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1. Introduction 
 
1.1 Background 
 
The Swan Resident Scrutiny Panel was formed in October 2013 through the 
commitment of Swan Housing to meet the aims of the Homes and Community 
Agency’s Resident Involvement and Empowerment Standard. This standard requires 
landlords to develop tenant scrutiny in order to achieve a specified level of tenant led 
self-regulation.  
 
The Panel’s remit is to scrutinise customer services, particularly focusing on areas 
where customers have prioritised a need for improvement, and to make 
recommendations to Swan’s Executive Team. 
 
1.2 Introduction 
       
This is the panel’s sixth review in three years. Following a recent internal ASB Review 
the Operations Committee requested that the panel review Swan’s ASB Policy. During 
the investigation it was identified (from the HouseMark performance information) that 
satisfaction with how ASB cases are dealt with could be enhanced.     
 
The aims of the scrutiny panel in performing this review are as follows: 
 

• To increase customer satisfaction with how ASB cases are dealt with 
 
Work on this review began in April 2018 and the report was completed in October 
2018.  
 

2. Methodology 

2.1 Desktop Review 

 
The panel began by conducting a desktop review.  The desktop review was carried 
out in order for the Scrutiny Panel to gain awareness of: 
 

• Swan’s policies and procedures on management of ASB  

• Who is responsible for dealing with ASB in Swan 

• How Swan investigates and deals with ASB 

• How ASB is reported to Swan and how easy it is to do so  

• How Swan measure customer satisfaction in dealing with ASB cases 

• The Audit report 

• Letters and documents used to manage and monitor ASB cases from open to 
close 

 

2.2 Interviews with staff  

Interviews with staff were carried out to gain an understanding of the ASB service and 
better understand who is involved.  The Scrutiny Panel interviewed: 
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• Elaine Navin, regional Neighbourhood Manager, to understand who is 
responsible for dealing with ASB in Swan and how it is managed. A survey for 
ASB officers and Neighbourhood officers was produced, answers were 
provided by Elaine 

2.3 Benchmarking  

 
The Scrutiny Panel were able to review similar Housing Associations ‘ASB’ policies 
and procedures and performance information 
 

- Clarion Housing Group 
- Genesis Housing 
- Greenfields Community Housing  

 
This enabled them to identify if any gaps exist. 
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3. Key Findings and recommendations 
 
POLICIES – Key Findings  
 

• When reviewed against other landlords, Swans policy is very detailed and 
comprehensive and comparable to other Housing Associations  

• The policy is customer friendly and available to residents to view on the 
website 

• The policy clearly defines what is and isn’t ASB  

• The policy provides content for effective monitoring of ASB   

• The policy puts mechanism’s in place for residents to be directly involved with 
the delivery of ASB services  

• Swans’ policy states that it has associated procedures in place for dealing 
with ASB, these were provided to the Panel and were found to be fit for 
purpose  

 
POLICIES – Recommendations 
 

1. When reviewing the ASB policy, any recommendations agreed in this report 
should be incorporated. 

 
OVERALL CUSTOMER EXPERIENCE & SATISFACTION – Key findings 
 

• A high number of residents responded to the satisfaction survey which gives 
Swan valuable feedback 

• Although a high number of customers are satisfied with the ASB case 
handling and satisfaction with the outcome of a case, there are still a 
proportion of customers that are not satisfied  

• Satisfaction data provided to the panel does not currently show the 
percentage of customers that said it was easy to get in touch to report ASB 

• Due to the confidentiality aspect of ASB reports the Panel have been unable 
to speak directly with customers to ascertain why satisfaction has not 
improved 

• Each customer has a risk assessment and agreed action plan after the initial 
report   

• Clear timescales are set for when a customer should expect a response to 
their ASB report. These timescales are listed in the policy 
 

CUSTOMER EXPERIENCE & SATISFACTION – Recommendations 
 

1. Ensure staff satisfaction results are included on agendas of team meetings 
and 1:1 reviews with officers involved in case handling 

2. Key case studies with partnership working to be publicised to customers to 
show Swan’s effectiveness in dealing with ASB 

3. Information relating to how easy it is to report ASB to be published and used 
for improvements to policy, procedures and staff performance. The panel did 
note that this has commenced via publications such as ‘The Communicator’ 

4. Swan should publicise the impact of successful ASB cases 
5. To continue to ensure that agreed action plans (with timescales and how 

often updates will be provided) are sent to all customers who have an open 
ASB case  
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INFORMATION – Key findings 
 

• There is lots of useful information relating to Hate Crime on the website and 
information on how other agencies can be contacted 

• The website provides information on how to report ASB out of hours by calling 
the Police 

• The panel are aware that a new resident portal is being introduced sometime 
soon.  On the current website, they have identified that ASB does not show 
up on the home page and customers are not able to report ASB via the 
website. 
 

