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Report Purpose 
 
We know that our Anti- social behaviour (ASB) service needs improvement and have started having 
discussions around identifying improvement opportunities and will work with all areas of the 
business to implement change.  This all comes from the commitment to continuing to improve this 
service for residents.   
 
We invited residents interested in Service improvements and our customer ASB steering working 
group to review the pages and the booklet/leaflet available on our website to provide feedback on 
how easy it is to report Anti- Social Behaviour to us. 

Consultation Themes 
 
The themes were to ensure that the ASB page and digital booklet provided residents with clear, 
easy to understand information on how to report ASB to us. Other themes included: 
 
1. Need for change 
2. Better ASB support 
3. Visibility  
4. Accessibility 
 

Consultation Methodology 
 
This report sets out the findings of the website and digital booklet/leaflet review undertaken by our 
involved residents. 
 
These residents were sent an invitation to be involved via online, email and post. They were asked 
to give their feedback either by completing an online or paper survey. They were also given the 
choice to complete the survey over the phone with the Customer Involvement Officer. Residents 
that completed the survey came from the following regions: 
 
North: 4   
South (Incl. the Isle of Wight): 5 
Sheltered:1 
Supported 1 
 
There were open questions used and residents were free to provide as much or as little feedback as 
they felt comfortable to. This is reflected on the feedback we received for example we only have 
region information available for 11 of the 18 residents because it was the resident’s choice to 
provide details that helped us to identify this. This also affected the resident profiles and feedback 
on the leaflet/booklet as well as the case scenarios. All 18 residents answered questions on the 
webpages. 
 
The questions aimed to find out the accessibility and quality of current information and support 
available for residents in the Southern Housing Group (the group) website and digital leaflet/booklet. 
The survey also had two case scenarios that asked residents if they would know what to do if they 
followed the information on the website and/or the leaflet/booklet. 
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Answers will be referred to during the production of this report. 
 
The Customer Involvement team were responsible for the design, co-ordination and delivery of the 
review and report findings to the ASB service improvement group. 
 
In line with standard research practice, and due to the numbers of residents involved, the findings of 
this review group cannot be viewed as providing representative feedback on the views of all the 
Group’s residents. These results do provide an insight into the views and opinions of residents. 
 

Respondent profile 
 
103 residents were offered the opportunity to participate with 18 residents responding; via survey 
monkey and email.   
 

Age Range (Only 9 of the 11 residents we could identify had age information on Customer 

Dynamics (CD) 
 

16-24 25-34 35-44 
 
 

45-54 
 

4 

55-59 
 

1 

60-64 
 

1 

65-74 
 

3 

75+ 
 

 
Six were male and five were female. Other respondents did not provide details that could help us 
identify their gender. There were no other gender groups.  
 
Of those who provided feedback and could be identified, none had additional needs. Five identified 
as White British and the other six did not have ethnicity information available in CD.  Nine of these 
residents are tenants and 2 are shared owners. 

Consultation findings 
 

ASB website pages feedback  
 
1. Is the information easy to find?  
 
12 yes 6 no  
 
Comments: 

• Easy to find if you know where to look in the first place 

• I managed to find by searching for ASB. Nothing obvious on the main welcome page 

• Not that difficult although I had to look under quite a few tabs to find it! 

• The website etc is confusing for those of us with multi impairments including memory loss.  

• As it is on the computer it is confusing to find and not everyone has or can afford a PC 

• I've clicked No because I initially went to Google and searched SHG and Anti-Social 

Behaviour and this document came up 

https://www.shgroup.org.uk/media/507798/casileaflet_final_internal.pdf  which differs to the 

actual website information.   A resident might do either when urgently seeking help regarding 
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this issue.   Within the Website ASB page there is a link to the document link previously 

mentioned here and has different wording. 

• I had to use the Search box to search for ASB - I couldn't find it from the general menus. 

• As I entered the main web site it was not visible, so I attempted to enter the word Anti-Social 

behaviour in the search area which came up with an error message, which is not helpful.  I 

finally found it under the heading ‘Your Home’.  

I suggest the following: 
 

a) The search facility to be updated so the word Anti-Social Behaviour can be recognised 
by the search facility. 

 
b) To include a direct link at the bottom of the webpage under the section ‘Customers’ 
where you also have ‘Domestic Abuse and Information for Leaseholders’. " 
 

• I googled anti-social behaviour southern housing group and yes it came up. 

 

2. Does this give you an understanding of what Anti- Social behaviour is? 
 
16 yes 2 no 
 
Comments: 
 

• Clear - what it is and what it isn't! 

• I know what antisocial behaviour is anyway 

• I understand exactly what Anti-Social behaviour is, because my family is experiencing ASB 

which has been ongoing for a number of years. 

• Gives an idea of what is not ASB. 

• Only Partially.   The Group is aware itself that there needs to be changes.  It's unclear in 

completing this survey on line if you are wanting feedback here as to what would make this a 

Yes answer or if those questions are further on. 

• The information seems clear. 

3. Do you agree with what the group consider to be Anti-Social Behaviour? 
 
16 yes 2 no 
 
Comments: 

• Balance between normal low-level disturbance and targeted or persistent disturbance. 

• I don’t remember what that was now. 

• I have answered yes to this question, but I will also answer no, because I feel whatever a 

tenant is going through, should be taken seriously, I believe it is taken as a trivial complaint, 

giving the tenant dishing out the ASB the upper hand. 

• Logical 
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• In Part Yes.   But a potential lack of awareness/education within the Resident Community 

and The Group around Implicit or Unconscious Bias within all areas of 

discrimination/abuse/hate anti-social behaviour can be potentially avoided if there is 

education/induction on these issues - there are simple tests that can be taken before a 

resident can take up a tenancy or a Group member be involved in this type of work.  There 

are also some vagueness’s around personal differences, different lifestyles (which could also 

be explained by cultural differences).  I am White in ethnicity so don't feel able to explain fully 

about how it feels to be Black but would be willing to have those inequalities shared within 

this document along with videos.   So, I'm hoping there is some seeking of feedback from 

within our Resident Community, The Groups employees and Black Lives Matters groups etc.  

To make this a more updated and pertinent and accessible in more formats information 

sharing to each all sectors of our community. 

• It covers everything from irritants to physical and mental abuse.  There were examples that I 

wouldn't have thought of! 

• Anything that where neighbours are causing problems for other neighbours. Confliction and 

trouble. 

• The information provided by the group appears to cover its perspective on ASB in a concise 

way. 

• Going by experience it seems fair and currently can't think of things to add. 

 
4. Are you clear on how you can help us deal with Anti-Social behaviour? 
 
16 yes 2 no 
 
Comments: 
 

• However, the problems don’t get dealt with. 

• I’ve always reported antisocial behaviour, but nothing ever gets done 

• My family has been at the receiving end of ASB from another tenant for over 8 years, I have 

to say Southern Housing has put certain things in place to stop this behaviour, but so far 

nothing has stopped this tenant, so to tell the truth I am fed up of keeping records of 

incidents. 

• Report swiftly with as much info as possible. 

• If this means reporting and interacting with SHG representatives until the problem is solved. 

• Giving as much information as possible etc, reporting to police etc. 

• I think - Deal with - is an interesting way of asking this - perhaps we could say - address -. 

manage?  But with regards to options, to address and manage I think the steps of reporting, 

evidencing, options commencing with speaking to a neighbour (if possible) etc are clear.     

5. Are you clear on how you would report Anti-Social behaviour to us or your local authority? 
 
17 yes 1 no 
 
Comments: 

mailto:Resident.Involvement2@shgroup.org.uk


7 | P a g e  

 
 
 

 

 

Resident.Involvement2@shgroup.org.uk 
 

 

• The leaflet needs to contain the relevant customer service number. Not just refer back to 

website for local numbers.  

