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Information Briefing for Neighbourhood and Community Services

Overview and Scrutiny Committee

ASB Case Closures

Background

The volume of ASB reported to both the City Council and West Midlands Police is
high- and this has been the case for several years.

Birmingham City Council Customer Contact Centre receives on average 40,000 calls
relating to Anti-Social Behaviour each year. (The police receive a similar number)

Not all of these calls result in an investigation or ‘case’ of ASB being recorded
by the City Council

Most of the reports concern noise and environmental problems, and are routed to
two Council departments Environmental Health and Fleet & Waste Management. In
general about 15% of the overall call volume relate to community safety type issues,
these calls are routed to BCC Landlord Services. (On average BCC Landlord
Services deal with just over 6,000 calls per year re: ASB)

At any one time BCC Landlord Services may have between 900 and 1200 cases of
ASB under investigation. Dealing with this volume of work presents a real challenge
for the service, and in the last 18 months the service has endeavoured to deal with
the demand by focussing on early intervention, whilst at the same time putting in
place new measures to protect the most vulnerable individuals and families , and
those at risk of repeat victimisation.

Case Management of ASB

All reports of ASB are assessed at the earliest possible stage, to determine the risk
to the individuals involved in the incident and the impact of the ASB on the wider
neighbourhood. It is this assessment that in the first instance drives both the speed
and nature of the service response.

Reports of ASB likely to result in direct harm to an individual will be responded to
within 24 hours.
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The City’s 2014 ASB Policy states:

“All reports of antisocial behaviour will be recorded, and assessed to determine the level of
risk to individuals. The level of risk to an individual or neighbourhood will determine both the
speed and nature of our response.

At the earliest stage following a report of ASB we will attempt to identify factors that may
make an individual vulnerable, and whether or not the Anti- social Behaviour is such that a
victim has been repeatedly targeted.

Where ever possible we will seek to deal with conflict through non legal intervention and
support for families, taking legal action as a last resort.

Officers will seek to resolve ‘neighbour’ disputes through dialogue and agreement wherever
possible.

Dependent upon risk, proportionate action will be taken in a fair and timely manner. Normally
perpetrators will be allowed a reasonable time to rectify any antisocial behaviour / breach of
tenancy.

The emphasis is on tackling ASB and modifying behaviour through support for
families, persuasion and education rather than moving or displacing ASB through
eviction and re-housing. However there will be times when the nature and severity of the
ASB is such that we may seek a legal remedy at the earliest opportunity.”

Case Closure

Every ASB case investigated by the City Council will be assigned a ‘lead officer’. The
lead officer in most cases will be a member of Housing Landlord Services . This
officer will be part of a ‘Place Team’'.

ASB cases may be closed for a number of reasons, ( outlined in table below)
however the reasons for closure must be agreed by both the investigating officer and
the relevant Place Manager.

The criteria used for closing cases are derived from guidance established by
HOUSEMARK. ( note: HOUSEMARK are an organisation owned by the Chartered
Institute of Housing and the National Housing Federation.)
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Case Closure Reasons Successful
Closure?
ASB Alleged Perpetrator Moved yes
ASB Case Withdrawn by Complainant yes
ASB Complainant Moved yes
ASB Early Intervention yes
ASB Effective Estate Management yes
ASB Effective Legal Action yes
ASB Investigated - No Breach of Tenancy yes
ASB Management Closure yes
ASB No ASB reported in Last 3 months yes
ASB no Further Action no
Closed - Service Not Delivered no
Closed - Service Refused no
Completed - Service Delivered yes
Unable to Contact Complainant yes

The process for closing ASB cases is determined partly by the need to manage the
very high volume of service requests. There are occasions where cases will be
closed, (e.g low level neighbour disputes,) where the ASB has not been resolved,
but all options and tactics to resolve the issue have all been exhausted. E.g.
Mediation and Restorative Justice may have been refused by persons involved and
a legal remedy is unlikely to be successful.

Most ASB cases are closed in agreement with the person who originally reported the
ASB.

Cases are never closed where there is a serious risk of harm to individuals or the
wider neighbourhood.

Before any case is closed it is subject to an ASB ‘Risk Assessment’ (contained in
Appendix One). The purpose of the assessment is to determine whether the persons
affected are vulnerable; subject to repeat victimisation or require further support.

Measuring Customer Satisfaction

When an ASB case is closed, the customer will be contacted either by phone or post
and asked to provide feedback on the service received.

A copy of the customer questionnaire is provided in Appendix 2.
3
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The responses from this survey are collated each month and shared with both the
ASB managers and investigating officers. This process provides valuable information
that is used to make service improvements however there are occasions where
customer expectations exceed what the service is able to deliver.

