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Report Purpose 
 

1.1  Southern Housing Group (the Group) would like to introduce a new initiative. The aim of the ‘Dear neighbour card’ is to help residents to feel 
empowered and help manage low level noise ASB. We want to also empower residents to feel confident and have a better way to talk to 
each other through the card or another mechanism, to resolve any issues. We plan for this card to be used as an early intervention in lower 
risk cases (noise etc) before they escalate.  

Report summary  
 

2.1 Between March and April 2021, we consulted with involved residents whether they thought that the card was a good idea, how and if they 
would use it and if they would like to be involved with the customization of the card and if it should be introduced as an option for residents to 
use as part of our ASB service.  Twelve residents from different tenures gave their feedback via survey sent via email and one resident 
responded via email with a general comment on the “Dear neighbour card” initiative.  
 

2.2  The key outcomes have been summarised and reflect majority opinion from the qualitative and quantitative data. For full feedback see 
Consultation Findings at the end of the report. 
 

2.3 Seven residents told us that they would use the Dear Neighbour Card. Four said that they wouldn’t. One resident emailed that he would not 
use the card. 
 

2.4 Seven residents said that the card should be used for low level noise ASB. Four said that it shouldn’t be used for this. The resident that 
emailed also said that the card shouldn’t be used for this.  
 

2.5 Eight residents fed back that they felt that the language used in the card was appropriate. Three said it wasn’t.  
 

2.6 We also asked resident to tell us how confident they were with discussing issues/concerns with their neighbours. One resident said, “very 
confident”, six were “confident”, two were rather confident and two told us that they were “not confident”. 
 

2.7 Residents were also asked to tell us what else we could do to help them feel more comfortable when discussing low level ASB with their 
neighbours. We summarised feedback into the following: 

• The Group should have a more active role in mediating. 
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• The Group should provide support and carry out checks in residents’ homes to advice on soundproofing.  

• If there isn’t one already, have an ASB toolkit for teams such as the service centre to support residents. 

• Use the card to give residents an option to apologise for any noise they are causing. Options can include “I will attempt to minimise 
this noise”, “this noise may occur occasionally but only between the hours of x and y”, “this noise was a one-off and should not occur 
again” etc. 

Feedback representative to older person’s specialist advisory panel (SAP) 
 

• More support from Home Services Managers and Scheme Coordinators – being more proactive with informing residents about their 
options and how they could record any ASB 
 

2.8 Residents were also asked to tell us what their preferred way would be to access the card, six said “download from the website”, two said 
that they would contact their home services manager/scheme coordinator”, 1 would contact the service centre.  
 
Feedback representative to the older person’s specialist advisory panel (SAP) 

A resident’s comment suggested that the card should also be available in hard copy for residents to access as some may not know how to 
download or have the means to print off a card.  
 

2.9 Six residents told us that they would like to get involved with the customization of the card. 

 
2.10  We also asked resident to provide any other feedback they felt was relevant. Residents suggested that the Group should make sure that 

they have communications on the launch of the card, to make sure all residents are aware that this is an option for them. The Group should 
also include a guide on how to use the card- with advice such as “take a picture of the card” before it is sent to a neighbour. 

A resident suggested for the Group to be more hands-on with investigating what is causing the noise and making sure that there are 
procedures put in place to control any noise travel and also to lessen the impact of noise to residents. 

 
Feedback representative to the physical disability specialist advisory panel (SAP) 

Residents also said the Group could be more proactive in signposting residents to where they could get help if for example, they have 
hearing difficulties. Especially if it is for this reason that they are causing any noise ASB.  
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2.11 Feedback against the card from a resident suggested that the card was a “terrible idea” with the “dear neighbour” being patronising and 
would make things worst between neighbours. The resident fed back that noise ASB should be treated in the same way any other ASB is 
treated with letters and face to face visits to “nip it in the bud before it escalates” 

Consultation Themes 
 
To ensure that residents were consulted with so that we understood whether there is interest in using the card. Another theme was to get resident 
feedback on whether they thought that the card was appropriate to use as a mechanism of communication between residents, to deal with low level 
noise ASB. We also wanted to know how residents would prefer to access the card and finally if they wanted to be involved with the customization 
of it.  