• I have to say that after 8 years, where SHG, Managers, Housing services manager, police 

and Injunction being put in place, I am clear on how to report ASB. 

• Ring service centre. 

• The information is generic across the Group.  On the website there is a Report Button for 

contacting the Group.  Surely it is possible to do additional links more geographically linked 

to the relevant authorities, agencies etc.  and a different contact page for the downloaded 

document again with geographic local contact points. 

• Once I had found the appropriate pages, the Report It button covered what was needed. 

• The website and booklet explain this clearly under ‘How can we help’. 

• Call service centre and call police for ref number etc. 

6. Are you clear on how we tackle Anti-Social behaviour? 
 
16 yes 2 no 
 
Comments: 

• You don’t deal with it. 

• I have learnt not to make the situation worse by retaliating, report incidents to the Authorities 

who will/should take appropriate action. 

• You investigate and take any appropriate action. 

• Yes, it's Police First etc. etc. etc. in the downloaded document.   Of course, there will be 

some instances when the Police will be the first point of call.  But as our Police, unless there 

is an actual crime being committed or there is risk to life or property, they generally police by 

consent.    I feel that by starting with the Police you are making it a hard hit, which in some 

cases might be pertinent but if we want to make a permanent shift in 

consciousness/behaviour to act sociably - made the emphasis should be a move towards 

being socially responsible residents.   There are many examples of how this has worked 

within communities sometimes with one person leading, or with groups taking the initiative.   

Perhaps the Group could consider this.... if it hasn't already implemented such schemes.   

• I read your policy document which makes it very clear. 

• The information on the site is different in reality so no it's not clear. Told smoking drug/selling 

drugs etc was NOT antisocial and had to show copies of your policy before it was finally 

acknowledged. You say you give help and advice, work with us to stop it and everyone 

should feel safe in their home etc, dedicated person (officer) to handle case, contact every 2 

weeks to make sure you're ok, an action plan and copy of it etc. THIS IS NOT THE CASE AT 

ALL. Handed in many reference numbers from the police over many months, do not get any 

of it- service centre is good but then it fails big time. Service centre normally says 5-7 days to 

hear back, yet hear nothing, this portrays/proves you don't care, then after fighting for a 

response after months of hearing nothing, the information is INCORRECT and GUESS 

WORK/OPINIONS from SHG witnesses to the smell, SHG listen to their employees GUESS 

WORK instead if listening to the facts even when witnesses are community wardens and 
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police/police reference numbers. When you try to log a complaint it just goes back to the 

person that is failing or gave incorrect information- it’s circle that achieves nothing. So, all the 

hard work the tenant is doing is going to waste. We feel let down by SHG and yes, it's 

affecting our lives. Why don't you go by your own policy? 

7. What improvements do you think could be made? 
 
Comments: 
 

• The whole process should move at a faster pace. 

• Include relevant case studies of what help can be provided.  

• Act immediately instead of waiting months. Or not bothering to do anything till rent is owed. 

• It seems quite comprehensive. 

• Dealing with a case early.  

• The only improvement I think could be made is to have the booklet available in different 

languages, as there are parts of the community that may find it difficult to read English. 

• Listen to local residents then act on the information they give you along with their 

suggestions of what’s needed in their area. 

• To tell the truth I am not sure, as I am going through a terrible time at the moment, SHG 

should do as they say and take ASB seriously. 

• Stop using the computer. Use notice boards or send letters so everyone is treated equally 

and so everyone is informed and not just the rich who can afford a PC. 

• I've covered some improvements in previous feedback to all the questions previous to this. 

• I like the summary page on the main website detailing what is considered anti-social and 

what is not, it would be useful if there were a way to briefly summarise actions taken for ASB 

or possibly a small flowchart within the policy to clarify the process steps of reporting. 

• Just making it easier to find the website pages. 

• I think that in some circumstances that it would take working together with local councillors 

and the police to fully achieve a success. 

• More personal visits with neighbours in person and have meetings with them as a group 

• Already mentioned above. 

• Go by your own policy would be a good start, care about how your tenant are affected by 

drugs and such like and ensure there is a complaints policy when your anti-social; behaviour 

policy fails to be adhered to, as currently the people affected by such crimes are left alone, 

hear nothing or have to fight for a response, when it’s bad enough coping with the original 

problem without another being added to the list, and currently complaints don't go higher than 

the person failing to comply with the policy. So, go by policy and have a complaints 

procedure for when it fails to be adhered to. 

• The picture used on the leaflet. 

 
8. Is there any information you feel is missing? 
 
9 yes 9 no 
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Comments: 
 

• What SHG would do when a complaint about ASB is malicious. 

• Links with local charities and other support networks. Citizens Advice etc.  

• I don't think there is any information that is missing from the booklet. 

• Yes lots. 

• Mental health comes up often when reporting ASB, you're told because of MH hands are 

tied, I agree in part, maybe if there are MH issues certain things could be put in place to help 

the person dishing out this behaviour. I find it strange when a tenant admits to MH when 

going through ASB from another tenant and then dishes out the same to another tenant. 

• Cannot think of anything. 

• After reading the policy document I think the information was all there. 

• You promise to do quite a bit, so when it isn't done, there should be complaints email and 

number to contact at the bottom of the page so tenants can contact them. It's ok promising 

things but unless it's put into action it means nothing. This is people's lives being affected and 

should be taken seriously, it can't just look good on paper. 

9. How easy do you find it to report Anti- Social behaviour to us online?  
 
Comments: 
 

• Online is not a problem 

• Very easy.  

• Very easy. Just log into your account at shgroup.org.uk/meshg.  

• Not easy I tend to email any issues as that’s my chosen means of communication due to my 

disabilities. 

• I have had to report ASB, I found it ok. 

• In two different places as explained previously.   Great if you have access to the 

Internet....not so if you don't.  So, we have those who are not included and are outsiders. 

• It seems simple as I could find the link to report, however I'm not sure of the steps that 

happen following, should a report be submitted. 

• Never had to and didn't realise until now that I could. 

• I would prefer to use the telephone than to use online. 

• Prefer to meet in person to advise and see for yourselves what’s happening  

• It appears to be fine. 

• Have never done it online, I send it in via email, wouldn't know how to do this online. 

10. What, if any improvements, do you think we could make to make it easier to report ASB 
to us?  
 
Comments: 
 

• More information easily obtained.  Before this you asked me for this survey, I have never 

been made aware of SHG's ASB policy although I assumed that you probably had one. 
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• Template form to be used when sending to customer services so that all correct information 

is captured on the first instance. A reporting portal?  

• None really - you give a range of options. 

• Just deal with the report.  

• I cannot think of any improvements that could be made to make it easy to report ABS to you. 

• Pay attention listen to the residents & ask on the info they give you also a special Report 

button on web would be useful too. 

• I have gone through all the avenues available in reporting my ASB problem, I believe it is 

taken seriously, but finding the solution to stop the behaviour is the problem. 

• More use of face to face, notice boards and the post. 

• Understanding on if we can report ASB outside of the complex of royal carriage mews, or 

details for who we should contact e.g. if we see ASB of teenagers throwing stones at each 

other which sometimes hit other people and buildings on Duke of Wellington Avenue but not 

directly impacting myself or my flat. 

• None - there were plenty of ways to report. 

• Come to meet the residents in person and see for yourselves. 

• At a glance I think the layout could be re-designed. 

• Contact details should be at the top or near the top, phone number, leaflet, email address 

etc. 

• I don't think you can do anymore to make it easier for people to contact you regarding ASB. I 

also think that you do a good job providing that information and really it should be easy for 

anyone to be able to contact you if they need to. I can't see any problems there. 

 

ASB booklet/leaflet feedback  
 
1. Is the information easy to find?  
 
10 yes 3 no, 5 did not provide an answer 
 
Comments: 
 

• As I previously said I have been at the receiving end of ASB for years. 

• I could only find the policy and not the leaflet. 

