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[bookmark: _Executive_Summary]Executive Summary
As a Scrutiny Panel we independently selected anti-social behaviour as the focus of our review because our own experiences, and feedback from other tenants that they were losing confidence in how anti-social behaviour is handled. This was backed up by survey results, complaints and learning from the Housing Ombudsman.
Our focus was on what it actually feels like for a tenant going through this. We looked at:
· How easy it is to report anti-social behaviour and what happens afterwards.
· How well the Council keeps tenants informed.
· Whether it is clear who is responsible for each case.
· How vulnerable tenants are identified and supported.
· How different services work together.
· Whether policies are being followed properly in practice.
· Vexatious and false complaints.
To do this, we spoke to officers and partners, reviewed policies and performance information, looked at complaints, and conducted site visits.
We also reviewed the Council’s domestic abuse webpages using mobile phones, as this is how many residents would access them. We wanted to understand whether the information is easy to find, safe to use, and helpful for someone who might be at risk. We found some important gaps, which have directly shaped our recommendations.
Based on everything we have seen and heard, we have made recommendations to:
· improve communication so tenants feel better informed and supported.
· make it clearer who is responsible for managing each case.
· ensure all tenants receive a consistent and fair service.
· strengthen how the Council checks its performance and learns from feedback.
· rebuild trust and confidence in how anti-social behaviour is managed, including expectations about malicious complaints.
[image: ]We believe these changes will make a real difference to tenants by improving clarity, consistency, and accountability, and by making sure the service works better in practice.


[bookmark: _Panel_reflections]Panel reflections
As we completed this investigation, we reflect on both the findings and our own lived experiences of anti-social behaviour. Our reflections highlight the challenges, frustrations and expectations that other tenants face, and reinforce the importance of the recommendations set out in this report.
Understanding Anti-Social Behaviour
· “Anti-Social Behaviour is a subjective matter that must be dealt with objectively thus creating significant difficulties in expectations and outcomes”
· “Anti-Social behaviour is a very hard one to work on as its all different for everyone”
· “It’s important not to judge the person”
· "It's important for the investigating officer to get a swift and accurate assessment of the situation understanding it from the tenants point of view"
· “We are at the end of this investigation now and still feel that the categories high and low are not appropriate classifications, as all anti-social behaviour should be treated the same”
Impact on Tenants
· “Anti-social behaviour is important and officers dealing with this need to understand that it can ruin lives very quickly”
· “Anti-social behaviour is important as a tenant as we are the ones living it daily”
· "In dealing with anti-social behaviour it is important that staff realise that the tenant is exposed to it on a continuing basis during any investigation"
· “As a tenant who has been through anti-social behaviour, I see how it fails and how important it is to be seen and listened to”
· “What appears small to an officer can be huge to a person living with it”
Frustration and Experience of the System
· “Very frustrating”
· “Surprised to find out what should happen and, in my experience, didn’t happen”
· “Process for gaining evidence is too long”
Expectations of the Service
· “It is vital that complaints are allocated swiftly, and a plan of action is agreed between the officer and complainant”
· “Cases should be consistently followed through”
· “I hope all the recommendations are carried out”
· “It’s important that the actions taken are consistent and the same level of action is taken in each case along with the provision of regular updates to the complainant"
· “It is vital that complaints are allocated swiftly, and a plan of action is agreed between the officer and complainant
Accessibility and Awareness
· “It’s not clear to me as a new tenant how to report anti-social behaviour.”
[bookmark: _Methodology]Methodology
As a Panel, we carried out this investigation using a structured approach, bringing together tenant experience with information from policies, performance data and how the service works in practice.
We independently decided how this review would be carried out, including the methods used to gather evidence. This included making a conscious decision not to undertake direct tenant reality checks. This decision was based on our understanding, as tenants, of the potential impact of revisiting anti-social behaviour experiences, which can be distressing and, in some cases, ongoing. 
We carefully considered how best to involve tenants in this review. While direct engagement is our standard scrutiny approach, we recognised that this would largely involve tenants who had already experienced anti-social behaviour and may therefore not provide a broader or balanced view. 
We were also mindful that contacting tenants directly could cause further upset or frustration so instead, we focused on making full use of feedback tenants had already shared. This included satisfaction surveys, complaints and other existing feedback channels. While response rates across these can sometimes be low, we were satisfied that they still provided valuable insight into tenant experiences and concerns.
This approach allowed us to keep tenant views at the centre of the investigation while minimising any potential harm. While we would normally undertake direct engagement with a wide range of tenants, we considered this approach to be the most appropriate for this review given the sensitive nature of anti-social behaviour .
Our investigation included:
· A series of Panel meetings held between January and June 2026
· Evidence sessions with officers from Housing Management and the Community Safety Team as well as senior council staff
· Discussions with the Police and Design Out Crime teams, focusing on partnership working and prevention
· Review of key anti-social behaviour policies, procedures and operating principles, including arrangements for initial assessment (triage), case management, recording, vulnerability and communication
· Analysis of performance information, Tenant Satisfaction Measures results, complaint themes and learning from Housing Ombudsman findings
· A site visit to the community Base on the Leamington estate in Sutton-in-Ashfield, where Housing, Community Safety and Police teams work together to tackle anti-social behaviour and provide a visible local presence 
· A practical, tenant-led desktop review of the Council’s domestic abuse webpages. We accessed the webpages using mobile devices, reflecting how residents are most likely to seek information discreetly. Structured feedback was gathered on navigation, safety features, accessibility, clarity of information and user confidence. Commentary and responses from officers and the Domestic Abuse team were reviewed alongside tenant feedback.
Our methods enabled us to assess how anti-social behaviour services are designed, delivered, and experienced by other tenants in practice, providing a robust evidence base for the findings and recommendations set out in this report.
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[bookmark: _What_We_Heard]What We Heard - Tenant Feedback
We considered whether to contact tenants who had experienced anti-social behaviour directly for feedback, like previous scrutiny investigations. However, we decided not to take this approach for anti-social behaviour as the Council already operates a formal mechanism for collecting tenant feedback following anti-social behaviour cases, including:
· A text‑message satisfaction survey issued when an anti-social behaviour case is closed.
· A follow‑up telephone call from the Council to encourage tenants to share their views.

