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1.Introduction
The Quality and Insight Panel (QIP) began their tenth Scrutiny in November 2017. 
The scope of the scrutiny was to consider the customer experience of accessing the anti-social behaviour service.
We considered the following areas:
· How customers report ASB issues and how their case is managed

· How customer expectations of the service are managed

· How feedback on the service is collected and used

2. Methodology for the service review
We used a variety of methods to gather a range of information in relation to how customers are communicated with, these included:
· Staff interviews
· Review of customer feedback information
· Telephone survey of 24 customers
· Review of THT website
· Review of other landlords’ websites and ASB information
· Focus group with two customers who have experienced the service
3. Scrutiny findings
Observation
Our review did not include talking to any perpetrators of ASB. Some of the customers we spoke to were frustrated by not getting full details of how their case was being progressed.  We know that the Trust is unable to share information about other customers to the complainant and acknowledge this puts the staff in a difficult situation as it can seem like nothing is happening when they can’t fully discuss a case.  This is complicated even further when the alleged perpetrator has their own vulnerabilities.  The Trust then needs to support that individual as well as the complainant. 
3.1. How customers report ASB issues and how their case is managed
Strengths

Customers can report cases in a range of ways by visiting the office, telephone, email and directly to staff working in neighbourhoods. It is easy and convenient for customers to report ASB issues to THT.
THT obtains information from customers to ascertain their vulnerability, this information is considered when deciding if the case is assessed as a serious, medium or low level ASB case. This ensures that customers receive a response that is appropriate to their needs.

The information on the website is clear and provides comprehensive information for customers on how ASB cases will be dealt with. 

Staff interviews and conversations with customers showed us the passion some of the Housing Officers showed for dealing with ASB and addressing the concerns raised by customers. 

Areas for Improvement
There are inconsistencies in the data that is held on the Open Housing system. We found that sometimes case data is insufficient; this means that if a customer cannot speak to their Housing Officer they may have to explain all their case details again. 

Staff are inconsistent in the way they approach cases. The ASB procedure does not contain a decision-making mechanism for staff to follow a case through.  There is no route map for Housing Officers to follow to assist them in making judgements about the best course of action to take.
It is not clear to customers how their case will be managed and what actions THT will be taking with their case.  Customers do not receive a written action plan detailing how their case will be handled. When we spoke to customers 11 people were not aware they had an action plan, this leads to uncertainty for customers on what actions will be taking place and when they can expect to receive feedback. This is supported by the information in the open and closed cases satisfaction feedback surveys.
Our findings tell us that customers feel that they are not having enough contact from their Housing Officer regarding their ASB case.  Some customers are not clear on when they will be contacted by their Housing Officer over their case.
We spoke to one customer who informed the QIP that they had no contact for several months.  Numerous customers also felt that they had received limited contact from THT. 10 customers that we spoke to commented that the communication was poor, this is also supported by the satisfaction surveys where 12 customers felt communication was not good enough. 
Customers are not always clear when their case has been closed. Our evidence from our phone calls shows us that 10 people did not know that their case was closed.  These calls were all made to customers who had had their case closed in the last 6 months.
Customers are not able to report or log incidents of ASB by telephone outside of office hours. Customers cannot always report incidents of ASB as they are happening. 
Recommendations
1. Consider how to have a more effective case management system for monitoring ASB cases. 

2. Ensure a system is in place to enable HOs to apply consistent decision making to resolving cases.
3. Ensure all customers receive a plain English action plan that details how their case will be dealt with.  QIP would like to see a copy of this form at a future meeting.   

4. Ensure that THT provide written confirmation to each complainant when their case is being closed. 
5. Consider a 24-hour hotline for customers to report ASB issues.

3.2 How customer feedback on the service is collected and used
Observation

Since we began our review the Trust has introduced a system to gather further satisfaction information from customers who have an open case. We support this approach as it will increase the feedback given to the Trust and ensure that they can continue to improve the service provided to customers. 

Strengths

Closed cases - The current survey asks appropriate questions to obtain useful information on how customers found the experience of the service.  Any negative feedback that is received is followed up by a phone call and investigated. Any actions that are required to improve the service are put in the Service Improvement Plan. 
Areas for Improvement
The current method for obtaining satisfaction information from closed cases is limited to those customers who have access to a phone.  Those customers who have not provided their phone details will not be able to give their views. 
Recommendations
6. Consider how to obtain satisfaction information from a wider range of customers. 

4. Acknowledgements
QIP would like to thank all the Staff and customers who co-operated with us during this review. 
5. What we would like to happen next
We would now like to ask the NED’s for their support, by treating this report as they would an internal audit, helping us to monitor the progress of our recommendations, and ensure that the target times for implementing these recommendations are kept to, and are fully implemented. 

We ask for the Customer Board to approve the Action Plan presented and to monitor the recommendations set out in our report by exception through the Audit, Risk and Compliance Committee.
6. Appendices 
The following graphs show some of our findings from our phone calls with customers.  
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