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Anti Social Behaviour Service
1. Introduction
The Southway Tenant Scrutiny Panel is a tenant-led body set up in June 2012 to scrutinise services that Southway Housing Trust delivers to its tenants across approximately 6000 properties in south Manchester.  The Scrutiny Panel reported to the Audit and Risk Committee until the formation of the People and Places Committee in May 2016 and will now report to this body.  The aim of the Panel is to challenge Southway on service delivery and recommend improvements to drive change, value for money, increase tenant satisfaction and improve quality of life. 

This is the Panel’s fifth scrutiny review and it was completed between July 2015 and April 2016.  The Panel chose to look at Southway’s Anti Social Behaviour service.  This report has been produced with assistance from Steve Jackson, Independent Mentor and facilitation by Maureen Ward, Southway’s Customer Involvement Manager.  Members of the Tenant Scrutiny Panel are Ruth Emmerson, Jean Holt, Jim Hutton (Vice Chair), Liam Murphy, Jeani Packer (Chair) and Jenefer Wilson.  Due to personal circumstances Jeani has not participated in this review as much as she would have liked. 
2. Thanks
The Panel would like to thank the following for their support and assistance in enabling us to complete our investigations and produce this report for submission to the People and Places Committee:
Staff from Southway’s former Neighbourhood Services Team including Customer Involvement Staff

Staff from Southway’s Connect Team

Officers from Greater Manchester Police

Staff from Southway’s Governance Team

Tenants who provided feedback

Representative from Professional Witness Group
Independent Mentor

3. Scope of the Review
The scope of the review was agreed as:

1. How easy is it for Southway tenants to report anti-social behaviour?

a. What information is available to customers and how easy is it to access?

b. Are the mechanisms for reporting ASB easy to access and use?

c. What options are available for reporting ASB?

2. What happens when someone reports ASB to Southway?

a. Is it clear to tenants how their case will be managed and what their options are to resolve the issue?

b. Are customers kept up to date on progress?  How and how often?

c. How is the level of ASB decided?

d. How is it assigned to an officer?

e. How is it logged/recorded?

f. How is it managed and reported internally?

3. Are tenants satisfied with the outcome of cases?

a. How is data collected?

b.  What benchmarking is carried out?

c. How many cases are referred to external bodies such as the Ombudsman?

d. What does E&D data show and what is done with it?  Are there any trends?

4. Does Southway meet its regulatory and legal requirements with regard to ASB?

a. Has information about legal changes been shared with customers?

Intended outcome:

To establish if Southway provides a quality ASB service that is Value for Money, and if any improvements or changes are required.
4. Carrying Out the Review

In order to carry out the scrutiny review, the Panel undertook the following activities:

· Received an overview of the Anti Social Behaviour (ASB) Service

· Reviewed the ASB Policy

· Reviewed all ASB forms and leaflets
· Looked at the costs of the service and received information about how the budget is allocated
· Looked at the number of cases per year

· Analysed call data
· Reviewed annual ASB Reports
· Interviewed the ASB Manager

· Interviewed ASB Specialist Officers

· Interviewed Neighbourhood Officers 
· Interviewed Connect Advisors
· Interviewed Police Officers
· Interviewed an Independent Witness

· Carried out interviews with tenants who have used the ASB service
· Reviewed customer satisfaction of the ASB service

5. Overall Findings and Conclusions
Contained within this report is a summary of the findings, evidence and recommendations which will be presented to the Southway People and Places Committee and will inform an Action Plan to be taken forward by the staff and management of Southway Housing Trust.  This Action Plan will continue to be monitored and reviewed on an on going basis by the Tenant Scrutiny Panel.
We conclude that the current ASB service is effective and that little needs to be changed.  Customer satisfaction reflects this.

In addition to our recommendations at the end of this report we have made a number of observations during our scrutiny process that do not result in a recommendation but that we would like to highlight to officers.   Please find these below in section six of this report.   
6. Observations

During our review of the ASB Service we made the following observations:

1. Mediation is an effective method of resolving low level ASB and should be championed whenever it is appropriate.

2. Southway has good working relationships with external agencies with the exception of Social Services.  The police reported similar problems about engaging with Social Services staff.
3. ASB Specialist Officers appear to be very knowledgeable and competent.
4. The independent witness stated that he believes Southway’s ASB service is best of all the providers he works with.

