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	SUMMARY

The Scrutiny Panel has undertaken a review of the communication process between the Trust and residents within the anti social behaviour (ASB) process.
The objective of the review was to assess whether the communication process for customers when reporting ASB:

· Enables customers to feel confident that their case is being dealt with

· Is given the importance it requires by the Trust

· Is supported by a clear and transparent process

· Does not create barriers to people reporting ASB in the future

The Panel undertook a review of a range of documentation. Their findings and recommendations are set out in this report.




1. RECOMMENDATIONS

It is recommended that:
1.1 
The contents of this report are noted and recommendations are considered by the relevant officer(s). Those relevant officer(s) are asked to respond to the Scrutiny Panel at their next meeting, Wednesday 8 June 2011. If this timescale is not possible, then the Scrutiny Panel ask that an alternative date for response should be agreed with them.
2. BACKGROUND
2.1 This topic was selected for three reasons:
· Communication within the ASB process was identified as an area of concern for residents when the Panel looked at WPHT’s performance information

· ASB is considered as an important service for customers

· The topic was seen to be manageable for the first review for the Panel
3.0
SCOPE OF REVIEW 
3.1
The Panel’s focus was on the elements that relate to keeping the customer informed about the ASB service. This review did not focus on the detail of the ASB policy or how the actual ASB cases are handled.
3.2
The Scrutiny Panel considered the following questions in the course of their review:

· Does WPHT meet the promises it makes to customers regarding keeping them informed?

· Whether the timescales and promises the Trust gives are suitable?

· Whether customers who have reported ASB are kept informed of what is happening in an appropriate way?

· Could WPHT do better to meet its targets for responding to complainants?

· Whether WPHT takes into account any different communication needs of customers?

· Whether there are any ways to improve the communication process for customers?

4.0
SUMMARY OF ACTIVITIES
4.1
The Panel members independently reviewed the documents listed in Appendix 1 to this report.

4.2
This was followed by an open and frank discussion and information sharing session where the Panel agreed strengths and development areas. These were recorded and subsequently agreed by the Panel.

4.3
The Panel was supported by WPHT officers and Angela Lomax from Savills as an independent consultant.

5.0     SUMMARY OF FINDINGS
Strengths
5.1 
Overall the Panel found that the documentation was user friendly, jargon free and used plain English making them easy to understand.
5.2
The Panel liked the use of clear guidelines and examples in the documentation which linked to the required standards of the service.
5.3
The Panel felt that the categorisation of ASB cases was useful and the agreement of Action Plans with complainants provided a good basis for the process. The agreement of response within a timeframe is reassuring to complainants.
5.4
The Panel noted that some ASB complainants had thanked WPHT and were happy with the service they had received.

Areas for development   
5.5 
With reference to the Community Safety Leaflet the Panel made the following observations:
· There is no timeline for keeping ASBO diaries; we understand there cannot be a prescriptive length however we consider that some guidance on a suggested minimum and maximum time would be helpful.
· The leaflet could be strengthened by including guideline information on how the Trust verifies complaints and evidence in relation to ASB cases.
· No diverse provision is reflected in the leaflet, there is no evidence that the leaflet can be supplied in a larger font or different languages to ensure accessibility to all tenants and residents.
· Ensure the leaflet reflects the content of the Local Offer.

5.6
 In relation the ASB procedure, the Panel found that:

· The point at which Class C nuisance is escalated should be clarified.

· In relation to perpetrator contact, the Panel suggest could this be a letter followed by a visit rather than a 2nd letter inviting the perpetrator to make an appointment. This would expedite the process.

· The Panel also considers that the Trust should use alternative contact mechanisms with perpetrators and does not mention reason for contact in a bid to get 1st time response.

5.7 
The Panel considers that the internal performance reports provided to the Panel on ASB need to be reviewed and updated as the information was not clear to an external reader. For example, the “how well are we doing” document is not accurately dated and does not include current targets. The Trust should consider providing regular cost and resource information on ASB to customers.
5.8
 In relation to the customer satisfaction survey the Panel noted based on information from the officers that this document was scheduled for review. The Panel found that the issues should be included in any revisions:
· A return address should be included on the questionnaire

· The suggested response categories are not clear

· The presentation is poor

· Consideration should be given to individual feedback to those making returns

· Ensure that indicators for Willow Park service performance and the questions asked in Tenant Surveys reflect each other for ease of comparison 

5.9
In general, the Panel also suggests that:

· For estate walkabouts, it would be helpful if the outcomes of these are published in relation to ASB, e.g. the graffiti being identified and resolved and the timescale for this.
· The Local Offer document was reviewed by the Panel and there were no specific comments on the ASB communication process. There were some issues raised on the format but these were not within the scope of this review.

· WPHT should consider other forms of contact earlier when there is no reply to phone calls and if there is no voicemail facility.
· WPHT should ensure that use of the warden service when anonymity is requested by the complainant is stated in case study notes.
· WPHT should consider the use of online reporting and feedback facilities for ASB.
6.0     
RECOMMENDATIONS
6.1 To revise the Community Safety Leaflet in line with the comments in 5.5 above.
6.2 To consider revisions to the ASB procedure in light of the findings in 5.6 above.
6.3 To consider revisions to the performance information in respect of the comments made in section 5.7 above.

6.4 Review the Customer Satisfaction Survey (see 5.8 above).
6.5 Consider and respond to the suggestions made by the Panel in section 5.9 above.

7.0 CONCLUSION 
7.1 The Panel considers that its objectives for this review are satisfied by the Trust’s performance and information provided. 
7.2 The recommendations made in this report aim to further enhance the service delivered.
7.3 In conclusion the Panel found that the communication process with ASB complainants was fit for purpose and appropriately delivered. 

Appendix 1: Documents reviewed by the Scrutiny Panel

	Community Safety Leaflet


	Local Offers Document – ASB & Community safety section 



	Extract of ASB procedure 



	Summary of communication process 



	Summary of all ASB complaints received in past 12 months 



	Example of an ASB complaint that related to the communication process – includes complaint and response 



	Example of a councillor/MP enquiry that relates to communication process – includes initial enquiry and response



	Blank ASB customer satisfaction survey 



	Summary performance results for April – Dec 2011



	Two example case studies 
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