• Not sure that what I was looking at was the booklet! 

• For more information on ASB please Download our anti-social behaviour leaflet. 

• Yes, I found it quickly. 

2. Does this give you an understanding of what Anti- Social behaviour is? 
 
11 yes 2 no, 5 did not provide an answer 
 
Comments: 
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• When another tenant thinks it is a joke to intimidate, harass and have no respect for 

Authority, and left to do as they please with no consequences. 

• I could not find the leaflet only the policy. 

• I am answering assuming what I finally found was the booklet! 

 
3. Do you agree with what the group consider to be Anti-Social Behaviour?  
 
12 yes 1 no, 5 did not provide an answer. 
 
Comments: 
 

• I have been reporting ASB for years, SHG have been doing their best to try and stop the 

problem, so I agree the group is knowledgeable about ASB. 

• I've covered this previously 

• As stated above 3. 

• I agree with the range and difference of the suggested types of Anti-Social Behaviour. I 

appreciated the types of Non-Anti-Social Behaviour being listed on the same page as well. 

  
4. Are you clear on how you can help us deal with Anti-Social behaviour? 
 
12 yes 1 no, 5 did not provide an answer.  
 
No comments 
 
 
5. Are you clear on how you would report Anti-Social behaviour to us or your local authority? 
 
11 yes 2 no, 5 did not provide an answer. 
 
Comments: 
 

• Though not so much the Local Authority 

• Local authority? Police yes 

6. Are you clear on how we tackle Anti-Social behaviour? 
 
10 yes 3 no, 5 did not provide an answer 
 
Comments: 
 

• I say no because when a solicitor for SHG says the incidents are not severe enough to seeks 

an Injunction, and further evidentiary information is provided, the case is taken to court and 

an Injunction is granted, I feel the complainant is not taken seriously. 

• I've added feedback previously especially around putting Police first.   Not such a good idea 

personally. 
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• As stated above the policy is different to reality. See above for more info. 

7. What improvements do you think could be made?  
 
Comments: 
 

• Case studies. Example of a log or diary to record things.  

• Quite comprehensive. 

• Behave as landlord. 

• Only improvement would be to have the booklet in different languages. 

• None - think it was all covered. 

• It depends on the level of ASB to what help is required, it may need outside help to solve the 

problem. 

• "Improvements.... I went to SHG main website and quickly found a link to Anti-Social 

Behaviour. It was easy to read and informative. I then chose to download the Anti- Social 

Behaviour Leaflet following the link. This is where things got less than 100% in my eyes.   

 

The picture of the man shouting out random black letters is fine, if it wasn’t stereo typing 

domestic violence as being just males. I felt it was not even the right type of shouty man face.  

The information is good, but the picture is really old fashioned and biased in a modern way! It 

did not suit the text at all. 

 

The graffiti artist in another picture is doing art work. If you are going to show vandalism, then 

it should be your typical black spray paint on someone's front door saying “scum” or “get out” 

or something similar...not what appears to be a young aspiring artist making beautiful art and 

showing talent.   

 

This caused me to look further into each picture. And unfortunately, the only picture that 

made sense to me was the judges Gavel in the “regarding law” picture. All the other pictures 

felt so out of touch with any kind of reality I would imagine a picture to associate itself to the 

subject it was assigned. 

 

Further to the above there are even some pictures that are pictures of nothing in particular. 

One picture was of 2 blurry people out of focus and the focus on a gavel that is half cut off 

and it was just horrible physically to look at...it made me squint my eyes to see why it wasn’t 

focused... it is hardly a clear leaflet if it is out of focus. The blurry hand photo just about 

finishes it off... I don’t even get it.  

 

The words are 100% perfect and great. The pictures are terrible and also the elephant in the 

room. If the number one cause of hate crime is race related then perhaps the sad female 

sitting contemplating on the page where that is listed should have perhaps been a person of 

a black or minority ethnicity or a selection of many ethnicities, rather than perhaps the least 

effected ethnicity in the demographics.  
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I hope you find these remarks to be constructive in some way and I wish I could have been 

kinder, but I am an honest friend.    

8.Is there any information you feel is missing? 
 
6 yes 7 no, 5 did not provide an answer 
 
Comments:  
 

• I have already mentioned in earlier conversations about including the Community Trigger. 

• As stated above a complaints policy as the leaflet is nothing like what actually happens, 

making your tenants feel alone, and that you don't care what happens to them. 

• "It is not quite missing, but I felt that the phrase quoted underneath, which was right near the 

very end of the leaflet should have appeared way sooner than it did. Almost certain that it 

should be the very first thing said and then continue on with the leaflet and then re iterate it at 

the end. I was imagining a worst-case scenario.  

 

Someone has experienced an extreme form of ASB perhaps even a physical attack and they 

rushed to find the information in the leaflet, and they wait till the very end to find out 

something they perhaps should be told straight away.  

 

The statement is as follows.   “If it is an emergency, you have been assaulted or threatened, 

had your property damaged, or if you believe there has been a crime you should call the 

police immediately.” I feel the above statement is needed much earlier in the leaflet. 

9. How easy do you find it to report Anti- Social behaviour to us online? 
 
Comments: 
 

• Online is fine. 

• Easy.  

• Very easy. 

• I contact the Service centre in the first instant, and the HSM contacts back. I do this by 

phone or email. 

• Could redirect to the Website and Hit the Report Button. 

• I have not yet submitted a form, but the form looks relatively easy to fill.  

• Never needed to but lots of options were given so - yes easy! 

• Very. 

• This appears to be relatively easy and customers have the option to call the service 

centre. 

• Haven't tried it, I normally send an email with diary sheet, etc. didn't see this 

mentioned online either? 

10. What, if any improvements, do you think we could make to make it easier to report ASB 
to us?   
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Comments: 
 

• All good 

• None  

• Cannot think of any improvements to make it easier to report ASB to you. 

• I am not sure at this present moment. 

• All local phone numbers should be on the leaflet.  Residents when emailing should be 

advised to put Anti-Social Behaviour in the Heading of the Email.   There should be a way 

that IT can identify that and not send out - we aim to contact you within 3 days (the usual) 

message or if that isn't possible - then a dedicated email address in-box with an answering 

saying how quickly you will respond 

• Just make it easier to find these pages on the website 

• Make it clear on the website the ways you can report it, personally we email, but when the 

information isn't acted on AFTER hearing from the service centre it makes you feel awful and 

alone. Should be highlighted online and attention brought to it, I would have it details of 

contact at the top of the site, with brochure link etc. underneath. 

• None but you can make it easier for people to contact the police if you tell them this earlier in 

the leaflet …. “If it is an emergency, you have been assaulted or threatened, had your 

property damaged, or if you believe there has been a crime you should call the police 

immediately.” 

Scenario 1: 
 
You are hearing noise from your neighbour’s home.  You can hear them walking around, opening 
and closing doors and you can hear their television.  During the summer their young children often 
play in the garden for most of the afternoon until about 6 or 7pm in the evening.  This causes a 
disturbance to you as you can hear them while you’re inside going about your day to day business. 
 
1. Would you know what to do with this information if you followed Southern Housing 
Group’s advice on the internet?  
 
 

1. Talk with neighbour in first instance but the above is not what I would consider ASB just 

inconsiderate behaviour.  SHG only to get involved if the situation escalates. 

2. Yes  

3. Yes - one could speak with Customer Services though it is not anti-social behaviour as such. 

4. Yes.  

5. Speak to the neighbour first to if the problem can be sorted out.  Make a day to day diary of 

how it affects me. Contact Southern Housing to get advice. 