While these mechanisms are appropriate, the response rate to the satisfaction survey is low (response rate at the end of the reporting year is 44%). We therefore suggest that the Council strengthens awareness of the survey by including a short prompt in correspondence issued at both the start and closure of cases, encouraging tenants to share their views to help improve the service.
Feedback from completed surveys indicated that being listened to and kept informed is central to tenant confidence in the service. Where communication was regular and explanations of decisions and next steps were clear, tenants reported feeling more supported, even in cases where enforcement action was limited or not possible.
A consistent theme in tenant feedback was uncertainty about case ownership and progression. Many tenants described being unclear about who was managing their case, what stage it had reached, and what would happen next. This lack of clarity was particularly challenging for tenants experiencing prolonged anti-social behaviour or feeling unsafe in their homes.
Our discussions with officers reinforced the importance of the “One Council Approach” to case management. Tenants consistently expressed an expectation that information should only need to be provided once, and that they should not be required to repeat their experiences to multiple officers or teams. Where this did not happen, confidence in the service was reduced.
[image: Officers in Community]
[bookmark: _Officer_and_Partner]Officer and Partner Input
Officers said that dealing with anti-social behaviour can feel complicated and takes a long time. Officers often need to work with the police, and other organisations have to rely on evidence before anything can be done.
Officers acknowledged that cases can be lengthy and can involve lots of officers and officer time, particularly where evidence is difficult to gather. Maintaining consistent communication throughout a case was recognised as both challenging and essential.
We also explored how neighbour disputes and malicious complaints are managed. Officers emphasised the need for impartial assessment, appropriate standards of proof and clear communication, particularly where there is insufficient evidence to take enforcement action.
Officers highlighted the importance of taking a balanced and person-centred approach, ensuring both the person reporting anti-social behaviour and the alleged perpetrator are considered, while maintaining fairness and consistency in decision-making and reviewing evidence constantly.
Officers explained that no two cases are the same and each one needs to be treated individually and decisions made on evidence provided.
[image: Officer at meeting]

[bookmark: _Performance_and_Data]Performance and Data
Between 1 April 2025 and 31 March 2026, a total of 295 anti-social behaviour cases were reported to the Council. 
Of these, 182 were classified as high-level anti-social behaviour and 113 low-level.
We reviewed a range of performance information relating to anti-social behaviour, including operational data, tenant satisfaction feedback, complaints information, Housing Ombudsman learning and Tenant Satisfaction Measures. The focus was on trends and tenant experience rather than detailed numerical reporting.
Volume and demand
Demand for anti-social behaviour services has remained consistently high over the last 12 months. While case numbers fluctuate month‑to‑month, there has been no sustained reduction in demand, reinforcing the importance of effective triage and prioritisation. 
Tenancy Related Anti-Social Behaviour Volumes 2025-2026
	Month
	Low
	High
	Total