Working in Partnership to Tackle ASB

The incidence of ‘ASB’ reported to the City Council correlates closely to the
incidence of crime and ASB reported to West Midlands Police. This is to be
expected, as there is significant overlap between those issues which can be viewed
as criminal and those which are civil in nature.

E.g. Visible ‘on street’ drug dealing; street car racing; aggressive begging etc... All of
these issues impact detrimentally on neighbourhoods and can be resolved through
both criminal and civil processes

It is for this reason that BCC Landlord Services works so closely with West Midlands
Police to tackle and resolve Anti-Social Behaviour.

Landlord Service works with West Midlands Police to operate:

e (TFUN)Tackling Families Undermining Neighbourhoods - to stop serious
crime and ASB caused by extended crime families and their associates.
Landlord Services have been key to the development of this highly successful
partnership initiative.

e Safer Communities Groups: - These problem solving groups bring the police;
council and other partners together to tackle the most serious ASB at
neighbourhood level. The recent restructuring in Housing Landlord Services
has led to the appointment of four specialist ASB Partnership officers to
support and develop these really important local problem solving groups.

e Neighbourhood Tasking Meetings: - again these problem solving meetings
allow local residents to hold agencies to account for way they are tackling
local ASB issues.

e Local Delivery Groups: - Landlord Services has appointed four dedicated
community safety staff to work with the police and other partners to continue
to operate the cities Local Community Safety Partnerships.

e ASB Risk Assessment Matrix: - In the last year BCC Landlord Services has in
conjunction with West Midlands Police improved and joined together the
approach of both services in identifying those persons who are most
vulnerable and at greatest risk of suffering ASB.
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e Think Family: - BCC Landlord Services have been one of the first housing
services in the country to embed ‘family support ' within its ASB service. The
aim is to resolve ASB by tackling the underlying causes of ASB rather than
simply dealing with the outcome or effect of the behaviour.

e The Community Trigger: - In October of 2013, BCC Housing and BCSP
worked with West Midlands’s police to introduce a new process called the
‘Community Trigger’. This is a process which allows members of the public to
hold the police and council to account if they have failed to deal with repeat
cases of ASB in their area.

21% January 2016

Claire Berry
Senior Service Manager
Safer Places



Anti-Social Behaviour Risk Assessment Appendix 1

Officer Completing:

Crime/ Non-Crime Number :
CRM Number (Council Use Only)

Location inc/

Beat:
postcode
Name : DoB:
Victims Address if

Date:
different from location E43

1. Have you or any of your neighbours experienced this or similar problems in the past 12 months?
Yes / No ( circle as appropriate ) If yes, how often does this occur?

Occasionally/First Time 1 Comments.... (When did the first incident take place?)
Most Weeks 2
Most Days 3
Daily a4
2. Have you reported problems to any other agencies? If so who?

No 0
Yes 1

3. Do you and your family have support from your community/professionals? If so, who?
Yes 0
No 3

4. Do you or anyone in your household have a long term physical/mental health issue or disability

£
S
>
B
§ that limits your/their daily activities?
< No 0
"3 Yes 3
g 5. Do you think this incident was deliberately targeted at:
g Nobody in partiCL{Iar 0
S Your Community 1
Qo Your Household 2
You 3
6. Are you being targeted by specific individuals? If yes, do you know the people involved?
No 0
Yes 3
7. How is your day to day life affected by this ASB?
Not at all 0
Affected a little 1
Moderately Affected 2
Affected a Lot 3
Extremely Affected 5
“ 8. Is hate a motivating factor?
3 No 0
% Yes 3
3 9. Is the problem escalating or linked to previous incidents?
8 No 0
..5 Yes 2
< 10.What type of ASB incident is this?
g Noise Nuisance 1
© Neighbourhood Issues 2
Intimidation 3
OVERALL RISK Low MED HIGH
(Circle as appropriate) 0-9 10-18 19+
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Additional Information

Guidance Notes

‘Is this person at risk of harm due to either this incident Please feel free to include information such as
or the cumulative effect of this or other incidents’
. Brief circumstances of the incident

Some of the factors and situations that should be taken . Usual times when the ASB is taking place
into account in identifying people who may be vulnerable . What do they believe triggers the incidents? eg.
include the following: school holidays.
*  Suspect details and descriptions of offenders, do
Health and Disability they recognise a particular school uniform?
. Is their property privately owned, rented or housing
= Learning disability association, if so which housing association?