6. Report the problem to Southern Housing Group if the situation becomes unbearable. 

7. The scenario is vague as it doesn't quantify the information.    It might depend on how high 

the TV sound is.......what hours of the day or night (does it disturb sleep) .... if it is constant 

24/7 then this could be ASB.  Closing doors again could be constant banging 24/7 which 

again can be considered ASB.   Children playing in the garden sounds innocent but if it were 

to include hate language or other forms of abuse etc. 
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8. I would not consider this as anti-social behaviour according to the advice and policy - 

especially considering children playing in the summer is a normal activity. I would only 

consider if the TV is extremely loud. 

9. Yes. 

10. I do not feel this is ASB as it is not happening throughout the night,  

11. Yes, the options are made clear with some further reading. 

12. I wouldn’t do anything as per your site. 

13. It clearly states that all the above are not reasons to contact you regarding ASB. 

2. Based on the information on our website, what would you expect us to do to help you? 
 

1. See above and SHG to mediate  

2. Nothing, this is not Anti-Social Behaviour. To advise that.  

3. Help us understand it is not anti-social behaviour and possibly encourage us to speak with 

our neighbour on a friendly basis as they may be hearing sounds from our place too. 

4. Speak to them.  

5. Contact me within two working days. Log the case and give me a reference. Agree an action 

plan and initial timeline and give me a copy. Keep info confidential. Contact me very two 

weeks to give me updates and gather evidence.  

6. Investigate the problem by making contact with the tenant causing the problem to confirm the 

complaint and try to resolve the problem. 

7. No because it's vague and not quantifiable, measurable etc. 

8. Suggest speaking to the neighbour civilly first if it was becoming a nuisance? 

9. Informally speak to the family - this is not intentional ASB - just an irritant. 

10. I would feel that I was the one with the problem and not them, so maybe I would need to live 

somewhere that has no neighbours. 

11. "Following contact with the CSC I would expect one of your Anti-social Behaviour 

Caseworkers to contact the individual(s) involved to let them know our concerns with words 

of advice under your policy of Early Noise Nuisance Intervention. 

12. Nothing- Although should advice 

13. In the most extreme cases I can imagine you might get involved but not likely for such minor 

issues. 

3. Based on the information on our website is there any additional information you would like 
to see from us about how we can help you?  

• No. 

• No. 

• No. 

• No. 

• I am not sure 

• Less vague, as I've explained in the last few feedbacks. 

• As previously noted in earlier questions re who to contact if outside of main building in public 

streets - council? What if council do not cover the area? 

• No - think it is covered. 
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• No. 

• It appears to be relatively fine now, but this would need to be scrutinised with residents’ 

views and feedback to also take into consideration. 

• Yes, maybe have scenarios on site, as if someone's tv was blasting day in day out the 

council could get involved, what would SHG do it’s not clear. 

• None that I can think of. 

 
Scenario 2: 
 
A neighbour in your block has a lot of people coming and going from their property late at night and 
in the early hours of the morning.  They play music loudly and you suspect that they may be using 
and dealing drugs.  Their guests are rude and aggressive, most residents find them intimidating, 
and on one occasion they were verbally abusive towards you. 
 
1. Would you know what to do with this information if you followed Southern Housing 
Group’s advice on the internet?  
 

1. Report the issue to SHG, repeatedly if necessary. 

2. Partly.  

3. Speak with Customer Services. Keep a record of times type of disturbance place people as 

much as possible. 

4. Contact the police first then contact Southern Housing. 

5. If I believed drugs were involved and because of the timing of the noise I would phone the 

Police.    I would also inform SHG especially if I could provide evidence, witnesses etc but 

this might have a 24hour delay or 2-day delay. 

6. I would report it as antisocial behaviour. 

7. Yes - probably would report to the police. 

8. Yes. 

9. Yes, to contact the CSC or complete the online form. 

10. Call the police as threatening behaviour not acceptable and inform SHG. 

11. "Yes, I do. The scenario suggests a lot of history and time has passed between the persons 

and so therefore, If I was well informed, I would have been in touch with you by telephone on 

each occasion that I felt I was suffering from ASB. I would probably have kept a diary if you 

suggested it, which I’m sure you would have, given the time and history. If I had just had 

enough though and decided to find out about ASB and followed your advice, then I would 

definitely phone you straight away. I would not phone the police first. I would phone you guys 

and let you help me make the choice. " 

2. Based on the information on our website, what would you expect us to do to help you? 
 

1. Assess the situation, gather information, contact and warn the residents involved the 

behaviour must stop immediately, inform police if SHG have enough evidence that drugs are 

being used and dealt, start eviction process if behaviour continues, support the neighbours 

affected by the behaviour. 
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2. Investigate the issue. Advise the person reporting to also contact the police. Deal with the 

matter as ASB.  

3. Have a dedicated person to keep in contact with / refer to support agencies e.g. Victim 

Support if agreed and appropriate / take action possibly along with other agencies to tackle 

the problem - each case is different. 

4. Contact me within two working days but if the case is extremely serious 24 hours. Log case 

and give me reference # only share info with any agencies with my permission. Contact me 

very two weeks or as often as agreed. Try and interview perpetrator when identified. Give me 

verbal/written warning and if that fails take legal action - injunctions, closure order or 

possession order. 

5. If I came to you first, I would expect you to direct me to the Police for the reasons I gave in Q. 

2, but I would also expect you to help with regards to the possible steps you could take that 

might affect the neighbours breach of tenancy. 

6. Help sought out legal action and injunctions (I hope that's the right word) 

7. Support as it would be possible this would become a court case. 

8. Firstly, you would have to come out to do an inspection of the issue, then afterwards you 

would evaluate and if needed you would involve outside help from maybe the police, I would 

expect them to be removed from the block.  

9. Following contact with the CSC I would expect one of your Anti-Social Behaviour. 

Caseworkers to set-up a case reference, gather information and investigate. 

10. Scenario needs to be on there as you should support but not overly clear. 

11. I would expect you to keep asking me for details and to keep a diary. I would expect you to 

follow up with me. I would think you would tell me to try and avoid them and not speak to 

them or have any contact with them.  If it carried on, then you would perhaps write to the 

household and ask them to be more sociable. If it kept going on further and further, then 

police would get involved. If any drugs were found, they could be evicted easier. 

3. Based on the information on our website is there any additional information you would like 
to see from us about how we can help you?  
 

• No.  

• All good thanks. 

• No. 

• Yes.  More Clarity as expressed throughout this Survey. 

• In the previous scenario, is there any support/guidance on if the report will be anonymous? If 

the people are intimidating and possibly using drugs, they are likely a potential danger if 

action is taken against them- therefore the comfort in knowing what will happen following a 

report will help more people to report instead of not reporting out of fear for their safety - 

more fear of reporting than actually of the people being there. 

• No. 

• No. 

• "No at the moment as I believe it is a work in progress. 
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• I think the main information is that the victim can just phone your main number and you get 

some advice and help or put through to the right person.   

Report summary  
 
The key outcomes have been summarised and reflect majority opinion from the qualitative and 

quantitative data: 

 

1. Is the information easy to find?  

 

Overall twelve residents felt that the ASB information was easy to find. Although the journey to get 

there was not as easy as residents would have liked to. With some residents adding that they could 

only find this information because they already knew where to look. Other residents added that they 

had to go through the search box as there was nothing obvious on the group’s main page.  

 

Most of the feedback suggests that the information is not very accessible as they had to go through 

a number of tabs to find it, which might be difficult for residents that have additional needs. Six 

residents fed back that finding the information was not easy because it could not be found in the 

general menus and one experienced an error page when he used the search box.  

 

One piece of feedback that stood out was that if residents were to search ‘Southern Housing Group 

ASB, the following document came up : 

https://www.shgroup.org.uk/media/507798/casileaflet_final_internal.pdf  which has information that 

differs to the information available on the website.  The residents added that “a resident might do 

either when urgently seeking help regarding this issue.   Within the Website ASB page there is a link 

to the document link previously mentioned here and has different wording.” 