	April
	6
	10
	16

	May 
	1
	28
	29

	June
	9
	20
	29

	July
	6
	23
	29

	August
	13
	9
	22

	September
	14
	9
	23

	October
	5
	14
	19

	November 
	11
	14
	25

	December 
	2
	8
	10

	January
	16
	16
	32

	February 
	11
	14
	25

	March
	19
	17
	36

	Total 
	113
	182
	295





Response times
Clear response standards are in place for high‑ and low‑level anti-social behaviour. 
Performance information up to 31st March 2026 shows that while performance against targets is generally strong, the detail shows some inconsistency in how cases are handled in practice.
For low‑level cases, most months met the 5‑day response target, but this was not consistent across the year. Where delays occurred, this was not usually due to the complexity of the case. Instead, it was linked to how cases were recorded, passed between teams, or followed up. In some cases, acknowledgement letters were not sent because of gaps in information, cases being logged by a different team, or staff availability.
Low Level anti-social behaviour handling performance 2025/2026
	Month
	Contacted within 5 days
	Contacted after 5 days
	Total
	% Total

	April
	4
	2
	6
	66.7%

	May 
	1
	
	1
	100%

	June
	9
	
	9
	100%

	July
	6
	
	6
	100%

	August 
	13
	
	13
	100%

	September 
	13
	1
	14
	92.9%

	October 
	3
	2
	5
	60.0%

	November
	11
	
	11
	100%

	December
	2
	
	2
	100%

	January 
	16
	
	16
	100%

	February
	10
	1
	11
	90.9%

	March 
	17
	2
	19
	89.5%



For high‑level cases, most referrals were made within 24 hours. However, there were still a small number of delays. These were mainly due to officer availability, unclear arrangements where cases were linked together, or new staff needing support with processes.


High Level anti-social behaviour handling performance 2025/2026
	Month
	Referred Within 24 Hours
	Referred After 24 Hours
	Total
	% Total

	April
	8
	2
	10
	80%

	May 
	27
	1
	28
	96.4%

	June
	20
	
	20
	100%

	July
	23
	
	23
	100%

	August
	9
	
	9
	100%

	September 
	9
	
	9
	100%

	October 
	14
	
	13
	100%

	November 
	14
	
	14
	100%

	December 
	8
	
	8
	100%

	January
	15
	1
	16
	93.8%

	February
	14
	
	14
	100%

	March
	17
	
	17
	100%



Across both low and high level cases, the same themes appeared. Delays were often caused by:
· unclear responsibility at the start of the case
· inconsistent recording of information
· communication between teams not working as expected
· different processes being followed depending on how the case was logged
The Council has a clear “One Council Approach” in place. However, the evidence shows this is not always delivered consistently in practice. In particular, where cases move between teams or are recorded in different ways, this can lead to missed communication and delays at the start of cases.
This reflects what tenants told us. We feel that strengthening how the existing approach is applied day to day, with clear communication and ownership from the outset, would help reduce avoidable delays and improve the overall experience for tenants.


Anti-Social Behaviour Satisfaction Survey results 2025/2026
	
	Yes
	No
	Uncertain

	Did the officer who dealt with you listen to what you had to say?
	27 (71.1%)
	7 (18.4%)
	4 (10.5%)

	Did the officer who dealt with you treat you with respect?
	26 (68.4%)
	6 (15.8%)
	6 (15.8%)

	Did the officer who dealt with you make an effort to understand the issue?
	24 (63.2%)
	10 (26.3%)
	4 (10.5%)

	Did the officer who dealt with you take the matter seriously?
	21 (55.3%)
	7 (18.4%)
	8 (21.1%)

	Did the officer who dealt with you explain what was going to happen and why?
	19 (50.0%)
	14 (36.8%)
	5 (13.2%)

	Did the officer who dealt with you provide you with officer/service details?
	16 (42.1%)
	16 (42.1%)
	6 (15.8%)

	Did the officer who dealt with you keep you informed about the progress of your case?
	15 (39.5%)
	19 (50.0%)
	2 (5.3%)

	Do you feel confident to report matters to the Council in future?
	19 (50.0%)
	16 (42.1%)
	4 (10.5%)

