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1. Purpose of Report 

 
1.1 
 

To advise Housing Scrutiny Sub Committee as to how performance improvements 
in ASB case management within Housing Services were achieved in 2015/16 
 

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 June 27th 2016 Housing Scrutiny Sub Committee requested an 
update report explaining how performance improvement has been achieved in 
ASB case management within Housing Services in 2015/16 and progress towards 
Housemark Accreditation. 
 

3.2 There are 2 key performance indicators captured with Housing Services for the 
provision of anti-social behaviour case management. Outputs for these KPIs have 
been as follows; 
 

 2014/15 2015/16 

Percentage of closed ASB cases that 
were resolved  

92.1% 85.81% 

Average number of days to resolve ASB 
cases 

152 days 78 days 

 

  
3.3 Service delivery has received a complete overhaul throughout 2015/16 to ensure 

that officers now provide more robust and consistent case management, and that 
we capture performance objectively and accurately. The ways in which we have 
done this and the results are noted below. 

  
4. Open Cases review  

 
4.1 Upon joining the Council in July 2015 I was concerned about performance in the 

average number of days to resolve ASB cases as this was twice the length of time 
I would have expected. In response I personally reviewed each of the 105 open 
cases in the following month. 
 

4.2 Firstly, it became apparent that some cases were not being closed on the IT 
system despite the cases having been agreed for closure with the complainant, 
which resulted in a disproportionate end time for those cases, thereby increasing 



the overall average. 
 

4.3 Secondly, 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 these 
incidences should be managed as tenancy issues, they should not be included 
within the ASB complaint figures in line with all other providers reporting to 
Housemark. 
 

4.4 There were also a number of cases where there had been no complaints or 
contact with complainants for over a month and yet the cases remained open. In 
these instances officers were instructed to contact those complainants and where 
there were no ongoing concerns, close the case.  
 

4.5 The remaining cases received direct instruction for action to progress the cases. I 
also introduced a monthly review process in which each of the 3 Area Housing 
Managers receives a list of open cases that they review with individual Housing 
Officers at monthly one to ones to ensure case progression. 
 

4.6 This combined exercise resulted in the closure of 65 cases, reducing workloads to 
a more manageable 40 open cases across the team. 
 

5 Consistent Performance Reporting 
 

5.1 The case review also highlighted a subjective determination about whether a case 
had been resolved not rather than strict adherence to the Housemark guidance. 
 

5.2 Housemark guidance states that a ‘resolved’ case is one where in the professional 
opinion of the landlord, the ASB reported by the complainant has ended or is no 
longer a cause for concern. This includes cases that have been investigated but 
no breach of tenancy or evidence of ASB is found. 
 

5.3 However it does not include cases where a complainant has just not been in touch 
for a long time, i.e. we cannot assume there are no further problems, we must 
obtain confirmation from complainants that the ASB has stopped or seek evidence 
from involved partner agencies to this effect. 

  
5.4 These latter cases, where complainants stop contacting us had been included in 

previous counts as ‘resolved’ when they should not have been. Since this came to 
our attention we have been recording more accurately which has seen a reduction 
in performance in this area. This should not be seen as a dip in performance but 
as a more accurate reflection and a more reliable baseline to improve from. 
 

6 Service Development 
  
6.1 The case review and conversations with officers had also highlighted 

inconsistencies in case management. In response all staff within Tenancy 
Services have received training about the tools and powers available to them in 
case management from an external provider Resolve (formerly Social Landlords 
Crime and Nuisance Group). 



  
6.2 The team are also due to engage in mediation skills training later this year to give 

them to tools to deliver restorative justice as the majority of our complaints are 
neighbour disputes. 

  
6.3 A wholesale review of our procedures was completed at the start of 2016 to 

produce an easy to follow flowchart to so that tenants can be advised what service 
they will receive and officers are clear about what is expected from them. The 
procedures were designed in consultation with the Council’s solicitor and PPASB 
team. This flow chart is included as Appendix One. 

  
6.4 Since their implementation in February the procedures have been reviewed in 

whole team meetings in April, May and July to identify strengths to build upon and 
areas to improve. After each review minor changes were made and we are now at 
a point where we will review in 3 months time. 

  
7 Towards Housemark Accreditation 
  
7.1 Members are aware that in 2014 Housemark was engaged to assess Housing 

Service’s approach to ASB case management in accordance with their 
Accreditation Scheme 

  
7.2 Whilst the outcome noted some areas of good practice, there were 

recommendations for improvement that needed to be addressed to achieve the 
accreditation standard.  
 

7.3 In response to those recommendations we have; 

 Engaged in a review of the Council’s ASB policy which was led by the 
PPASB 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, 

 Developed an ASB Service Development Group which includes Lincoln 
Tenant Panel members to review and develop the customer facing aspects 
of service delivery to improve accessibility. 

 
7.4 Housemark have been advised of our intention to resubmit for accreditation in 

autumn of this year and the self-assessment submission is currently being written. 
The final version will be shared with members in preparation for inspection. 

  
8 Performance 2016/17 
  
8.1 At the end of quarter one we had measured the following in performance; 

 Percentage of closed cases that were resolved - 79.4% (increased from last 
month) 

 Average number of days to resolve ASB cases – 59.37 (against of target of 
less than 75 days) 



 Percentage of new cases risk assessed – 88.89% (less than half were this 
time last year) 

 An increase of 12% in satisfaction with case handling 
  
9. Strategic Priorities  

 
9.1 In defining the aims for the city the strategic plan recognises ASB as an issue to 

be addressed so that city can become “A place where people feel safe, behave 
with consideration for each other and where nuisance and harm, if not prevented, 
are dealt with quickly and effectively”. 
 

9.2 The document then defines the Council’s five strategic priorities which include 
“Improve the Council’s housing landlord function” and provides detail that this 
includes a priority commitment to tenancy enforcement, “When issues of anti-
social behaviour arise which interfere with the peace and well-being of other 
tenants, the council’s response is quick and effective, focussing strongly on the 
needs and interests of the complainant.” The document advises that we will 
develop the service delivery model to a standard worthy of accreditation.  
 

10. Organisational Impacts  
 

10.1 Finance – Improving performance within existing staffing levels increases value for 
money. 
 

10.2 Legal Implications including Procurement Rules – an improved service ensures 
the Council meets its statutory duties in relation to community safety and meets 
obligations within the terms and conditions of the tenancy agreement. 

  
10.3 Equality, Diversity & Human Rights (including the outcome of the EA attached, if 

required) – service improvements have ensured that new cases are now risk 
assessed to identify vulnerabilities and ensure appropriate support is put in place. 
 

11. Risk Implications 
 

11.1 (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 
 

11.2 (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 will ensures 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. 
 

12. Recommendation  
 

12.1 
 

Receive information that explains improvements made to Housing Services’ 
approach to ASB case management. 
 

12.2 Continue to support the drive towards Housemark Accreditation. 
 

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? 
 

1 

List of Background Papers: 
 

None 
 

Lead Officer: Karen Talbot, Assistant Director of Housing 
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