Consultation Methodology 
 
This report sets out the findings of the review undertaken by involved residents who are interested in giving feedback for service improvements. 
Residents invited live across the areas where the Group has homes. The chart below shows the different areas where residents who responded 
live.     

 
 
 
 
 

 
 
 
 
 
 
 
Residents were invited to take part in this consultation via email and were sent a survey to complete and email back. Other options to complete the 
survey included via a phone call with the Customer Involvement Officer.  
 
The Customer Involvement team were responsible for the design, co-ordination and delivery of the survey and report findings to the Dear Neighbour card 
project leads.  
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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 
 

12 residents took 

part 

The following tenures were involved:   

2 Shared Owners, 10 General Needs 

 

91 residents were invited to 

participate, and 11 residents 

responded by survey sent via email. 

1 resident responded via email 5 were male and 7 were female. There were no other 

gender groups 

8 residents are Specialist Advisory Panel 

members 

Feedback from Project Lead 
 

Recommended improvements to support the feedback from the survey consultation which took place between March and April 2021 

Feedback theme – Customization of the card 
Provide information regarding the following feedback raised by residents involved with the Dear Neighbour Card consultation  

Proposed actions Who Progress 

Consider working with residents interested in the customization of the 
card to review the language currently used generally and to make sure 
that it does not come across as “patronising”. 

ASBIG We consulted with residents on this and have received feedback. We 
will review any language that may come across as patronising  

Consider adding the option for residents to use the card to apologise to 
their neighbours for any noise they may be causing. 

ASBIG We will be using this recommendation to finalise the card which is 
currently being reviewed by the project lead  

Make sure to include the six residents that confirmed that they would be 
involved with the customization of the card 

ASBIG We invited all six residents and there were involved with the 
customization of the card  

 

 

Feedback theme – Promotion of the card 
Provide information regarding the following feedback raised by residents involved with the Dear Neighbour Card consultation 

Proposed actions Who Progress 

Make sure that the card is promoted to all residents 
and not just those that are “involved residents”. 

ASBIG We will use our website, usual communications platforms and front-line staff that manage 
ASB to promote the card 
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Feedback theme – Use of the card  
Provide information regarding the following feedback raised by residents involved with the Dear Neighbour Card consultation 

Proposed actions Who Progress 

Consider making the card available in different 
formats to be accessed by digital and non- 
digital residents. 

ASBIG We will look into having the cards printed, depending on the demand from residents. We will do 
this in a localised way and print them as needed 

Consider using the service centre and front-
line staff as points where residents can go to 
ask for a copy of the card. 

ASBIG As above, we will be working with both these teams to do this 

Develop a guide for residents on how they can 
use the card effectively.  

ASBIG We will look into developing a resident friendly guide, which will be added to our webpages for 
residents to access, and also print to share with those that not online as needed  

 

Feedback theme – Other resident support 
Provide information regarding the following feedback raised by residents involved with the Dear Neighbour Card consultation 

Proposed actions Who Progress 

Consider reviewing the mediation support available to residents- can 
Southern Housing Group (the Group) do more? 

ASBIG We already provide a mediation service and there is other support available. 
Residents can work with their Home Services Manager to find out more.  

Can the Group support residents with checking the soundproofing of 
their homes? 

ASBIG This can be looked at on a case-by-case basis and we can support residents 
where we can. There might need to be a substantial issue with the building 
so that we can help with this. We can investigate and beyond that; we will 
have to assess what benefit we think we will get from getting that course of 
action for all residents and the Group 

Is there an ASB toolkit for teams like the service centre to use when 
supporting residents? If not, can the Group consider developing 
one? 

ASBIG We are looking at developing toolkits for residents to help them with 
reporting ASB and managing relationships with their neighbours. Staff 
receive training across all areas, regularly but we will explore with 
Management whether the team needs further guidance on dealing with ASB  

Is there anything Home Services Managers/ Scheme Coordinators 
could do to be more proactive with supporting residents with any 
ASB issues. Or what are they already doing to support them with 
this? 