	Were you satisfied with the case outcome?
	14 (36.8%)
	13 (34.2%)
	6 (15.8%)
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Tenant Satisfaction Measures 
Tenant Satisfaction Measures provide a standardised framework for assessing landlord performance and tenant experience.
The Council publish Tenant Satisfaction Measures annually. Recent years show a relatively high number of anti-social behaviour cases and lower levels of satisfaction with how these cases are handled compared with other housing services. These results, alongside complaints data, learning from the Housing Ombudsman and direct tenant feedback, are key factors in our decision to select anti-social behaviour as a scrutiny topic.
Our investigation sought to understand the reasons behind these results and to identify improvements that could support better outcomes for tenants and improve future satisfaction.
	Tenant Satisfaction Measure Code
	Tenant Satisfaction measure detail
	2023/2024
	2024/2025
	2025/2026

	NM01 (1)
	Number of anti-social behaviour cases opened per 1000 homes.

	48.1
	43.4
	45

	NM01 (2)
	Number of anti-social behaviour cases that involve hate incidents opened per 1000 homes
	0.5
	0.8
	1.1

	TP12
	Proportion of respondents who report that they are satisfied with their landlord’s approach to handling anti-social behaviour
	69.7%
	60.8%
	64.9%



The Tenant Satisfaction Measures indicate that satisfaction with how anti-social behaviour is managed is lower than for many other housing services. While demand for the service remains high, this highlights the need to improve how anti-social behaviour services are experienced by tenants.



[bookmark: _Complaints_and_Ombudsman]Complaints and Ombudsman learning
Complaints and Housing Ombudsman findings relating to anti-social behaviour continue to highlight similar issues, particularly around communication, delays and support for vulnerable tenants. While improvements have been made to complaint handling processes, these have not yet resulted in a significant change in the underlying themes of complaints.
Anti-Social Behaviour Related Complaints

	Year
	2025 / 2026
	2025 / 2026
	2024 / 2025
	2024 / 2025

	Housing Management Complaints
	Number
	% Upheld
	Number
	% Upheld

	Stage 1
	14
	100%
	4
	100%

	Stage 2
	3
	100%
	1
	100%

	Housing Ombudsman
	1
	No Maladministration
	0
	N/A



	Year
	2025 / 2026
	2025 / 2026
	2024 / 2025
	2024 / 2025

	Community Safety Complaints
	Number
	% Upheld
	Number
	% Upheld

	Stage 1
	3
	33%
	5
	205

	Stage 2
	0
	0
	2
	100%

	Housing Ombudsman
	3
	2 cases to be determined
1 case – 
1x maladministration and 1x service failure
	1
	Outside of jurisdiction



Overall assessment
While operational performance appears stable, tenant confidence and satisfaction have not improved at the same pace. Ongoing issues with communication, reassurance and clarity of case ownership are key factors of dissatisfaction.


[bookmark: _What_Is_Working]What Is Working Well
Our investigation identified several examples of positive practice including:
· Evidence of joint working between Housing Management, the Community Safety Team and partner agencies, particularly in the management of more complex anti-social behaviour cases
· The development of a visible community presence through the new Base on the Leamington estate, where Housing, Community Safety and Police teams work together to provide local support and respond to issues in the area
· The Council’s practice of recording and tracking learning from Housing Ombudsman cases
· Clear officer commitment to managing complex and sensitive cases, often involving vulnerability, safeguarding concerns or prolonged anti-social behaviour
· Evidence that staff have strong knowledge of their roles and responsibilities, with officers able to explain processes, tools and decision-making clearly during evidence sessions
We recognise that these areas provide a strong foundation on which to build further improvements and inform the recommendations set out in this report.
Areas for Improvement
1. Communication
The council needs to improve communication to ensure it is clear, consistent and timely throughout a case. While processes may be clear internally, they are not always clear to tenants. This includes:
· making sure the “One Council Approach” is clearly experienced by tenants, so they are not passed between teams or unsure who to contact
· clear identification of the officer managing the case  
· regular updates, including where there has been no change  
· communication that reflects the impact on tenants  
2. Case ownership and handovers
Clearer arrangements are needed where cases transfer between Housing Management and the Community Safety Team to ensure:
· responsibility for the case is always clear  
· handovers are properly recorded and visible
· Case information is logged on correct systems, and all staff have access to the latest case information  
3. Identifying and responding to vulnerability
Improvements are needed to ensure vulnerability is identified at the first point of contact, reviewed throughout the case and used to shape communication, decisions and support.