INFORMATION -  Recommendations 
 

1. That customer consultation is included as part of the website and tenant 
portal review to enhance the ASB page and to enable the reporting of ASB 
via the portal 

2. That a review of the wording around what should and shouldn’t be reported to 
the police on the current ASB page is carried out 

3. That Swan consider providing performance information on the website for 
customers  
 

STAFFING / PROCEDURES – Key Findings 
 

• The policy has a clear definition of roles and responsibilities of who deals with 
ASB. 

• All staff that did engage with this review were extremely focused, driven and 
dedicated to ensuring customers are satisfied with the service.  

• ASB cases are distributed by Senior Neighbourhood Officer to relevant staff 
dependent on case level. The panel recognised that this is a good use of 
resources and ensures that cases are manged appropriately.  

• ASB is discussed at each team meeting with both ASB Officers and 
Neighbourhood Officers present.  

• The Senior Neighbourhood Officer checks ASB cases on a weekly basis and 
will reallocate them where necessary 

• Comprehensive procedures are produced for staff to follow when dealing with 
incidents of hate crime and harassment and ASB and these are regularly 
reviewed and updated’ 

• The BTEC training has now been completed for this year; 7 officers gained 
the qualification 

• The panel were advised that all officers are aware of the procedure and 
Senior Officers carry out monthly monitoring of every live ASB case to check 
procedures are followed and provide guidance to officers and next steps to be 
taken.   

 
STAFFING / PROCEDURES - Recommendations 
 

1. Where customers who have reported ASB highlight that they are dissatisfied 
with the outcome of their case during the feedback survey, relevant managers 
could carry out a brief review of such cases in partnership with a senior officer 
/ manager 
 
 



______________________________________________________________ 
7 

ASB Report Draft October 2018 
 
 

PARTNERSHIP WORKING – Key findings 
 

• Swan work with a large number of partners to support their ASB work. 
Depending on the complexity of a case, they have access to a large range of 
support services to enable them to deliver successful outcomes 

• Swan attends multi agency meetings to resolve cases holistically. The multi-
agency meetings afford information sharing and ensures that the right agency 
leads on specific cases. This was considered to be a particular strength 
highlighting the effective partnership role played by Swan    

• Swan use a mediation service for neighbour disputes, but there is an 
opportunity to evidence their impact more effectively 

• The Caretakers regularly inform the Neighbourhood Team of ASB issues  
 
PARTNERSHIP WORKING – Recommendations 
 

1. Mediation service outcomes to be monitored and reviewed by staff more 
closely and successful outcomes advertised on the website 

2. More publicity on the fact that Swan work in partnership with other agencies 
to tackle ASB to be used on the website, notice boards and newsletters 

3. Information to be captured to evidence the partnership working between the 
Caretakers and the Neighbourhood Officers for tackling low lever ASB in a 
more pro-active way. This information can then be used to promote 
successful outcomes to residents 
 

4. Summary  
 
It was felt that Swan had a good ASB service that was supported through a strong 
Policy and dedicated staff. Areas for enhancement could be around information 
provided to residents especially in terms of publicising the successful outcomes and 
partnership working that the team carry out and achieve.  
 
The Scrutiny Panel agreed that the issues tenants raise relating to ASB were likely to 
be very subjective and in particular the expectations of customers from the process 
or outcome, may not always be realistic. Consideration of this was given as part of 
the review. 
 
We believe that the recommendations provided in this report will enhance the 
satisfaction levels of customers who have been through the ASB process 
 

5. Thanks 
 
The Scrutiny Panel would like to thank all the people who helped the panel carryout 
this service review.  The Panel would also like to thank the Resident Involvement Team 
for their continued support throughout this process 
 