=  Physical disability or illness
. Mental health needs
- Drug and / or alcohol misuse

Equalities / Discrimination Factors
=  Gender / orientation
= Ethnic background
= Disability / Age
= Religion / belief

Economic Circumstances
- Deprivation / financial concerns
= Poor housing conditions (including
geographical location)

Personal Circumstance
=  Considers themselves vulnerable
= Social Isolation
. Poor social skills
=  History of offending
=  Self neglect
= Overcrowding
= Affected by anti-social behaviour

Family Circumstances
=  Child protection
. Child in care
. Domestic abuse
. Family members/carers with mental
health / drug / alcohol problems

When making an assessment, individuals should apply a
common sense approach in-line with force policies.
Remember victims may try to minimise problems and
evidence may need to be sought from friends, neighbours
or even the physical surroundings where the victim lives.

CONSENT TO INFORMATION SHARING
| consent to agencies obtaining and sharing information as part of the multi-agency work to help and secure my
safety and that of my family.

If there are child protection concerns, information will be shared regardless of whether this form is signed.

Signature:
Print name:

Date:
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Support to tackle Antisocial Behaviour
Customer Satisfaction Survey

How to complete the questionnaire

The survey should be completed by the person or in conjunction with the person we have
addressed the envelope to. If you have made more than one complaint about antisocial
behaviour please ensure that your answers to the survey relate to the complaint that has
been closed most recently.

Reference Name & Address
Q1 At the beginning, how easy or difficult was it to contact a member of staff to report your
complaint?
Neither easy

Very easy..... l:’ Fairly easy ... l:’ or difficult ..... l:’ Fairly difficult l:’ Very difficult . l:’
Q2 Did you agree a course of action with the investigating Officer?

Yes...ooennnn. NO..covverene
Q3 Were the agreed actions or objectives met?

Yes...oooonune NO ..o

Please tell us why

Q4 Do you agree that you were kept updated through the investigation of your case?
Neither
Strongly agree or Strongly
agree ........... I:l Agree........... I:l disagree....... I:l Disagree ...... I:l disagree....... I:l
Q5 How would you rate the member of staff investigating your complaint?
Very good Fairly good No opinion Fairly poor Very poor

Responsive l:l I:l

[] []
Sensitive I:l l:l I:l l:l I:l
Courteous I:l l:l I:l l:l I:l
Helpful I:I l:’ I:I l:’ I:I
Knowledgeable I:l l:l I:l l:l I:l

Q6 How satisfied were you with the support provided during the investigation of your case?
Neither
Very Fairly satisfied or Fairly Very
satisfied ....... I:l satisfied ....... I:l dissatisfied... dissatisfied... dissatisfied...
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Q7 Taking everything into account, how satisfied or dissatisfied are you with the the way we dealt with
your antisocial behaviour complaint?

Neither
Very Fairly satisfied or Fairly Very
satisfied ....... l:l satisfied ....... l:l dissatisfied... dissatisfied... dissatisfied...
Please tell us why
Q8 Taking everything into account, how satisfied or dissatisfied are you with the outcome of your
antisocial behaviour complaint?
Neither
Very Fairly satisfied or Fairly Very
satisfied ....... l:l satisfied ....... l:l dissatisfied... dissatisfied... dissatisfied...
Please tell us why
Q9 Did we offer mediation? Q10 If mediation was undertaken, was it
YeS .o ] Nowo [] successful?
Yes..iviiieann. |:| NO ..o D
Q11 Was legal action taken? Q12 If yes, was it successful?
YeS.. i NO o D Yes..oiiiin, NO ..o I:l
Q13 How willing would you be to report antisocial behaviour to us in the future?
Neither

willing or Fairly Very
Very willing... l:l Fairly willing . l:l reluctant....... l:l reluctant....... l:l reluctant....... l:l

Q14 Was there any other aspect of your case that could have improved your experience?




Q15 Please use this space to write any further comments you feel may help us improve our service.

The information you provide is confidential and subject to the requirements of the Data
Protection Act 1998. This personal data will be held and processed by Birmingham City
Council for the purposes of monitoring the performance and provision of services provided
by the ASB and Local Housing Officers when dealing with ASB issues.

The personal details you give may also be shared with Birmingham Community Safety
Partnership, West Midlands Police, West Midlands Fire and Rescue Authority, Primary care
Trusts, Probation Service and Police Authority, for the purposes of or as part of any
statutory duties requiring such disclosure and to protect the public funds it collects and
administers.

Any data may be used to prevent fraud or the misuse of resources.

For further information of our privacy notice, please visit www.birmingham.gov.uk/privacy



This is important. If you do not understand this document then please ask a friend or
relative, who speaks English, to contact your local neighbourhood office or housing team
on your behalf. We will then arrange for an interpreter to meet with you.
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