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1.      Background

1.1. The Tenant Scrutiny Panel (TSP) was formed in July 2024 and received information regarding their role and the terms of reference for the panel. It was made clear that the Panel should be tenant led and the determination of any scrutiny activities should come from the panel.

1.2. Members of the TSP were asked to consider the areas they wished to scrutinise at a meeting held on 14 February 2025. The members of the panel at this time voted to look at anti - social behaviour as an area for scrutiny.

1.3. Since the meeting held in February 2025, the TSP has experienced several members leaving and subsequently new members having joined the TSP during the period of this scrutiny 

2.     The Scrutiny Team

2.1. The Scrutiny members involved in the scrutiny of ASB included:

· Amanda Froggatt
· Johnathon Walton
· Luke Stoddart
· Margaret Fox
· Terry Werge
· Frank Legge
· Daniel Stride
· Robyn Green
· Mike Shaw
· Lina Vythalingum

2.2.     The panel were supported by the following officers:

· Jeanette Marples – Performance and Insight Manager
Laura Jogela Williams – Tenant Engagement Officer

2.3. The following officer also attended a Panel meeting to discuss and answer questions relating to the delivery of the ASB service

· Sharon Hoskins – Interim Tenancy Services Manager


3.       Evidence Provided

3.1. The panel were provided with the following evidence during the course of their scrutiny:

· The current ASB policy
· ASB Risk assessment template
· ASB Action Plan template
· The Housing Ombudsman Spotlight Report on Noise Nuisance
· ASB performance
· Customer feedback (via the Tenant Satisfaction measures and transactional survey)
· ASB transactional survey questions
· Response to questions raised by the TSP (see appendix 1)

4.       Scrutiny Methodology

4.1. A desktop review was undertaken by all panel members of the evidence outlined in 3.1. 

4.2. Panel members also looked at the information available on ASB on the Housing pages of the website

5.      Findings

5.1. Points of discussion around the documents identified in 3.1 include:

Policy

•	No information on whether document is available in other languages / Braille etc. 
•	Policy very wordy and not easy to read (not in plain English) an easy to read version would be helpful
•	Not clear in Policy what MDC will deal with and what is a police matter
· No evidence of consultation with tenants in the development of the current policy

Reporting ASB
•	Ease of reporting ASB, could it be made easier? Using a QR code or a portal system for tenants to access?
•	Not clear in policy whether any reasonable adjustments can be made i.e. advocacy when reporting.
•	No FAQ’s on website relating to ASB (HO Spotlight on Knowledge and Information Management recommendation)
•	Online form available but timescale for responding cited at the end of the form not consistent with what’s in the policy (web form states we will respond in 72 hours)
            Service Standards
•	Lack of clear, accessible  Service Standards on website / information leaflets. Tenants should know what to expect when they report ASB, and what should happen next. (standards are contained within the policy but panel felt they wouldn’t necessarily read the policy
•	Lack of clear accessible communication could lead to confusion and not managing tenants expectations causing distress for tenants. 
           Performance
Current Performance monitoring is based on the 2 management generated  TSM’s, and the tenant perception TSM’s relating to ASB. The panel felt there are not enough performance indicators relating to ASB especially around:
•  targets for responding to timescales
•  Whether cases are resolved / unresolved
•  Customer feedback on case handling
Learning from others
No self-assessment has been completed against the learning and recommendations highlighted in the Housing Ombudsman Spotlight Report on Noise Nuisance 
6.      Recommendations

Recommendation 1: Include as standard how the ASB policy and related documents can be made available in other languages / formats i.e. large print 
Recommendation 2: Produce an easy to read version of the ASB Policy
Recommendation 3: Provide clearer information in the policy and on the website as to what is the responsibility of MDC / Community Safety / Police in dealing with ASB
Recommendation 4: Investigate alternative ways for reporting ASB
Recommendation 5: Provide clearer information in the policy / on the website on what reasonable adjustments will be considered when tenants report incidents of ASB
Recommendation 6: Provide frequently asked questions around ASB on the website
Recommendation 7: Review the current policy in partnership and consult on the policy with wider body of tenants, documenting any changes made as a result of the consultation
Recommendation 8: Review current online form and timescales to ensure consistency with responding to reports of ASB
Recommendation 9: Develop a clear set of service standards including how the standards will be measured, monitored and reported on to the wider body of tenants
Recommendation 10: Develop, monitor and report on a wider set of KPI’s for ASB including targets for responding to Asb complaints, whether the case was resolved / unresolved and levels of satisfaction with case handling
Recommendation 11: undertake a self assessment against the Housing Ombudsman Spotlight report on Noise nuisance and develop an action plan to address any gaps
6.1. Based on the evidence provided, the panel feels that the way in which MDC deals with anti-social behaviour could be improved and therefore make a recommendation to the Housing Executive Group that the recommendations made by the panel are approved and implemented

6.2. The panel also request MDC provides a quarterly report to the panel on:

· Progress against the recommendations made within this report
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