 

2. Does this give you an understanding of what Anti- Social behaviour is? 

 

Two residents felt that the information available on the website did not give them an understanding 

of what ASB is. One reason provided was that the information gave her a partial understanding of 

what is was as she believed that the “group is aware itself that there needs to be changes”.  

 

The general feedback from sixteen residents was that the information does give an understanding 

of what ASB is. A resident added that knowledge of what ASB was because of previous experience.  

 

3. Do you agree with what the group consider to be Anti-Social Behaviour? 

 

Sixteen residents agreed with what the group consider to be ASB. Adding that it was logical, and 

that the group’s perspective was concise. Another resident added that because of their experience 

of this they agreed. Other residents listed the different things that the information covered and 

added that there were things that they would not have thought of.  

 

mailto:Resident.Involvement2@shgroup.org.uk
https://www.shgroup.org.uk/media/507798/casileaflet_final_internal.pdf


19 | P a g e  

 
 
 

 

 

Resident.Involvement2@shgroup.org.uk 
 

One resident feedback that stood out was that the resident could not remember what it was, again 

this shows that more could be done for residents with additional needs. Other residents that 

answered no, said that what residents were going through should be taken seriously and that more 

could be done to address potential lack of awareness/ education. For example, before a tenancy is 

taken up by a resident or by for a group member before they are involved with this area of the 

business.  

 

4. Are you clear on how you can help us deal with Anti-Social behaviour? 

 

Sixteen residents were clear on how they can help the group to deal with ASB, with two saying that 

they weren’t. Residents were clear that they had to “report swiftly with as much info as possible.” 

And to report to the police. One resident added that the expectation would be that it would be clear 

if it means that “reporting and interacting with SHG representatives until the problem is solved.” 

Another resident said that in the past and in their experience we “have put certain things in place to 

stop this behaviour” but that the behaviour still continues. 

 

Two other residents used their personal experience to provide feedback, one added that it was clear 

“however the problems don’t get dealt with” and that “nothing ever gets done”.  

Finally, another resident provided feedback on the way the questions was worded, suggesting that 

instead of using “deal with” we should be using “address” or “manage” and that “the steps of 

reporting, evidencing, options commencing with speaking to a neighbour (if possible) etc” should be 

clarified.  

 

5. Are you clear on how you would report Anti-Social behaviour to us or your local authority? 

 

One resident said no and seventeen responded that they were clear on reporting to us or their local 

authority. They were clear that one way was to ring the service centre or use the report it button. 

The ‘How we can help’ section was also acknowledged and that the police should be called for a 

reference number.  

One resident used personal experience and added that “after 8 years, where SHG, Managers, 

Housing services manager, police and Injunction being put in place, I am clear on how to report 

ASB”. Finally, one resident said that the information is generic and that more could be done to make 

it “more geographically linked to the relevant authorities, agencies etc.  and a different contact page 

for the downloaded document again with geographic local contact points” 

  

6. Are you clear on how we tackle Anti-Social behaviour? 

 

Overall 16 residents were clear on how we tackle ASB. One resident added specific information 

from the website such as that we “investigate and take any appropriate action” another read the 

policy and added that it was clear there. Residents also used personal experiences to provide 

feedback with one adding that they try not to “make the situation worse by retaliating, report 

incidents to the Authorities who will/should take appropriate action.” 
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One resident felt that the group doesn’t deal with ASB. Further feedback told us “that by starting 

with the Police you are making it a hard hit, which in some cases might be pertinent but if we want 

to make a permanent shift in consciousness/behaviour to act sociably – making the emphasis 

should be a move towards being socially responsible residents”.  

 

The feedback from another resident told us that in reality it is a different experience from what they 

were reading on the website. Like a few of the residents that provided feedback this resident 

included feedback of their personal experience adding that she was “let down by SHG and yes, it's 

affecting our lives. Why don't you go by your own policy? This feedback gives us a glimpse of the 

actual service experienced by this resident.  

 

7. What improvements do you think could be made?  

 
This was an open question were residents could provide as much or as little feedback as they felt 
comfortable with. Like with most of the feedback to other questions residents added responses that 
reflected their experience of the service. To answer the question, I will not be adding that feedback 
here, but the feedback can be found in pages 12-13, question 7 under ‘Consultation findings. 
 
Suggested improvements included the process moving at a faster place and including case studies 
on the website that could guide residents to better understand what help could be provided. Other 
feedback was as follows: 
 

• It seems quite comprehensive. 

• The only improvement I think could be made is to have the booklet available in different 

languages, as there are parts of the community that may find it difficult to read English. 

• Listen to local residents then act on the information they give you along with their 

suggestions of what’s needed in their area. 

• Stop using the computer. Use notice boards or send letters so everyone is treated equally 

and so everyone is informed and not just the rich who can afford a PC. 

• I like the summary page on the main website detailing what is considered anti-social and 

what is not, it would be useful if there were a way to briefly summarise actions taken for ASB 

or possibly a small flowchart within the policy to clarify the process steps of reporting. 

• Just making it easier to find the website pages. 

• I think that in some circumstances that it would take working together with local councillors 

and the police to fully achieve a success. 

• More personal visits with neighbours in person and have meetings with them as a group 

• The picture used on the leaflet. 

8. Is there any information you feel is missing?  

 

The feedback for this question was divided equally with nine residents saying that they felt there 

was information missing and nine saying that they didn’t. Feedback included the group adding 

further information on what they would do when a complaint about ASB is malicious. Also, that there 

should be links to local charities and other support networks such as CAB. Other feedback 
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mentioned mental health and that if “there are MH issues certain things could be put in place to help 

the person dishing out this behaviour.” Other information that residents felt was missing included a 

complaints email and/or contact number at the bottom of the page. One of the residents read the 

policy document and felt that all relevant information was there- but did not mention the website.  

 

9. How easy do you find it to report Anti- Social behaviour to us online?  

 

Again, with this question residents were given the choice to provide feedback as they liked. 

Feedback from six residents was that it was easy. Other residents added that because they don’t 

find it easy to do online, they prefer to use the phone. Also, that email is their chosen method 

because of disabilities. Confidence of reporting online was another reason for why two residents 

would rather email. One resident added that not everyone has online access so may not be able to 

report ASB. Finally, other feedback suggested that online is not the preferred method but that 

residents would rather meet in person to report and receive feedback. Also, that by getting involved 

with this consultation one resident is now aware that ASB could be reported.  

 

10. What, if any improvements, do you think we could make to make it easier to report ASB 

to us?  

 

Residents provided two types of feedback here, some feedback was focused on the webpage and 

the other was focused on the actual process of reporting ASB.  The feedback on the webpage was 

that the layout of the pages could be redesigned and that “contact details should be at the top or 

near the top, phone number, leaflet, email address etc”.  

 

One resident also added that we needed to make the information more easily accessible. Also, that 

we needed to raise more awareness of our ASB service and policy as before the survey there was 

no awareness of this. There was also mention of a template form being made available when 

sending to customer services “so that all correct information is captured on the first instance”.  

 

There were two residents that advised we added a ‘report button’ this suggests that we may need to 

do more so that the current ‘report it’ button is more visible to residents as well as the form currently 

available. Other improvement suggestions included having more face to face ways to report as well 

as more use of notice boards and post.  

 

The other type of feedback that we received could be considered for the process of reporting ASB. 

Residents added: 

 

• Just deal with the report.  

• Pay attention listen to the residents & ask on the info they give you 

• I have gone through all the avenues available in reporting my ASB problem, I believe it is 

taken seriously, but finding the solution to stop the behaviour is the problem. 

• Understanding on if we can report ASB outside of the complex of royal carriage mews, or 

details for who we should contact e.g. if we see ASB of teenagers throwing stones at each 
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other which sometimes hit other people and buildings on Duke of Wellington Avenue but not 

directly impacting myself or my flat. 

