ROLE PROFILE TEMPLATE
	Job title
	ASB & Safeguarding Lead
	Job number
	[Insert]

	Grade
	10 HC
	Directorate
	Customer

	Department
	Customer & Communities
	Reports to
	Head of Intensive Customer Support

	Date effective
	01/09/2026
	Salary band
	


Job description

	Purpose



	To provide strategic leadership, professional assurance and expert oversight for Anti-Social Behaviour (ASB) and Safeguarding services across all tenures and customer groups. The role will establish and maintain a proactive, data-led and trauma-informed operating model that promotes safer communities, protects vulnerable customers, improves tenancy sustainment and improves customer satisfaction. The postholder will set strategy, service standards, governance frameworks and performance expectations whilst leading on complex, high-risk cases and ensuring robust safeguarding and ASB practice across the organisation




	Key responsibilities / deliverables



	
ASB and safeguarding strategy and operating model
Lead the development and delivery of the ASB and Safeguarding strategy, ensuring alignment with organisational objectives, customer priorities and the Intensive Support framework.
Develop and maintain policies, procedures, pathways and toolkits that provide consistent and effective ASB and safeguarding practice across all tenures.
Ensure policies and procedures support right-first-time delivery and clearly define legal routes and interventions across tenancy, leasehold, PRS, licence and specialist housing arrangements.
Embed a trauma-informed and strengths-based approach that reduces harm, improves customer trust and supports tenancy sustainment.
Ensure service standards, KPIs, TSMs and operational controls are embedded and regularly reviewed through governance arrangements.
Provide strategic leadership on emerging risks, legislative developments and sector best practice.
Data, systems and performance
Develop and own performance dashboards covering ASB response times, case resolution, repeat incidents, victim satisfaction, safeguarding outcomes, audit findings and service effectiveness.
Use customer insight, operational data and trend analysis to identify risks and opportunities for service improvement.
Lead the development of real-time reporting and management information which provides visibility of caseloads, interventions, risks and outcomes.
Ensure data quality, compliance and effective use of case management systems to support performance management and decision making.
Produce evidence-based reports and performance updates for governance forums, leadership teams and organisational stakeholders

Governance, assurance and risk
Maintain an integrated ASB and safeguarding risk framework, ensuring risks, controls and mitigation plans are monitored and reviewed.
Lead audits, quality assurance reviews and thematic assessments to improve service delivery and compliance.
Ensure compliance with consumer standards, Ombudsman expectations, safeguarding legislation, GDPR and organisational governance requirements.
Oversee complaint responses, assurance activity and improvement actions relating to ASB and safeguarding services.


Complex casework and professional practice 
Act as the senior professional lead for highly complex, sensitive and high-risk ASB and safeguarding cases.
Provide professional advice, guidance and decision-making support to managers, senior officers and internal stakeholders.
Establish standards for evidence gathering, legal interventions, mediation and alternative dispute resolution.
Ensure consistent approaches to risk assessment, case reviews, multi-agency working and case closure.
Provide strategic oversight of serious incidents, safeguarding escalations and complex legal proceedings 


Prevention, community safety and customer voice
Promote proactive approaches that prevent ASB, build community resilience and create safer communities. 
Lead initiatives focused on early intervention, education and community engagement. 
Ensure customer feedback and resident insight inform service design, policy development and continuous improvement. 
Oversee resident and service improvement forums to ensure learning is translated into policy and operational practice

People leadership
Lead and develop the Senior ASB Officer and Senior Safeguarding Officer, establishing clear objectives, expectations and performance standards.
Build a culture of accountability, continuous improvement and professional excellence.
Develop capability frameworks, learning programmes and practice standards for frontline and specialist colleagues.
Ensure staff receive appropriate training, coaching and development in safeguarding, legislation, de-escalation, risk assessment and trauma-informed practice.
Use performance information and quality assurance findings to support service improvement and workforce development

Partnerships and stakeholder management
Develop strategic relationships with local authorities, safeguarding boards, police, health services, fire services and other key partners.
Represent the organisation at senior multi-agency forums and partnership meetings.
Strengthen referral pathways, escalation arrangements and joint working protocols.
Collaborate with community groups, resident associations and other housing providers to improve outcomes for customers and communities

Budget, governance and risk
Manage ASB and safeguarding budgets within delegated authority.
Ensure effective use of resources, including legal interventions, mediation services and commissioned support.
Drive value for money while maintaining customer safety and service quality.
Monitor expenditure, forecast budgets and identify opportunities for efficiencies and service improvement



	Line management



	Direct reports
	ASB Senior & Safeguarding Senior & community Impact Coach

	Leadership scope
	ASB teams – Safeguarding Teams – Impact coach team.



