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1 Introduction 
 
The Progress Housing Group comprises three stock owning subsidiaries, namely: 
 
 New Fylde Housing  

 New Progress Housing Association 

 Progress Care Housing Association. 

New Fylde Housing took the transfer of the housing stock from Fylde Borough Council in 
2000 and joined the Group in 2009. The association currently manages just over 2,000 
homes in the Fylde and across the North West.  
 
New Progress HA took the transfer of the entire housing stock of South Ribble Borough 
Council in 1994 and now manages or owns just fewer than 4,000 properties across the 
North West. 
 
Progress Care Housing Association is one of the UK’s leading supported housing 
providers, providing accommodation and support to over 2,600 people with learning and 
physical disabilities, and those experiencing mental health problems. It has a stock of over 
3700 properties which are widely dispersed across the UK, from Dumfries and Galloway 
and the Scottish Borders in the North to Devon in the South 
 
The inaugural meeting of the Tenant Scrutiny Panel was held on 6 December 2010 and 
comprises (when there is a full complement) three tenant representatives from each of the 
three providers within the group, there currently being eight members. 
 
The Panel has produced this report, which is the result of its first formal scrutiny review. 
 
 

 



 
 
 

 
 

 
2 The Tenant Scrutiny Panel 
 
The Panel was established with the primary purpose of supporting the delivery of high 
quality services to tenants and service users by providing an overview and scrutiny 
function that ensures that service standards are met and customer views are at the heart 
of service delivery. 
 
The Panel has been up and running since December 2010 and in its first year, it followed a 
broadly internal agenda, focussing on issues such as local offers, the annual report, 
performance information and the tenant inspection process. 
 
Following a review of progress, the Panel took the decision to become more proactive in 
the scrutiny of services and to take an issue based approach to scrutiny. Therefore the 
Panel decided to conduct reviews into specific service areas and consider findings at 
single issue meetings of the Panel. The Panel has stated that it wishes to look at the 
following three areas, ideally in a 12-month period from May 2011: 
 
 Anti- social behaviour (ASB)  

 Repairs – scope to be decided 

 Complaints – scope to be decided. 

 

 



 
 
 

 
 

 
3 Scrutiny review process 
 
Supported by an independent mentor, the Panel developed the following process for 
undertaking the review: 
 
 The Panel undertook some training, which covered topics such as: 

- The co-regulatory framework 
- Scrutiny 
- Developing softer skills, such as interviewing and questioning skills 
- What to look for in a high quality ASB service. 

 
 The Panel met to plan the review. Key decisions made included: 

- Determining roles – for example, whether a sub-group of the Panel acts as 
the review team, reporting back to full Panel 

- How the team would work together – for example, who would undertake 
research, note taking, questioning, etc? 

- Documentation to be requested 
- Interviewees  
- How to get resident feedback 
- How to report the Panel’s findings to Progress Housing Group. 

 
 Scrutiny review. This part of the process comprised the following activities: 

- Desktop review of documentation, published literature and websites 
- Interviews with a range of staff 
- Review of the IT system used for managing ASB 
- Other activities were planned, but unfortunately did not come to pass. These 

will be the subject of a review of the process. 
 
 Assessing the evidence. The Panel met to discuss the evidence presented by PHG, 

agree findings and to begin to draft this report 

While the scrutiny review had many positives, it was clear to the Panel that there are a 
number of ways in which the process can be improved. These will be the subject of a 
review by the Panel, with a view to following a more robust process for its second review. 
 
 

 



 
 
 

 
 

 
4 Scope of the review 
 
The Panel decided to define the scope of the review as being ‘How ASB is dealt with from 
the tenant’s perspective, following a simple path through the end-to end process.’ 
 
The review looked for answers to the following questions: 
 
a How do tenants initially report ASB problems at each organisation? (Looking at 

ease of access, information, customer care, assessment of vulnerability) 
 
b How are cases then dealt with by each organisation? What actions are taken?  