5. The set of paperwork used to record and monitor cases is effective.
6. The current targets for responding to low and medium level new cases appears to be rather lengthy and it may improve tenant satisfaction to reduce these.

7. When interviewing the police the Panel was informed that some cases may be dealt with more swiftly if the police had access to Southway data.

8. Over a three year period four cases were referred to the Ombudsman.  One was found in favour of Southway, one was withdrawn by the tenant and two are currently being looked at.
9. The Panel is confident that benchmarking is carried out with other similar sized local providers and Housemark’s annual ASB Benchmarking Report.

10.  The Equality and Diversity information for last year shows that the ethnicity of tenants who report ASB reflects the Southway profile.  The majority of ASB is reported by people aged between 35 and 54.  It is predominately females who report ASB.
7. Next Steps

We have enjoyed carrying out this review and believe that we have clearly set out our findings.  We now ask that you acknowledge them and consider our recommendations.  The Panel would like to request that the People and Places Committee approve the recommendations in this report, furthermore officers to address these in an action plan which we would like to be presented to the Scrutiny Panel by the end of June.
We will now take a short break before we commence our next piece of scrutiny.  The subject is yet to be agreed.  
We look forward to continuing to work with Southway.
Findings and Recommendations

	Findings
	Evidence
	Recommendations
	Benefits

	The current version of the ASB Policy is not up to date.
	There is no reference in the Policy to the changes in legislation that came about from the Crime and Policing Act 2014.
	1) Update the Policy to reflect the changes and new powers.
	An up to date Policy which reflects current legislation.

	More ASB training is required, particularly on legal issues and how to write statements.
	Feedback from Southway staff.  
	2) Ensure all staff who deal with ASB are trained to write statements and are aware of legal issues.  
	Staff with the right knowledge and an effective service for tenants.

	The different policing arrangements in each neighbourhood means cases are not dealt with consistently across the Southway area.
	The Panel was unable to interview a police sergeant from all areas because there is not one allocated to the Withington/Old Moat area.
	3) Approach the police about rectifying this position in an effort to gain consistency. 
	A consistent approach in each area for all tenants.

	The frequency of updates to tenants about their ongoing case is inconsistent from one officer to another.
	Feedback from tenants who had experienced ASB made this clear.
	4) Ensure all officers update tenants at the same frequency and that management are monitoring performance.
	All tenants receive the same level of service.

	The current method of tackling ASB is effective.  
	Feedback from officers, tenants and customer satisfaction.
	5) Take measures to ensure the new Shaping Southway structures do not impact on the current effective service.  After six months report back to the Panel on how well the new structure is working in terms of ASB.
	Continuing to deliver an effective service with good tenant satisfaction.

	Southway does not request/pursue court costs from perpetrators.
	The Panel was advised of this when interviewing staff.
	6) Officers to consider whether it would be viable to pursue court costs.
	Potentially reduce the overall cost of the service to Southway.

	There is a lack of information/guidance on the Southway website about how neighbours may resolve issues themselves
	The Panel was not able to find anything on the website
	7) Update the website with clear and useful advice about resolving ASB.
	This could result in fewer cases being escalated to Southway as formal ASB cases and reduce costs.

	There is no follow-up action when cases have been closed.
	The Panel was advised of this when interviewing staff.
	8) A question on whether there are any ongoing issues to be asked as part of the customer satisfaction survey.
	Any recurring issues can be addressed promptly and shows Southway as taking ASB seriously.

	There is currently no SIG (Service Improvement Group) or other customer structure monitoring or reviewing ASB performance.
	The updated 2014/15 ASB Service Improvement Plan included in the 2016 Antisocial Behaviour Annual Report states that a way to involve customers in the monitoring of ASB performance will be considered after the Scrutiny review of ASB.
	9) Develop an ASB Review Panel similar to the Complaints SIG to monitor performance and review how cases are handled. 
	Regular review by customers of performance and achieves action required in Improvement Plan.

	The Panel were only able to interview a relatively small number of tenants about their ASB experience.
	Officers were unable to gain approval from tenants for Panel members to interview them.
	10) Consider whether complainants’ approval to share their information with customer panels can be sought when they first register an ASB case.
	Saving on staff time and resources.  It would also allow the Scrutiny Panel to carry out wider consultation with tenants.
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