	Key contacts



	Internal
	Operational Performance; Neighbourhoods; Legal; Governance and Assurance; Finance; Property and Repairs; People Services and L&D; Lettings; Service Charges; Contact Centre; Data and Performance


	External
	Local Authorities; Police; Fire and Rescue Services; Safeguarding Boards; Adult and Children's Social Care; Health Services; CQC; Mediation Providers; Other Registered Providers; MPs and Councillors; Community Groups.



	Operating environment / dimensions



	Customer base: All tenures including general needs, affordable rent, shared ownership, leasehold, private rented sector, supported and specialist housing.
Decision-making: Professional sign-off for ASB and safeguarding standards, assurance findings, complex case direction and delegated financial decisions.
Budget responsibility: ASB and safeguarding operational budgets, legal expenditure and specialist intervention costs.
Governance: Consumer standards, TSMs, Ombudsman requirements, safeguarding compliance, data protection, audit and assurance reporting.



	Knowledge, skills and competencies


	
	Requirement
	Essential
	Desirable

	Qualifications / training

	Degree-level qualification, equivalent professional qualification or substantial relevant experience in tenancy sustainment, financial inclusion, community commissioning or social policy.
	Yes
	

	Experience

	Significant leadership experience across tenancy sustainment, financial inclusion, community investment, commissioning or related customer-support services.
	Yes
	

	Experience of leading complex casework through multi-agency pathways, implementing support plans and measuring outcomes.
	Yes
	

	Experience of commissioning and contract-managing external providers, fundraising or bid development, and performance and impact reporting.
	Yes
	

	Experience of leading managers and multidisciplinary teams through service improvement and organisational change.
	Yes
	

	Knowledge and skills

	Deep and current knowledge of welfare benefits, income maximisation, grants and hardship routes, and tenancy sustainment practice from pre-tenancy through to crisis and longer-term support.
	Yes
	

	Strong data literacy, including use of dashboards, case and referral systems, performance analysis and evidence-led decision-making.
	Yes
	

	Strong commissioning and procurement knowledge, including service specifications, SLAs, KPIs, compliance, contract management and value for money.
	Yes
	

	Strong knowledge of safeguarding, information sharing, GDPR, equality impacts, consumer standards, TSMs and relevant governance expectations.
	Yes
	

	Excellent strategic leadership, relationship-building, communication, influencing and negotiation skills.
	
	Yes

	Experience of trauma-informed practice, motivational interviewing or related strengths-based approaches.
	
	Yes



	A2Dominion behavioural expectations



	DRIVE: Caring by Nature, Working Better Together and Thinking for Tomorrow
The role is expected to demonstrate Manager – Leading Others behaviours by translating organisational strategy into delivery through personal contribution and the work of others, creating an engaging environment and promoting a forward-looking, solution-focused mindset.



	Measures of success



	
ASB, Safeguarding and Service Performance
ASB and Safeguarding strategy embedded with clear governance, KPIs and TSM measures. 
Improved ASB resolution times and reductions in repeat incidents. 
Increased victim and customer satisfaction scores
Improved safeguarding outcomes through effective intervention and partnership working. [
Real-time dashboards embedded with agreed standards for data quality and adoption. 
Positive audit, assurance and compliance outcomes
Governance, Risk and Partnerships
Effective risk management with mitigation actions delivered on time.
Positive feedback from external partners and multi-agency stakeholders. 
Improved organisational compliance with consumer standards and Ombudsman expectations. 
Optimised legal and mediation outcomes while delivering value for money. 
Sustainable improvements in community safety, tenancy sustainment and customer wellbeing.



Assessment methods: A = Application; T = Testing; I = Interview; TS = Telephone Screen
This job description outlines the main responsibilities and requirements of the job. Colleagues are expected to comply with reasonable management requests to carry out additional or alternative duties.
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