resident and takes up our time

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.  

Resident feedback themes – communication



Summary of  ASB changes    

✓ Corporate Lead role created  

✓ Focus on reporting on service standards and risk identified e.g. RAMs

RAMs

✓ Procedure and training gave clear guidance on RAMs and why we use them

✓ Using RAMs to identify and offer additional support

✓ Learning from HOS: more specific on RAM use

✓ We set out when we complete RAMs and when we won’t (e.g. police /3rd party 

reports)

✓ How often they’ll be reviewed

✓ Circumstances when a new RAM’s needed (e.g. noise escalates to threats / 

decline in complainant’s wellbeing )

✓ Checklist of support options to choose from if high RAM score

Other changes

✓ Provided clearer reporting lines for residents: All ASB reports to ASB team

✓ Initial info taken at front door; full assessment (RAM and Action Plan by local 

team)

✓ New ASB & GNM P & P’s procedures integrated HOS learning / resident 

feedback 

✓ Rollout – over 600 staff throughout ASB process

✓ HOS Spotlight report recommendations: all completed except STAIRS readiness 

and system changes



HOS Spotlight on Noise report

 : Key points
32 wide ranging recommendations

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

Identify those properties prone to noise

Consider mitigations when allocating properties with previous noise 
reports

Registered Providers have a duty to publish Board approved annual 
statements on progress towards all HOS Spotlight reports  



ASB / GNM Triaging tool 
• Co-created with front door and case handling teams

• Set of questions guide front door team to determine correct 

procedure to use (either ASB or GNM)

• Front door teams deal with full range of enquiries, often 

during same call

• Difficult to assess whether incident should be GNM or ASB 

(tend to record it as ASB)

• Residents will usually class their report as ASB 

• So we need to decide on procedure to use and explain why

• If report includes a type of ASB (e.g. violence, threats, drug 

dealing, harassment) call handler directed to leave triaging 

tool & deal with as ASB 

• If all questions in triaging tool asked, report is dealt with via 

GNM  

• Triaging 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

Successes

✓ Leadership focus on RAM KPI = game changer

✓ 5 months of 100% RAM compliance

✓ Improved % open ASB with case reviews (44% March 26; target 25%)

Challenges /observations

✓ Inconsistencies where service not delivered by specialist ASB team 

✓ Resident on-line reporting: Non ASB issues frequently reported – admin resource heavy

✓ Approximately 20% new ASB cases not new ASB cases (either GNM /duplicates or not 

either ASB / GNM e.g. litter / parking / dog mess / repairs)

✓ Constraints of current CRM ASB module 

✓ Need to improve triaging resources (ASB v GNM) 

✓ Limitations of GNM (won’t resolve all cases)

✓ Doesn’t automatically escalate into ASB if not resolved

✓ Interaction with unreasonable behaviour where complaints repeatedly /persistently 

reported. 



Progress review

Challenges / observations

✓ GNM hasn’t yet resulted in an expected increase in mediation referrals

✓ However, all referrals to one mediation provider were from HO team (before GNM most 

referrals were from ASB team)

✓ No case management module for GNM; difficult to measure performance against service 

standards or interventions used

✓ Case reviews / quality assurance 

✓ GNM would’ve benefited with suite of template letters at launch

✓ Challenges around amending allocations based on a property’s poor noise reduction 

credentials

✓ System changes to identify a ‘property prone to noise’ is taking time

 



Future challenges

Achieving consistency across all service areas

Improving triaging resources

Improving ASB case management system

Complexity of most serious cases e.g. cuckooing

Responding to cannabis reporting

Preparing for Housing Association closure order powers
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