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1. Purpose of Report 

 
1.1 To provide Housing Scrutiny Sub Committee with an update report on the Housing 

Services response to anti-social behaviour (ASB). 
 

2. Executive Summary     
 

2.1 This report considers performance for 2015/16 and summarises current progress 
towards re-assessment of our ASB Service for Housemark Accreditation in 2016. 
 

3. Background 
 

3.1 
 

At its meeting on March 9th 2015 Housing Scrutiny Sub Committee requested an 
update report relating to the ASB service performance and plans for improvement 
working towards Housemark Accreditation on 2016. 
 

4. Performance 
 

4.1 Members will recall that for 2014/15 performance was as follows; 
 
% of ASB cases closed that were resolved – 92.1% 
Average length of days to resolve ASB cases – 152 days 
 

4.2 In August 2015 we completed a review of our recording processes for capturing 
performance around ASB, specifically the average number of days to resolve ASB 
cases. 
 
After having sought clarity from Housemark, it became apparent that officers had 
been counting tenancy issues within the figures that were not ASB complaints. For 
example, having come across a garden in a poor condition they would work with 
the tenant to address that and were counting those incidents within the figures 
when there had in fact been no complainant.  
 
Whilst we continue to manage these tenancy issues, we no longer count them 
within the ASB complaint figures in line with all other providers reporting to 
Housemark. 
 

4.3 In addition, members were previously advised that some cases were not being 
closed on the IT system when the cases had actually been agreed for closure with 
the complainant, which resulted in a disproportionate end time. 
 
This matter was also resolved during the review and processes put in place to 



ensure monthly checks on all open cases, not only to ensure they are closed at 
the appropriate time but also to ensure effective and progressive case 
management. 
 

4.4 Number of ASB cases closed and resolved by Housing Services 
 
Following the open case review in August there are far less open cases at the end 

of the month than in previous months as explained in paragraphs 4.2 and 4.3. 
 
 

2015-16 Target: 94%  - HouseMark Median figure (2015-16 Q1) 95.23% 
 

Month 
No. of open 

cases at 
month end 

No. of 
new 

cases 

No. of 
cases 
closed 

No. of 
cases 

resolved 

% of cases 
resolved 

% resolved 
year to date 

Mar 97 41 86 81 94.19% 92.11% 

April 83 21 21 21 100.00% 100.00% 

May 80 29 42 39 92.86% 95.24% 

June 94 49 31 29 93.55% 94.68% 

July 105 32 24 22 91.67% 94.07% 

Aug 40 6 32 28 87.50% 92.67% 

4.5 Average number of days to resolve ASB cases 
 
 

2015-16 Target: 80 days – HouseMark Median figure (2014-15) 90.80 days 

Month 
No. of resolved 

cases 
Average no. of days 

to resolve 
Average no. of days 

year to date 

Mar 81 154.99 151.63 

April 21 113.90 113.90 

May 39 158.77 143.07 

June 29 81.66 123.06 

July 22 117.82 122.02 

Aug 28 115.32 120.67 

  
The case review took place in August and additional performance management 
measures were put in place, as described in paragraph 4.3, which should result in 
improved performance in the average number of days to resolve a case from 
September onwards. 

  
5. Service development – towards accreditation 

 
5.1 Members are aware that in 2014 Housemark was engaged to assess Housing 

Service’s approach to ASB case management in accordance with their and the 
Social Landlords Crime and Nuisance Group (now known as Resolve) 
Accreditation Scheme. 
 

5.2 Whilst the outcome noted some areas of good practice, there were 
recommendations for improvement that needed to be addressed to achieve the 
accreditation standard.  
 



5.3 In response to those recommendations we have; 

 Engaged in a review of the Council’s ASB policy which is led by the Public 
Protection and Anti-Social Behaviour Team, 

 Reviewed our procedures for first contact to ensure risk assessments are 
routinely completed and inform the correct course of action and timescales 
for case management, 

 Introduced monthly case management reviews to ensure Housing Officers 
are supported to manage their cases, that we engage with PPASB and 
other partners to ensure a holistic approach and to ensure referrals are 
made to ASBRAC (Anti-Social Behaviour Risk Assessment Conference) for 
high risk cases, 

 Approached Resolve for more specialist training, 

 Invited Lincoln Tenant Panel members to review and develop the customer 
facing aspects of service delivery to improve accessibility. 

 
5.4 Over the next quarter we will develop our action plan for service improvement 

which will include a refresh of our procedures to ensure they are timely, 
incorporate all tools and powers available to us and strengthen our partnership 
approach to service delivery. 
 

6. Organisational Impacts  
 

6.1 Finance – Resubmission for Accreditation within 2016/17 will cost £3,000 which 
will be budgeted for within the Housing Revenue Account. 
 

6.2 Legal Implications – Reviewing ASB policies and procedures will ensure that 
Housing Services meets its statutory requirements utilising the full range of tools 
and powers available to social landlords. 
 

6.3 Equality, Diversity & Human Rights (including the outcome of the EA attached, if 
required) – Equality impact assessments will be completed for all revised policies 
and procedures.  
 

7. Risk Implications 
 

7.1 (i)         Options Explored  
 

a) Do nothing 
b) Improve services with no external reference 
c) Improve services and have them assessed by a nationally recognised, 

external accreditation scheme 
 

7.2 (ii)        Key risks associated with the preferred approach 
 
Having previously failed the accreditation, Housing Services have in effect been 
advised that our procedures are not effective in robustly managing ASB 
complaints in accordance with the full range of tools and powers available to us or 
supporting victims appropriately. 
 
Following Option C, which is recommended within this report, will ensure that we 
address these failings by working in partnership with the Community Safety 
Partnership and our customers through Lincoln Tenants’ Panel to improve 



services for tenants. 
 
Having our revised services externally examined for accreditation ensures we 
access national best practice and that our services meet a recognised national 
standard for our tenants. 
 

8. Recommendation  
 

8.1 
 

It is recommended that Housing Scrutiny Sub Committee note the contents of this 
report and actions being taken to improve our ASB service and makes appropriate 
comments. 
 

 
Is this a key decision? 
 

No 
 

Do the exempt information 
categories apply? 
 

No 
 

Does Rule 15 of the Scrutiny 
Procedure Rules (call-in and 
urgency) apply? 
 

No 

How many appendices does 
the report contain? 
 

None 

List of Background Papers: 
 

None 
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