• I don't think you can do anymore to make it easier for people to contact you regarding ASB. I 

also think that you do a good job providing that information and really it should be easy for 

anyone to be able to contact you if they need to. I can't see any problems there. 

 

Leaflet Feedback 

 

Less residents provided feedback to questions on the leaflet because they felt that the answers that 

they gave to the webpage could also be applied to the leaflet. Therefore, I will repeat some of the 

feedback for each question. I will make clear which questions share the same feedback.  

 

1. Is the information easy to find?  

 

Ten residents felt that the leaflet/booklet was easy to find with three saying that it wasn’t. As 

mentioned in the feedback for the website one resident was able to find the leaflet by searching on 

google “SHG and Anti-Social Behaviour.   Residents that had difficulty with finding the leaflet added 

that they weren’t sure if what they were looking at was the leaflet and that only the policy could be 

found.  

 

One resident added they clicked on some text which opened up the leaflet which demonstrates that 

it is effective in guiding residents to know that the leaflet could be found through there. Another 

added that the information was found quickly. One can suggest that finding the leaflet was harder 

for residents than accessing the information on the webpage, with 10 answering yes, 3 no and 5 did 

not provide an answer. Whereas for the webpage all residents answered with 12 saying that it is 

easy and 6 saying that it wasn’t. 

 

2. Does this give you an understanding of what Anti- Social behaviour is? 

 

Overall residents felt that the leaflet/booklet gave them an understanding of what ASB is. Two 

believed that it didn’t. Again, those that said no supported their answer with not being able to find 

the booklet/leaflet. Among those that said yes and that added that they had provided feedback 

already added that “the information seems clear”.  

 

3. Do you agree with what the group consider to be Anti-Social Behaviour? 

 

With twelve residents responding yes to this question it is fair to say that the majority agree with the 

information on the leaflet on this.  One resident added that the range and different types of ASB 

were appreciated as they were listed on the same page.  

 

It is important to point out that there was one resident who added that she had already answered 

this question for the webpage. Her feedback mentioned that more could be done to address 
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potential lack of awareness/ education on implicit or unconscious bias within all areas of 

discrimination/abuse/hate so that any anti-social behaviour can be potentially be avoided.  Another 

resident who felt had already provided feedback for this question added that what we consider to be 

ASB seems fair and couldn’t add anything more.  

 

4. Are you clear on how you can help us deal with Anti-Social behaviour? 

 

The overall response was that residents were clear on how they could help us deal with ASB. Only 

1 resident added it wasn’t clear. The only comment we received for this question was the same 

feedback that one resident gave for the same question on the website. The resident added that 

“steps of reporting, evidencing, options commencing with speaking to a neighbour (if possible)” are 

clear.  

  

5. Are you clear on how you would report Anti-Social behaviour to us or your local authority? 

 

Eleven residents answered that they were clear on how they would report to us or their local 

authority. Two answered no. Again, like with the previous questions one residents wanted to use the 

feedback given for the same question on the website.  Suggesting that perhaps we could have 

“additional links more geographically linked to the relevant authorities, agencies etc.  and a different 

contact page for the downloaded document again with geographic local contact points”. 

  

6. Are you clear on how we tackle Anti-Social behaviour? 

 

Ten residents were clear on how we tackle ASB and 3 weren’t. Those that have answered no added 

their personal experience when commenting. The feedback was around the page saying one thing 

but that in reality they had a different experience. One that particularly stood out was “I say no 

because when a solicitor for SHG says the incidents are not severe enough to seek an Injunction, 

and further evidentiary information is provided, the case is taken to court and an Injunction is 

granted, I feel the complainant is not taken seriously”. Another resident that used her personal 

experience to answer this question also added that “the information on the site is different in reality 

so no it's not clear” and that the service we are offering to residents on the website is not reflective 

of the service our residents are receiving in reality.  

 

Another resident used the feedback they provided for question 6 on the website about the group not 

starting with the police as it might make “it a hard hit, which in some cases might be pertinent but if 

we want to make a permanent shift in consciousness/behaviour to act sociably - made the 

emphasis should be a move towards being socially responsible residents”  

 
7. What improvements do you think could be made?  

 

As an open question’s residents were able to provide as much or as little feedback as they felt 

comfortable to. Improvements suggested by residents included: 
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• Case studies. Example of a log or diary to record things.  

• Behave as landlord. 

• Only improvement would be to have the booklet in different languages. 

• It depends on the level of ASB to what help is required, it may need outside help to solve the 

problem. 

• "Improvements.... I went to SHG main website and quickly found a link to Anti-Social 

Behaviour. It was easy to read and informative. I then chose to download the Anti- Social 

Behaviour Leaflet following the link. This is where things got less than 100% in my eyes.   

 

The picture of the man shouting out random black letters is fine, if it wasn’t stereo typing 

domestic violence as being just males. I felt it was not even the right type of shouty man face.  

The information is good, but the picture is really old fashioned and biased in a modern way! It 

did not suit the text at all. 

 

The graffiti artist in another picture is doing art work. If you are going to show vandalism, then 

it should be your typical black spray paint on someone's front door saying “scum” or “get out” 

or something similar...not what appears to be a young aspiring artist making beautiful art and 

showing talent.   

 

This caused me to look further into each picture. And unfortunately, the only picture that 

made sense to me was the judges Gavel in the “regarding law” picture. All the other pictures 

felt so out of touch with any kind of reality I would imagine a picture to associate itself to the 

subject it was assigned. 

 

Further to the above there are even some pictures that are pictures of nothing in particular. 

One picture was of 2 blurry people out of focus and the focus on a gavel that is half cut off 

and it was just horrible physically to look at...it made me squint my eyes to see why it wasn’t 

focused... it is hardly a clear leaflet if it is out of focus. The blurry hand photo just about 

finishes it off... I don’t even get it.  

 

The words are 100% perfect and great. The pictures are terrible and also the elephant in the 

room. If the number one cause of hate crime is race related then perhaps the sad female 

sitting contemplating on the page where that is listed should have perhaps been a person of 

a black or minority ethnicity or a selection of many ethnicities, rather than perhaps the least 

effected ethnicity in the demographics.  

 

I hope you find these remarks to be constructive in some way and I wish I could have been 

kinder, but I am an honest friend.    

8. Is there any information you feel is missing?  

 

Most residents felt that there wasn’t any information missing. Other residents that felt different, 

added that we needed to add information about the community trigger. Another resident added "It is 

mailto:Resident.Involvement2@shgroup.org.uk


25 | P a g e  

 
 
 

 

 

Resident.Involvement2@shgroup.org.uk 
 

not quite missing, but I felt that the phrase quoted underneath, which was right near the very end of 

the leaflet should have appeared way sooner than it did. Almost certain that it should be the very 

first thing said and then continue on with the leaflet and then re iterate it at the end. I was imagining 

a worst-case scenario.  

 

Someone has experienced an extreme form of ASB perhaps even a physical attack and they 

rushed to find the information in the leaflet, and they wait till the very end to find out something they 

perhaps should be told straight away.  

 

The statement is as follows.   “If it is an emergency, you have been assaulted or threatened, had 

your property damaged, or if you believe there has been a crime you should call the police 

immediately.” I feel the above statement is needed much earlier in the leaflet. 

 

9. How easy do you find it to report Anti- Social behaviour to us online?  

 

The general feedback was that it is easy to report ASB to us online. Residents were confident that 

they could report online and also via the phone and email. One resident added that the leaflet could  

“redirect to the Website and Hit the Report Button”. 
 
10. What, if any improvements, do you think we could make to make it easier to report ASB 
to us?  
 

Residents that felt improvements could be made added that “local phone numbers should be on the 

leaflet.  Residents when emailing should be advised to put Anti-Social Behaviour in the Heading of 

the Email.   There should be a way that IT can identify that and not send out - we aim to contact you 

within 3 days (the usual) message or if that isn't possible - then a dedicated email address in-box 

with an answering saying how quickly you will respond”. Like with the feedback on the website 

residents were also asking for the leaflet to be made easier to find.  