4. Managing expectations
Many tenants reported uncertainty about what the Council can do, particularly where action is limited by availability of evidence and legal requirements. Tenants need clearer information about:
· what action can realistically be taken  
· how long cases may take  
· what outcomes are possible
5. Case recording and visibility
We have concerns about multiple systems and whether all information is captured, particularly where different teams are involved. Stronger assurance is needed that all tenant-related cases are:
· recorded consistently  
· held in one system  
· fully visible across services  
6. Learning from complaints and improving practice
More robust arrangements are needed to ensure that learning from complaints and maladministration leads to real changes in practice and is clearly embedded across services. “We reviewed two Housing Ombudsman Maladministration cases which suggested that learning had not been implemented”
7. Explaining decisions to tenants
Clearer, tenant-focused explanations are needed so tenants understand how their case has been assessed and why decisions have been made Some tenants felt their experience was not fully recognised, particularly where cases were assessed differently to how they perceived the issue.

We consider these improvements necessary to strengthen delivery of existing policies, reduce variation in practice, and should rebuild tenant confidence in the anti-social behaviour service.
[image: ]

[bookmark: _Revisions_to_Anti-Social]Revisions to Anti-Social Behaviour Operating Principles
During our investigation, the Council revised its Anti-Social Behaviour Operating Principles to strengthen joint working between Housing Management and the Community Safety Team. 
As a Panel we provided feedback and observations during the review process, which helped inform aspects of the revised principles.
The updated Operating Principles, effective from 2 March 2026, set out a clearer  “One Council Approach” to reporting anti-social behaviour. 
They provide more detailed expectations around how cases should be received, assessed and managed, including clearer roles and responsibilities, named case ownership, communication with tenants, identification of vulnerability, joint working between teams, and consistent case recording and information sharing.
The principles also introduce clearer arrangements for ongoing case review, performance monitoring and learning from complaints, with an emphasis on maintaining accurate records and providing regular updates to tenants throughout the life of a case.
We welcome these revisions as a positive step. However, feedback from tenants during the investigation indicates that many of the issues identified relate to how services are experienced in practice. 
Effective implementation, consistent application and ongoing management oversight will therefore be critical to ensuring the revised principles lead to improved tenant confidence and greater consistency in day-to-day service delivery.


[bookmark: _Review_of_Domestic]Review of Domestic Abuse Web pages
We reviewed the Council’s Domestic Abuse webpages using mobile devices, reflecting how residents are most likely to access information in practice. The review considered safety, accessibility, clarity and overall usability, particularly for people accessing the site in a crisis.
While the webpages contain a wide range of information and signposting, we identified some areas where the user experience could be improved. These included the volume and complexity of content, which may make it more difficult for users to quickly identify what action to take, particularly in high stress situations.
Our investigation also highlighted that clearer guidance on what to do next, how to access help safely, and what to expect after making contact would help improve confidence. While some panel members felt able to use the page, others indicated they may be less confident doing so in a crisis situation.
Accessibility was identified as an area for further consideration. Some users, including those with lower literacy, limited English or additional support needs, may find the information difficult to navigate or interpret, particularly on mobile devices.
At the time of the review, we could not identify a clearly visible quick exit function. Officers responded promptly to this feedback and confirmed that a quick exit feature has since been implemented. [image: Image showing the quick exit button on the Domestic abuse page of the website.

A yellow button that reads "Leave this page quickly"]
Officers also advised that, in situations where individuals are in immediate danger, the primary advice remains to contact emergency services directly, and that the webpages are intended to support access to information and services alongside this.
We recognise the positive and timely response from officers, particularly the implementation of a quick exit function following feedback.
Overall, the Panel considers that the webpages provide a useful source of information and welcomes the improvements already made.