ASBIG We have actions plan to address issues. We also point residents to 
environmental health and the noise app to receive guidance and use the app 
to report any noise 

Consider any signposting opportunities for residents that might have 
hearing difficulties or any other additional needs which may be 
reasons for why a resident may be causing noise that disturbs 
neighbours 

ASBIG We will look at any referrals we can make to any third parties to support 
residents with this, there is mediation around facilitating a 
relationship/conversation between residents to understand this 
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Process 

Share action plan and report with the ASBIG Dear Neighbour Card project team   

ASBIG Dear Neighbour Card “project team to confirm who is responsible for ach proposed action and provide progress details.   

The Customer involvement team are committed to providing updates to residents on how their involvement has made an impact.  It is likely that we will need to 
“own” the action plan but not the actions (actions sit with ASBIG Dear Neighbour Card project team to carry out and complete) 

Appendix: Consultation findings 
 
1. Would you use this card? 

 
 
 
 
 
 
 
 
 
 
Resident comments: 
 

• It is a difficult thing to do – to approach a neighbour with what is a complaint, especially if you suspect an approach may not be well received.  
This card would make such an approach much easier.  It also sets a polite atmosphere 

• No, because I could use this myself to communicate with my neighbour 

• Proof of details and time, location and what happened 

• Yes, I would use this card if I needed to.  I think this is really a good idea 

• It is a very clear information card. However, it does not show it is from SHG and has no logo on it 

• Yes, the card could be useful where I do not know my neighbour – there is always an option of adding a personal note to the card if one thought 
it appropriate 

• Seems like quite a non-threatening way to alert someone to their behaviours 
 

7

4

Yes No
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2. Do you think the card should be used for low level noise ASB? 
 

 
 
 
 
 
 

 

Residents’ comments:  
 

• Low level noise or other disturbance does not need a formal approach.  This card should work well without embarrassing someone who has no 
idea they are causing a nuisance 

• Should be used for high level ASB, if people are living sociably, if its low-level noise its fine but if it’s high level it affects people 

• If people are making noises in the early hours of the day 

• Most residents have a good relationship with their neighbours, but others do not.  If a person finds it difficult to talk to their neighbour than the 
card would come in helpful 

• It needs to have a clear purpose and the resident that uses it must be aware of the other options that can be used. I would suggest that the 
resident does have the backup of the Service Centre and be able to include a reference number 

• It may nip a problem in the bud before it becomes a bigger issue 

• The card seems like a good way to start any pending issues and can be used as evidence that something has been done should matters 
progress 

• It's worth trying but don't feel people that are inconsiderate would lower the noise, some would go louder. Those that care could take notice. But 
ASB people don't normally care about others hence the problem 

• It will make any situation worse 

• I think it would cause more neighbour nuisance than help to use these cards 

• I think Residents should speak to their neighbours directly, or if this puts Residents under pressure, speak to the Home Services Manager for the 
development 

 
3. Do you think the language used in the card is appropriate 

7

4

Yes No
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Resident comments:  
 

• Polite, non-aggressive, clear 

• Friendly enough and polite 

• Self-Explanatory 

• I think the card gives the right information and explanation 

• Very clear and concise 

• It is straightforward language – not loaded or emotional and uses images which are softer in tone 

• Feels non-threatening – just a gentle alert 

• It's basic but ok but I would not include voice, people are entitled to talk in their homes without being bought up on it 

• Only if you are dealing with reasonable people 

• I think the whole idea is bad 
• "There are all different reasons for noise being created and the examples on the card are limiting 

 

4. How confident are you with discussing concerns/issues with your neighbours?  
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5. What else could we do to help you feel more comfortable when discussing low level ASB with your neighbours?  
  