 

Other improvement suggestions included making the ways of reporting ASB clearer by adding 

contact details “at the top of the site, with brochure link”. Furthermore, another resident added that 

we could make it “easier for people for people to contact the police by letting residents know that 

they can do this earlier in the leaflet. The resident added an example of how this could be worded, 

this can be found below: 

 

“If it is an emergency, you have been assaulted or threatened, had your property damaged, or if you 

believe there has been a crime you should call the police immediately.” 

 

Finally, another resident also told us that the booklet/leaflet layout could be re-designed.  
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Scenario 1 feedback 

 

You are hearing noise from your neighbour’s home.  You can hear them walking around, opening 
and closing doors and you can hear their television.  During the summer their young children often 
play in the garden for most of the afternoon until about 6 or 7pm in the evening.  This causes a 
disturbance to you as you can hear them while you’re inside going about your day to day business. 
 

Would you know what to do with this information if you followed Southern Housing Group’s 

advice on the internet?  

 
Thirteen residents provided an answer to this question. Ten residents gave answers that suggested 
that they would know what to do with the information if they followed the groups advice on the 
internet. Residents recognised that this scenario would not be ASB, some mentioned that this is just 
“inconsiderate behaviour” while another recognised that children playing is a normal activity and that 
it would only become ASB if the TV was “extremely loud”.  
 
Overall most of the residents understood that as per our site and guidance this would not be 
considered ASB according to “our policy” and advice.  
 
There were two residents that provided feedback that suggested that they would consider this to be 
ASB. Both provided answers that followed the advice the website provided to them for any 
behaviour that the resident considered to be ASB. One resident felt the scenario was too vague so 
did not answer the question directly.  
 
Based on the information on our website, what would you expect us to do to help you?  

 

Two residents felt that the group didn’t need to do anything to help them with this type of scenario.  

Other residents recognised that the scenario is not necessarily ASB but that they expected the 

group to get involved if the situation escalated. Three residents expected for the group to take 

action as if this was an ASB case. These residents expected the group to speak to the tenants and 

to follow the procedure that we normally would when dealing with an ASB case. Expectations 

included: 

• Speaking to them 

• Contacting the resident who raised the ASB case within two working days 

• Log the case and provide with a reference number, agree and action plan and timeline. 

Provide a copy and contact the residents every two weeks to provide updates and gather 

evidence. Also, to keep all information confidential. 

• Investigate the complaint and resolve it. 

Another resident added that it was expected from the group to let the tenant know their concerns 
and advice under our policy of “Early Noise Nuisance Intervention. Other residents were happy for 
the group to educate residents further that this might not be ASB and that actually speaking to the 
tenants if it becomes a nuisance. One resident was clear that the group would only get involved in 
the most extreme cases.  
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Based on the information on our website is there any additional information you would like 

to see from us about how we can help you?  

 

Eight residents believed that there was no other additional information needed on how we can help 

them. Those that felt differently added that more information was needed on who to contact if the 

ASB is outside of “main building in public streets - council? That it would be good to have further 

information for areas where they can’t report to their local authority.  

 

One residents felt that it was fine but “would need to be scrutinised with residents’ views and 

feedback to also take into consideration”. Finally, one other resident added that it would be helpful 

to have scenarios on the website and to make it clear what the group would do in a scenario like 

this.  

 

Scenario 2 feedback  

 

A neighbour in your block has a lot of people coming and going from their property late at night and 
in the early hours of the morning.  They play music loudly and you suspect that they may be using 
and dealing drugs.  Their guests are rude and aggressive, most residents find them intimidating, 
and on one occasion they were verbally abusive towards you. 
 

Would you know what to do with this information if you followed Southern Housing Group’s 

advice on the internet?  

 

Eleven residents provided feedback for this scenario, 10 of these residents provided feedback that 

suggested that they would know what to do with a situation like this if they followed the group’s 

advised on the internet. Only one resident wasn’t too confident but did not provide further feedback 

as to why that was. 

 

Based on the information on our website, what would you expect us to do to help you?  

 

2. Based on the information on our website, what would you expect us to do to help you? 
 
All residents expected proactive support from the group. The main expectations included: 
 

• Assessing, gathering and logging information and making contact with the perpetrators to get 

the behaviour to stop.  

• Advice those that are reporting the ASB to also report to the police. Also, to provide a case 

number 

• Work with the police and other parties while making sure that enough evidence is gathered. 

• Start any evictions processes or injunctions and make sure to support those affected. 

• Have a quick response time- one resident suggested “two working days but if the case is 

extremely serious 24 hours” 
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• Keep frequent contact with the resident who has reported the ASB, one resident suggested 

“every two weeks”. Ask residents to keep logs and advice as what to do while investigations 

were happening.  

Based on the information on our website is there any additional information you would like 

to see from us about how we can help you? 

 

Nine residents provided feedback to this question. Six added that there was no additional 

information the group needed to add to help them. Residents that felt otherwise added that the 

information on the website needed to be clearer. To let residents, know that the “victim can just 

phone… our… main number and…get some advice and help or put through to the right person”   

 

Further clarification on how we are supporting residents to make sure that they are not identified as 

the ones reporting the ASB was also suggested. The resident added that it would help to know 

“what will happen following a report… as this… will help more people to report instead of not 

reporting out of fear for their safety” 

Recommendations 
 

These recommendations have been summarised and reflect majority opinion from the qualitative 

and quantitative data: 

 

Website and leaflet//brochure: 
 

1. The search facility to be updated so the word Anti-Social Behaviour can be recognised and 
produce better results. 
 

2. The leaflet needs to contain the relevant customer service number. Not just refer to the 
website for local numbers.  
 

3. Find ways in which the information on ASB can be geographically linked to the relevant 

authorities, agencies etc.  Also add a different contact page for the online leaflet with 

geographic local contact points. 

 
4. Raise more awareness and/or educate residents to improve their consciousness/behaviour 

to act sociably and move towards being socially responsible residents.  Involving residents in 
leading or with groups taking the initiative.    
 

5. Raise more awareness on the ASB service available for residents through different platforms 
such as notice boards and post, to make sure no one is excluded as not everyone is online. 
 

6. Add a summary on the actions taken for ASB, possibly add a flow chart to clarify the process 
steps from reporting to resolving a case. 
 

7. Identify a way for residents to find the ASB page and leaflet/booklet faster. Maybe consider 
making better use of the main page? 
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8. Review the pictures used on the leaflet- taking on board resident feedback from this 

consultation. 

 
9. Add information on both the page and the leaflet/booklet on who residents can contact when 

the ASB support is not satisfactory to residents. 
 

10. Make sure that the information on the leaflet and the website is consistent. 
 

11. Consider redesigning the layout of both the leaflet/booklet and website. 
 

12. Make the information more accessible to those with additional needs- such as memory loss, 
language needs, etc. 
 

13. Include relevant case studies and the type of help that could be provided for each. 

 
14. Add information on what the group would do when a complaint about ASB is malicious. 

 

15. Add links to local charities and other support networks such as Citizens Advice Bureaux if 

possible.  

 
16. Provide information for residents where they can’t report to local authorities. Such as the 

area where the freeholder is Berkley Homes. 

 
17. Consider moving any contact details to the top or near the top of the page. 

 
18. Review questions 7 and 8 in the consultation findings section of this report closely for further 

resident recommendations.  

 
ASB service/support: 
 
Although not directly related to this consultation, we also included feedback from residents on the 
ASB service as we felt this feedback it should be shared with the project lead for consideration. 

 
19. Make sure that the service provided to residents is consistent and reflective of the service 

offer on the website, leaflet/booklet, and our policy.  
 

20. Involve residents and allow them to influence improvements and ways in which we can meet 
the needs of their local area. 
 