[bookmark: _Meeting_with_Nottinghamshire]Meeting with Nottinghamshire Police – District Commander
As part of the investigation, we met with the District Commander for Ashfield to understand the role of the Police in responding to anti-social behaviour and how they work in partnership with the Council.
The District Commander explained that anti-social behaviour is a broad and often subjective issue, defined in law as behaviour likely to cause distress. As a result, each case must be assessed individually to determine whether it meets the threshold for police action. He further explained that not all reports lead to formal action, as behaviour must be deemed unreasonable or inappropriate within the context of each situation.
The Police record all reports received, even where they may not ultimately be classified as anti-social behaviour. This approach helps to build a comprehensive picture over time, enabling the identification of patterns or escalating concerns.
The District Commander emphasised the importance of partnership working, noting that the majority of cases are managed jointly with the Council. Responsibility for leading a case is determined based on local agreements, the nature of the behaviour, and whether the individual involved is a Council tenant. Joint working has increased significantly, with officers from different services collaborating more closely and carrying out joint operations.
He outlined that the Police adopt a stepped approach to managing anti-social behaviour, beginning with advice and warnings and progressing to formal enforcement where necessary. However, he also highlighted that many cases are not criminal in nature, which limits the enforcement options available to the Police. As such, responses must remain appropriate to the circumstances. Police involvement is typically limited to cases where there is a criminal element.
The District Commander also described the challenges faced by the Police, including competing demands and limited resources. He stressed the importance of improving communication with the public, particularly in explaining what actions have been taken, as some police activity may not always be visible.
As a panel, we welcomed the discussion and clear commitment to partnership working. We note the importance of a consistent, joined-up approach between the Police and Council services to ensure people feel supported and confident that reports of anti-social behaviour are taken seriously.
 [image: Panel members and officers standing outside the council office]
[bookmark: _Designing_Out_Crime]Designing Out Crime
We met with the Design Out Crime team to understand how environmental design can be used to prevent anti-social behaviour and improve community safety.
The Design Out Crime approach focuses on designing neighbourhoods and buildings in ways that make crime and anti-social behaviour less likely to occur. This is based on established principles such as natural surveillance, controlling access to spaces, reinforcing a sense of ownership, and ensuring areas are well maintained.
Design features can have a significant impact on crime levels. Poorly designed layouts, including alleyways and unobserved footpaths, can increase opportunities for crime, whereas open, well-lit environments with clear sightlines can help deter anti-social behaviour.
The team works closely with developers and planners to review new housing proposals and provide recommendations to improve safety and reduce risk. This includes advising on layout, lighting, building design and security features. In some cases, developments that follow these principles can experience significantly lower levels of crime.
Design Out Crime can be applied to existing areas, although this can be more challenging and may require additional investment. Improvements such as better lighting, clearer boundaries between public and private space, and physical changes to reduce access routes can all contribute to safer environments.
The team highlighted that, while it can provide advice and recommendations, it does not have direct enforcement powers, and implementation depends on developers and planning decisions. Cost and awareness can also limit the wider use of these approaches.
As a panel we welcome the approach and recognise the potential for prevention through design to support wider efforts to reduce anti-social behaviour. Integrating these principles into future developments and regeneration schemes could help address issues at source and improve long-term outcomes for residents.


[bookmark: _Site_Visit_to]Site Visit to The Base in Leamington
As part of the investigation, we visited the Base on the Leamington Estate to understand how local partnership working is being used to respond to anti-social behaviour and crime in the area.
The Base is a pilot scheme located within a residential block and provides a shared working space for Housing Management, the Community Safety Team and the Police. Its purpose is to support a visible presence on the estate, improve response times and strengthen joint working between services. 
The scheme has been developed following engagement with local residents, who identified a need for increased officer visibility, quicker responses and a stronger local presence. The estate has been identified as an area experiencing high levels of deprivation and anti-social behaviour, making it a priority for targeted intervention. 
We observed that the Base supports a more coordinated approach, so officers from different services can work more closely together and respond more quickly to issues as they arise. The approach aims to reduce anti-social behaviour, improve community safety and increase tenant confidence. 
The scheme operates as a time-limited pilot, with the property due to return to housing use after the agreed period. We quizzed officers about the long-term sustainability and value of the approach, particularly given the investment required to establish the Base. However, we recognise that the scheme provides an opportunity to test a more visible, local approach to managing anti-social behaviour.
We welcome the initiative and the focus on partnership working and local presence. It is important that the Council monitor the impact of the Base over time, including its effect on anti-social behaviour levels, environmental conditions and tenant confidence.
[image: Tenants and councillor stood outside the Base at Leamington]
[bookmark: _Key_Findings]Key Findings 
Our investigation brought together tenant feedback, performance data, officer evidence and partner insight. It found that, while there are strong foundations in place, there is a gap between how services are designed and how they are experienced by tenants in practice. We identified the following key findings:
1. Communication is the most significant issue affecting tenant confidence
Tenants consistently reported unclear, inconsistent, or infrequent communication during anti-social behaviour cases, particularly in longer or more complex cases. Many tenants felt they needed to chase updates or were unsure what action had been taken. Where communication was clear and regular, tenants felt more supported and reassured.
2. Tenants do not always know who is managing their case
Tenants often reported confusion about case ownership, particularly where Housing Management, Community Safety and Police services were involved. This led to frustration, duplication of information and a perception that cases were not being actively managed.
3. The “One Council Approach” is not always experienced in practice
Although clear process guidelines exist, tenants do not always experience services as joined up. Some reported being passed between teams or needing to repeat information, which reduced confidence and undermined the intended coordinated approach.
4. There is a gap between policy and delivery
The Council has clear policies and Operating Principles for managing anti-social behaviour. However, there are inconsistencies in how these are applied in practice. The key issue is not the absence of policy, but the consistency of delivery across cases and teams.
5. Tenants do not always understand what action the Council can take.
Many tenants were unclear about what actions are available, how long cases may take, and why enforcement action is not always possible. This is particularly challenging where behaviour does not meet legal thresholds, and without clear explanations this can lead to frustration and reduced trust.
6. Anti-social behaviour cases are often complex and take time to resolve
Officers and partners described anti-social behaviour as varied and often linked to wider issues such as vulnerability, safeguarding, or ongoing disputes. Many cases require evidence gathering and multi-agency involvement, making them lengthy and resource intensive.
7. Demand for anti-social behaviour services remains high
Performance data shows that the number of anti-social behaviour cases has remained consistently high over the past three years, reinforcing the need for effective triage, prioritisation and case management.


