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Scrutiny Session:
Customer involvement within the Anti-Social Behaviour, Hate Crime and Good Neighbour Management Process

Report February 2025
[image: ]





[image: ][image: ]






Background
						 
On Thursday 23rd January 2025, Sarah Mees, Housing Team Leader, ASB Lead and Cyan Matthews, Anti-Social Behaviour Officer, for Homes in Somerset (HiS) facilitated an all-day Customer Scrutiny Event to review Homes in Somerset’s approach to Anti-Social Behaviour, Hate Crime and Good Neighbour Management.   

This workshop sought to review current practice and, using case studies, inform their assessment of the service Homes in Somerset provide when dealing with Anti-Social Behaviour, Hate Crime and the Good Neighbour Management. The day was also supported by Sharon Collard, Community Enabler and Jade Cox, Community Enabler Assistant.

[image: ]Eleven customers attended and worked together with colleagues to consider current practice surrounding anti-social behaviour, hate crime and good neighbour management with a view to recommending service improvements to improve the service provided to Homes in Somerset customers. 

HiS do not have a dedicated Scrutiny Panel and instead sought customers who were interested in the subject to come forward and inform the process based on their experience as a HIS customer. We also invited those who had previously reported anti-social behaviour to Homes in Somerset to ensure we were getting feedback to help us shape the service we deliver. This approach provides an opportunity for those customers unable to attend meetings on a regular basis opportunity to become involved on a more ad-hoc basis. 

It was a very productive day with excellent engagement, every customer participated throughout the day and gave feedback to help us shape the service we provide. We would like to thank everyone for their involvement.

Methodology
The scrutiny review was carried out over a full day with 11 HiS customers and we set out four clear objectives for the day. These were:

· Objective 1: To support better tenant engagement and empowerment;

· Objective 2: To ensure effective and efficient governance; 

· Objective 3: To review and challenge performance around anti-social behaviour, hate crime and good neighbour management, identifying options for service improvements and efficiencies; and 

· Objective 4: To provide better outcomes and standards for tenants and other customers

A review was carried out of relevant documents issued by Homes in Somerset shared with the participants on the day. These included:

· Anti-Social Behaviour Policy
· ASB SOP (Standard Operating Procedure)
· ASB Leaflet (for customers)
· ASB case study 
· ASB figures from January 2024- January 2025
· Hate Crime Policy
· Hate Crime SOP
· Hate Crime Checklist
· Good Neighbour Management Policy
· How to be a good neighbour leaflet
· Dear Neighbour Card 

[image: ]The day was separated into 3 sections which started with Anti-Social Behaviour, followed by Hate Crime and lastly a discussion around the newly introduced Good Neighbour Management process.

Customers discussed, in small groups, what makes a good anti-social behaviour service, then fed back their thoughts and findings.  They then reviewed all the documents relating to each section with time provided for further discussion for them to provide feedback on areas they felt could be improved. 

Cyan presented a case study of an anti-social behaviour case which has used many of the tools and powers available to rectify the ‘perpetrators’ behaviour and explained the case going through to the court referral stage. Cyan explained the court referral process and the fact that, for this particular case, despite the evidence given and several tools and powers used, the court adjourned the case for a further 6 weeks to try and allow the ‘perpetrator’ to rectify the behaviour being complained about. Customers were surprised by this and commented on how long winded the process can be whilst appreciating the barriers and challenges that Homes in Somerset face when handling anti-social behaviour cases. 

HiS went through recent annual ASB and Hate Crime figures and pointed out that Noise Nuisance continues to be the most reported category of ASB complaints. The scrutiny group discussed the methods available to gather evidence e.g. the Noise App and diary sheets. 

Summary of Findings
The main themes noted through the sessions were:

· Communication is key to customers facing anti-social behaviour and customers felt, and staff agreed, that communication throughout a case, even if there were no real updates on a case, was important. 
· Policies outline the clear response times and responsibilities when customers are reporting ASB and Hate Crime. 
· Customers felt that there were appropriate ways in which ASB/Hate Crime and tenancy breaches can be reported including via the website, calling HiS Customer Services Team and reporting online through other agencies where appropriate.  


Recommendations

	Recommendation
	Comments
	HiS Response

	1. More regular communication when reporting anti-social behaviour. 
	Provide good communication throughout the process.

Weekly contact to the complainant of ASB and Hate Crime .
	AGREED – COMPLETED
Regular updates/feedback will be provided. Communication is reviewed as part of the monthly ASB case reviews conducted by the ASB Officer. 
There is a Key Performance Indicator (KPI) in place which monitors ‘customer satisfaction with support received as part of the ASB process’. 

	2. Perpetrators of Anti-Social Behaviour should be given fines when they are in breach of their tenancy agreement.  
	Discussions took place regarding recharges for court fines and CPW/ CPN’s etc. 
	NOT AGREED - This is not something HiS would look at introducing. We feel we have suitable tools and powers to try and sustain tenancies but also take appropriate tenancy action where required. 