21. Explore the possibility of further engagement with residents, more personal visits with 
neighbours in person and have meetings with them as a group. 
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22. Promote other channels for residents to report ASB and not just the website, email, or the 
Service centre. 
 

23. Start talking about ASB from the very start of a tenancy. 
 

24. Review the form for reporting ASB to make sure that it is user friendly and fit for purpose. 

 

Project Lead Feedback  
 

Monday 12 July 2021 
Thank you for your comments and feedback on the review of the anti-social (ASB) behaviour 
webpages and online leaflet. The pages and leaflet can be accessed by visiting 
www.shgroup.org.uk/your-home/anti-social-behaviour/ for reference.  
Following residents comments several recommendations were shared with the project team and I 
am pleased to let you know the outcomes for each recommendation: 
 
Website and leaflet//brochure: 
 

1. The search facility to be updated so the word Anti-Social Behaviour can be recognised 
and produce better results. 
 
This shouldn’t be an issue and we will work with our communications team to make sure the 
page can be found by residents. We have found though that the ASB page is currently 
prominent and should be easily found under “Your Home” 

 
2. The leaflet needs to contain the relevant customer service number. Not just refer to the 

website for local numbers.  
 
Our telephony system does not support the option for residents to call one number. 
Residents can find the best number to call for support on repairs, customer accounts etc, 
depending on the area that they live. We will review the online leaflet and include information 
to make it easier for residents to contact us.  
 

3. Find ways in which the information on ASB can be geographically linked to the 

relevant authorities, agencies etc.  Also add a different contact page for the online 

leaflet with geographic local contact points. 

 
There are too many local authorities for us to maintain, manage and have local information 
for. What we can do is work with residents to signpost residents to their Local Authority. 
However, residents can find information for contact details of national support agencies.  
 

4. Raise more awareness and/or educate residents to improve their 
consciousness/behaviour to act sociably and move towards being socially 
responsible residents.  Involving residents in leading or with groups taking the 
initiative.    
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This is not related to the website and online leaflet review, but we are looking at being 
involved with the ASB awareness week to do this. We will also continue to look at other ways 
for us to raise awareness.   
 

5. Raise more awareness on the ASB service available for residents through different 
platforms such as notice boards and post, to make sure no one is excluded as not 
everyone is online. 

This doesn’t relate to the website and online leaflet review project, but we do need a multi-
channel approach to reach people. Residents should rely on their local Home Services 
Manager to receive support. They can also report ASB in different ways such as through the 
service centre and online. We are also reviewing the ASB leaflet and will look at the best 
ways to distribute to residents. We will do our best to make these available locally depending 
on residents’ need.  
 

6. Add a summary on the actions taken for ASB, possibly add a flow chart to clarify the 
process steps from reporting to resolving a case. 

ASB cases can be complex to resolve, a flowchart would be too complex to produce. There 
are too many variables involved for different types of cases and would be resolved in 
different ways.  
 

7. Identify a way for residents to find the ASB page and leaflet/booklet faster. Maybe 
consider making better use of the main page? 

As mentioned, before we are working with our communications team to review the ASB 
webpage, which should improve this. Although we do feel the page and online leaflet should 
be found easily under the “Your Home” tab on the Southern Housing Group website. 

 
8. Review the pictures used on the leaflet- taking on board resident feedback from this 

consultation. 

We will work with our Graphic Designer to update the images that will be used on our ASB 
webpages and online leaflet. The images will be current and appropriate to depict ASB. We 
will be using graphics rather than pictures. Residents can visit the  
www.shgroup.org.uk/your-home/building-safety-and-government-advice page to get a 
view of the direction we are taking for the layout and visuals of the ASB webpage.  

 
9. Add information on both the page and the leaflet/booklet on who residents can contact 

when the ASB support is not satisfactory to residents. 

We will add information on the website about community trigger which “gives victims of 
persistent anti-social behaviour reported to any of the main responsible agencies (such as 
the council, police, housing provider) the right to request a multi-agency case review of their 
case where a local threshold is met.” (source: www.gov.uk/guidance/anti-social-
behaviour-) 
We will also add information on the customer relations team, who residents can contact to 
report any dissatisfaction. 
 

10. Make sure that the information on the leaflet and the website is consistent. 
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Both will be reviewed, and the leaflet will be redesigned.  
 

11. Consider redesigning the layout of both the leaflet/booklet and website. 

This will be done, and we will work with our communications team to review both. The layout 
won’t change but the design, information and feel of the webpage and online leaflet will be 
reviewed, taking on board resident feedback from this consultation.  
 

12. Make the information more accessible to those with additional needs- such as memory 
loss, language needs, etc. 

Residents can use the read aloud functions on the page. There is also a translation option 
which can translate the content on the page into the resident’s preferred language. We are 
also trying to simplify our page to make tittles of pages more descriptive of the information on 
the page.  
 

13. Include relevant case studies and the type of help that could be provided for each. 

We will look at developing a toolkit with information on the main types of ASB like noise for 
example. This will have information for residents to help them understand what is and what 
isn’t noise ASB and how they can report it as well as what can be done.  

 
14. Add information on what the group would do when a complaint about ASB is 

malicious. 

This is rarely an occurrence that we have had to manage, we have different processes for 
unacceptable customer behaviour, this case would not come under the ASB service and would be 
managed under a different process. 

 

15. Add links to local charities and other support networks such as Citizens Advice 

Bureaux if possible.  

We’ll have national charity information, but we can’t sort and maintain a list of localised 
support for every local authority. Home Services Managers should have local knowledge and 
should be able to support residents. We will also have information on broader topics and 
agencies residents can reach out to.  

 
16. Provide information for residents where they can’t report to local authorities. Such as 

the area where the freeholder is Berkley Homes. 

Residents should be able to report to local authority even if they are not the freeholder, their Home 
Services Manager should be able to advice a resident on who ASB can be reported to. We have 
several Estate Management Agents and work differently with each one, in the first instance 
residents should report ASB to us via the service centre and we will advice residents on who they 
can contact. 
 

17. Consider moving any contact details to the top or near the top of the page. 

As part of the review, we will make the reporting options more accessible to residents.  
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18. Review questions 7 and 8 in the consultation findings section of this report closely for 

further resident recommendations.  

Feedback such as using graphics rather than pictures and using more appropriate images in the 
leaflet will be used to review the web pages and online leaflet. Residents also have the option to ask 
for translations and could request this for the leaflet. They can also use our website’s language 
feature to change the text to their preferred language. Depending on resident needs we will see if 
there is value in having translated leaflets and find out which languages are most needed. 
 
ASB service/support: 

 
19. Make sure that the service provided to residents is consistent and reflective of the service 

offer on the website, leaflet/booklet, and our policy.  
 

20. Involve residents and allow them to influence improvements and ways in which we can meet 
the needs of their local area. 
 

21. Explore the possibility of further engagement with residents, more personal visits with 
neighbours in person and have meetings with them as a group. 
 

22. Promote other channels for residents to report ASB and not just the website, email, or the 
Service centre. 
 

23. Start talking about ASB from the very start of a tenancy. 
 

24. Review the form for reporting ASB to make sure that it is user friendly and fit for purpose. 

 
We aim to provide clear consistent information that is accurate on the service that we offer. We’re 
keen to involve residents in how we can improve our service. We have members of the Resident 
Steering Group that work with us on the different improvement projects we have for the ASB service 
review. Home Services Managers are also available to work with residents on a local level 
supporting them with issues that affect them in their communities. They also work with residents to 
make sure they are aware of and abide the obligations of their tenancy.  We are looking to develop 
a two-page document that summarises the information on the website which should be included in 
sign up packs for residents.  
 Thank you, once again for your feedback and I hope you find this information useful.   
We look forward to your continued involvement. 
 
Graham Littlewood 
Area Services Manager/ ASB Service Improvement Project Lead  
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