• Arrange a meeting with another neighbour to act as arbitrator?  A meeting with a third party should keep things polite. It should also give both 
sides a chance to put their concerns 

• Low level I can deal with, depends on where a neighbour is, support with what I can’t do myself. E.g., improve soundproofing of properties 

• If a person has a problem with their neighbours and are unable to talk directly to them then they need to have someone else to talk to that can 
help them try to solve the problem and come up with some solution 

• Have an ASB toolkit available for residents that the Service Centre can use to support them. Some people may not want to do this in fear of any 
reprisals of the issues 

• Maybe add a response option to the card – so neighbour can send a card back, apologising for the disturbance, with maybe tick boxes such as ‘I 
will attempt to minimise this noise’ ‘this noise may occur occasionally but only between the hours of x and y’ ‘this noise was a one-off and should 
not occur again’ etc 

• I feel it is more difficult for older people to challenge this type of behaviour in neighbours. I am in a sheltered housing situation so could alert my 
manager to any issues. Maybe ask residents to keep a diary if situation progresses" 

• It's hard when a neighbour has his TV and music really loud, we approached him calmly and mentioned it, and he got violent and from then on it 
got louder. Not sure anything you could do to help us approach him again. Open to ideas though 

• More support from housing services 

• In apartment blocks it essential that adequate carpeting and underlay is used by those above ground level, and this should be checked by the 
Home Services Manager for the development. I had a problem myself and after gentle verbal approaches had to resort to a very nicely worded 
email. An immediate apology was forthcoming, and it hasn’t occurred since. However, noise in an apartment block does carry and it may not 
necessarily be what is thought as the origin, sometimes it can be deferred from another source and “travel” 

 
6. If you were to use the dear neighbour card, what would be your preferred way to access this? 
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Resident comments: 
 

• Depends on who is using, an elderly person for example wouldn’t be able to download a copy. It also depends on the area and the resident. 
Have to think about how many times a resident would use the card. Also, might be good to have a warning about continuous noise and what 
may happen if the resident making this noise doesn’t stop after receiving the card 

• I would also use via email. Also being the Neighbourhood Co Ordinator for my Development I would pass this onto the relevant parties like 
the police if needed. All the above 

• I think it should be available in both contexts 

• I can download the card but do not have a way of printing it off – not at least until the Libraries re-open. Be good to have the option of 
contacting the Service Centre to be sent a card 

• Easy for me to download – also confidential in first instance 

• If I have issues I just talk to my neighbours, or I would contact my HO but wouldn’t use this card method. I wouldn't use one 

• It essential not to perpetrate bad feelings between neighbours, the Home Services Manager would act as a buffer between disagreeing 
parties, and it could be a “general observation” rather than “he said, they said” approach 
 

7. We would like to get residents involved with the customization of the card; would you be interested in working with us on this?   
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8. Do you have any further comments? 

 

• How will you make customers aware of the card, there are customers that are not involved, also that are not online. You must find a way to 
let all residents know that this card is an option for them. Maybe housing services officers could hand them out when they are on site.  

• Be good if the sender was to take a photo of the completed Card before sending it to Neighbour so the sender has record of what was sent 

• Maybe add some signposting to assist people who have issues raised by this – e.g. where to get help with aids for hearing better within their 
home etc. (especially older people who may not realise their lack of hearing is impacting others) 

• I could give ideas but as said ASB is normally from people that know it's loud etc and they don't care about others 

• If there is continuous noise, the reasons need to be investigated by SHG.  Is it that there is no soundproofing in the building, or does the 
noise travel through the communal areas as these are tiled and not carpeted? What could be done to lessen the impact of noise on 
Homeowners? Should it be a statutory obligation of those above ground level to ensure they have adequate flooring to lessen and noise to 
neighbours within their leases and enforced by SHG? Are external and communal doors in full repaired order with “soft close” brackets? 

• "As somebody who endured 5 years of ASB from a former Tennant, this idea is terrible, it would be like a red flag to a bull and make things 
worse, it’s also very patronising to put Dear neighbour when complaining about somebody, low level ASB should be treated the same as any 
ASB, letters from HSM or a visit from ASB case workers to nip it in the bud before it escalates. Simple notes annoy, face visit scares. Yes 
that's ok on both fronts, my home services manager knows all the issues that I went through with the former tenant, I honestly don't think this 
is a good idea at all, with my case we tried the nice approach and I ended up with my windows smashed ( both car and home) and a torrent 
of abuse and death threats that lasted 5 years, you probably know the case, Southern housing group v Ahern, it was a landmark case at the 
High Court. ASB needs a tough approach not a softly- softly because it escalates very quickly 