8. Cases are becoming more complex
Data indicates an increase in case complexity, including a rise in hate-related incidents, which can require more intensive support and coordination.
9. Tenant satisfaction has declined
Tenant Satisfaction Measures show that satisfaction with how anti-social behaviour is handled has decreased and only partially improved. Satisfaction remains below previous levels, indicating that tenant confidence has not yet been fully restored.
10. Partnership working is improving
Joint working between Housing Management, the Community Safety Team and the Police. Initiatives such as shared case management and the Base on the Leamington estate demonstrate a move towards a more coordinated and integrated approach.
11. Local presence and visibility improve tenant confidence
Feedback from residents highlighted the importance of visible officer presence in communities. The Base on the Leamington estate demonstrates how a visible, local approach can help improve response times, partnership working and public reassurance.
12. Case recording and information sharing need to be more consistent
Concerns were identified around inconsistent case recording and the use of multiple systems. This can make it more difficult to maintain oversight, manage cases effectively and provide assurance.
13. Learning from complaints is not always clearly reflected in practice
While the Council captures learning from complaints and Housing Ombudsman findings, there is limited evidence that this consistently translates into changes in day-to-day practice.
14. Vulnerability is recognised but not always consistently applied
Vulnerability is considered within processes; however, it is not always clear to tenants how this influences case management or the support they receive.
15. Small, practical improvements can make a clear difference
Tenant-led feedback has resulted in tangible service improvements, such as updates to domestic abuse webpages, demonstrating the value of involving tenants in service design.


[bookmark: _Recommendations]Recommendations 
These recommendations have been developed following a full investigation into the Council’s anti-social behaviour service, including a review of the Anti-Social Behaviour Policy and Operating Principles. They focus on strengthening the consistent delivery of the service in practice and improving tenant confidence where there is a gap between policy and tenant experience.
1. Communication standards
Clear communication is a key expectation within the policy. Implement regular checks to ensure tenants receive updates within agreed times, or at least every ten working days, including where there is no change. Take action where this is not delivered consistently.
2. Named case ownership
Cases need clear and consistent ownership. Assign a named officer (within one working day for high level / five working days for low level) and provide contact details at the start of the case. Put checks in place to ensure tenants always know who is responsible.