	3. Face to face visits to discuss the complaint with the victim. 

Discussing with the victim the best method of communication for them. 
	Discussion to be had with the victim to see how they want to be kept updated and whether this is face to face or via telephone/email etc. 
	AGREED – COMPLETED
We will offer this as part of our initial call with victims who are reporting ASB. 

This is to be agreed with the customer as part of the action plan at the start of ASB case. 

	4. Add ‘DIY, time dependant’ into the ASB leaflet and Policy. 
	This can make customers feel that if the DIY is unreasonable that it won’t be dealt with when in fact if it is being done at unreasonable times it would be classed as ASB. 
	AGREED – 
Leaflet and Policy will be updated to reflect this. 

CM to complete by 1st March 25. 

	5. Residents meetings introduced to the process to discuss ASB incidents/cases. 
	Customers can use the “Case Review” to escalate cases where a customer or community feel action is not being taken. 
Speed and agility in progressing cases can be significant and introducing additional processes could be counter-productive.
	NOT AGREED – 	Comment by Claire Tough: Is it worth saying in the comments 
Customers can use the “Community Trigger to escalate cases where a customer or community feel action is not being taken. 
Speed and agility in progressing cases can be significant and introducing additional processes could be counter-productive.”
This would not be a standard part of the process but would be considered on a case-by-case basis and offered if appropriate. 

	6. Rewording of ASB initial letter to perpetrator letter in relation to the information around written diary sheets and recordings that are being made. 
	Currently states ‘It is our practice to ask complainants to keep written records and audio recordings of the perceived nuisance for up to three months…’
	AGREED – This letter will be reworded. 

Reword to avoid it sounding as if the victim has to report for 3 months before any action is taken on the ASB being reported. 

CM to complete by 1st March 25.

	7. Rewording of ASB initial letter to perpetrator to state ‘action will be taken’ rather than ‘action may be taken.’ 
	Currently states ‘and you do not work with us to address the issues reported, then further action may be taken which may place your tenancy at risk.’
	CM to complete by 1st March 25.

	8. Policies to be added online for customers to view.
	Hate Crime Policy is on the website. New Good Neighbour Management Policy and reviewed ASB Policy are still being signed off. 
	AGREED – All updated policies will be added to website.

CM to ensure all are sent to Comms when signed off and added to website by 1st July 25. 



Appendix 
Customer notes and comments from the group sessions:

	1. 
	Anti- Social Behaviour 
· What does a good service look like? Communication, prompt and clear responses, face to face visits to the person causing a problem, regular contact once the initial ASB report has been made and a face-to-face visit to the victim. 
· Discussion around how to report ASB – Email, CST telephone, website, portal. Customers felt these were good options to be able to report ASB. Customers were asked how they would like to report ASB, everyone has different preferences some prefer calling in and some prefer emailing and some would prefer a face-to-face visit. 
· Suggestion around having a residents meeting to discuss ASB when it takes place, sometimes this is felt like a ‘last resort.’ 
· Concerns were raised regarding some residents not reporting ASB due to being worried about repercussions. 
· Discussions were had regarding customers who had reported ASB, 1 resident stated he just wanted it to stop, and another resident stated that they were kept up to date when reporting ASB. 
· Recommendations were made to change some of the wording on the ASB document to make it clearer for customers. 
· Recommendations were made to change some of the wording on the initial letter to the perpetrator to make it clearer. 
· Customers liked the ASB Policy and asked whether it was online, it has recently been updated and going through the channels to be signed off, once it has been signed off, the updated version will be on our website.
· Customers asked whether we work with other professionals such as social workers – we work closely with all professionals to support victims and perpetrators to resolve complaints. 
· Customers read through the risk assessment and proportionality assessment we complete and found this useful. 
· Customers felt that the ASB process was quite slow and when they experience ASB, they feel anxious. SM explained ASB Officer role to try and improve response times and other factors, outside processes and agencies involved that can also add to the speed of the ASB process. 
· Customers raised that sometimes it can feel like the perpetrator of ASB gets more support than the victim of ASB. 
· Customers felt that if the behaviour of the perpetrator is caused by drugs or other reasons, they should be held accountable if they do not engage in support offered to them. 
· Customers felt that the initial letter to perpetrator on an ASB case should state ‘we will’ not ‘we may’ take further tenancy action. The group had a conversation around this as we need to be mindful that this is the first letter to the ‘perpetrator’ and we need to be impartial if we do not have the evidence at the start of a case. Concerns were raised that perpetrators of ASB just ignore the letters. 

	2. 
	Hate Crime
· Policy outlines the actions that will be taken and responsibility of HiS when dealing with hate crime. 
· Customers liked the checklist we had created to ensure action taken is documented including support offered to the victim. 

	3. 
	Good Neighbour Management
· Customers generally liked the idea of the Dear Neighbour card but raised concerns about some customers not wanting to use this. This would be down to customer preference, and we would not advise to use this if high level ASB or any risk is posed to the customer. 
· Customers liked the How to be a Good Neighbour leaflet. 
· Discussions around ‘DIY’ being classed as ‘not ASB.’ This would be time dependant, if this was late at night and persistent, this could turn into ASB. 
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