3. “One Council Approach” working in practice
Services are expected to work together as One Council. Ensure systems and processes support this approach, with regular audits of joint cases to confirm tenants are not passed between teams or asked to repeat information.
4. Case handovers
Clear handovers are essential to a consistent service. Complete handovers within two working days using a standard process and inform tenants when responsibility changes. Monitor this regularly to ensure it is carried out consistently.
5. Responding to vulnerability
Supporting vulnerable tenants is a core part of the service. Identify vulnerability at the start of each case and review it throughout. Ensure this is clearly recorded and influences how cases are managed and communicated.
6. Managing expectations
Clear expectations improve tenant understanding and confidence. Provide clear, plain language information at the start of each case, including what action can be taken, timescales and what evidence is required.
Agree how often contact will take place, clearly record this, and maintain regular communication, even where there is no change.
7. Explaining decisions
Tenants must understand decisions. Ensure case closure communication clearly explains actions taken, decisions made and the reasons where further action is not possible. Carry out checks to ensure this is done consistently.
8. Case recording and visibility
Accurate records support effective case management. Update case records as soon as possible, and within two working days of any action. Carry out regular audits to confirm records are complete, consistent, and accessible across services.
9. Learning from complaints
Learning processes are already in place but are not always applied consistently or clearly evidenced. Strengthen oversight to ensure learning from complaints and Ombudsman findings is applied in practice, with actions recorded, tracked, and reflected in improvements to case handling.
10. Long-running cases
Longer cases require clear oversight to maintain confidence. Introduce regular reviews of cases open longer than 8 weeks to ensure progress is being made, communication is maintained and appropriate support is in place.
11. Tenant feedback
Tenants need to understand how their experience is recorded. Clearly inform tenants at the start and closure of their case that they will receive a text message and follow-up call to provide feedback. Put checks in place to ensure this is carried out consistently and review and act on the feedback received.
12. Partnership working and local presence
Partnership working plays an important role in outcomes. Evaluate the impact of the initiative at the Leamington Base within 6 months, including its effect on anti-social behaviour and tenant confidence. Use the findings to inform improvements and future delivery.
13. Consistent delivery of the policy
Consistency in delivery remains a key issue. Implement regular staff training and case audits to ensure policy standards are applied consistently across all teams and cases.
Outcomes
All recommendations from this scrutiny review are formally recorded through the Council’s “You Said, We Did” process. Progress against each recommendation will be tracked by Tenant Gateway and monitored by senior leaders until all actions are completed.

As agreed with Tenant Gateway, all recommendations recorded through the You Said, We Did process will have a three-month completion time, with progress updated monthly by the responsible lead officer.

We recognise that there may be occasions where it is not possible for the Council to complete a recommendation within the agreed time, or where there are valid business reasons why a recommendation cannot be fully implemented. In such cases, the reasons should be clearly recorded on the tracker.


[bookmark: _Conclusion]Conclusion
This scrutiny investigation has provided a detailed review of how anti-social behaviour services are delivered and experienced by tenants. We recognise that the Council has clear policies, operating principles and committed staff working within a complex and often challenging environment.

We also recognise that anti-social behaviour is a challenging area of work. It is emotive, subjective and deeply personal to those experiencing it. Cases can vary significantly in nature, often involve multiple agencies and require different approaches depending on severity and risk.

The current arrangement, where responsibility is shared across teams managing higher and lower level cases, reflects this complexity. However, it can also create challenges in maintaining a consistent and joined-up service, particularly where cases are ongoing. It is important that this is recognised, alongside the fact that tenant expectations of outcomes will differ.

The investigation has identified a consistent gap between how the service is intended to operate and how it is experienced in practice. In particular, issues relating to communication, clarity of case ownership, consistency in delivery and the application of learning continue to affect tenant confidence.

We found that where communication is clear, timely and consistent, tenants feel more supported and reassured, even in cases where enforcement action is limited. Tenants told us it is important that their concerns are listened to and responded to without judgement, and with appropriate sympathy and empathy. Where this is not the case, confidence reduces, particularly in longer or more complex cases.
The recommendations set out in this report are therefore focused on strengthening the consistent delivery of the existing approach, ensuring that standards set out in policy and operating principles are applied in practice across all cases. They place particular emphasis on clarity, accountability, communication and oversight, as these are the areas most strongly linked to tenant experience.

Effective implementation of these recommendations will:
· improve consistency in how cases are managed
· provide clearer communication and reassurance to tenants
· strengthen accountability and oversight
· help rebuild tenant confidence in the service
Ongoing monitoring, management oversight and continued use of tenant feedback is essential to ensure that improvements are sustained over time.

We welcome the positive work already in place and consider that, with a continued focus on consistent delivery and a joined-up approach across services, the Council is well placed to improve outcomes, increase tenant satisfaction and restore confidence in how anti-social behaviour is managed. We hope that our recommendations are not only delivered but sustained over time, and that tenant feedback continues to shape service delivery
Tenant Scrutiny Panel
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