(Looking at legal and regulatory requirements, service standards, policies and 
procedures, escalation stages, information to tenants, who deals with cases, how 
are cases assessed, tenant expectations, issues where perpetrator is not a PHG 
tenant, mediation, malicious accusers) 

 
c What support is offered to victims and witnesses of ASB? Who provides it? What 

about support to perpetrators?  
 
d How do the organisations work with other stakeholders?  
 
e How are cases resolved and/or closed?  
 
f How is feedback obtained and what use is made of it? What follow up is there? How 

else are residents involved in shaping the service? How is value for money 
assessed? 

 
The Panel were able to interview staff from each organisation that fulfil the following roles:  
 
 Staff who take first reports of ASB 

 Customer service manager 

 Case officers 

 Case officers’ managers 

 Any specialist support staff 

 Staff who collect survey feedback. 

 
 
 
 
 
 

 



 
 
 

 
 

5 The Panel’s findings 
 

a) How do tenants initially report ASB problems at each organisation? 
 
Reporting 
 
The Panel thought that reporting ASB appeared to be very easy, with a comprehensive 
range of ways available, including on-line, by email, by telephone, and in person. ASB can 
be reported by telephone 24 hours per day. Out of hours, the call would go via the control 
centre to a duty officer, normally a senior manager. The Panel noted positively that, as a 
general rule, where contact is made in person, a member of staff will interview there and 
then. In the case of PCHA, there will often be on-site a named (external) support officer, 
who would play a key role in putting the tenant in touch with the relevant PCHA staff 
member. Where they are not PCHA staff, there is a need to ensure that they are familiar 
with policies and procedures. 
 
Overall, the Panel felt that, although relatively early days, the service to New Fylde tenants 
was much improved by the merging of the process between New Fylde and New Progress 
(i.e., the use of Connect2Progress), and with the tenancy enforcement team having an 
overview of the process.  
 
Overall, the Panel felt that staff demonstrated a high degree of awareness of the impact of 
ASB and are very proactive in handling cases and considering preventive measures.  
 
The Panel felt that there was the potential for a breakdown in communications between 
support staff and PCHA staff and that a more effective recording system is needed. The 
Panel was advised that currently a paper-based system is in operation at PCHA. The 
panel believes that PCHA should consider moving to the Aareon system for the recording 
of all ASB and officers at interview seemed receptive to this idea. 
 
The Panel was pleased to note that the location for interviews with victims and witnesses 
is flexible, dependent upon the tenant’s wishes and can take place at a PHG office, 
victim’s home or neutral venue. This is particularly useful in the case of PCHA, given the 
dispersed nature of the stock. 
 
The Panel was also impressed with the response from officers to reports of ASB – in the 
majority of cases, they appear to be meeting the service standards required in terms of 
interviewing within target time, etc.  
 
On a more concerning note for the Panel, the results of mystery shopping suggested that 
complainants were expected to provide contact details when wishing to seek informal 
advice. The Panel does not feel this is good practice and recognises that they may be 
isolated occurrences. PHG has confirmed that anonymous reports can be made.  
 
 
 
 
 
 

 



 
 
 

 
 

Information 
 
All tenants of the three providers receive a tenants’ handbook at sign up which has 
information on ASB. PHG has confirmed that the handbooks were reviewed approximately 
two years’ ago and are, of course, supplemented by the recently reviewed and produced 
ASB leaflet.  
There is a newly developed ASB leaflet for tenants of New Fylde and New Progress 
Housing Association, which the Panel considered to be comprehensive and well written (in 
plain English). The Panel believes that this leaflet is distributed to new tenants and those 
reporting ASB. However, it is not clear how other tenants are aware of the leaflet. The 
Panel would like to see tenants informed of the new leaflet and consideration given to the 
publication of a summary leaflet, which could be sent to all residents. 
 
There is a separate ASB booklet for PCHA tenants, which is currently under review, with 
resident input. There is also a support workers’ handbook, produced by PCHA, in each 
house managed or owned by PCHA.  
 
The Panel noted positively that the obligations of tenants in respect of ASB are expected 
to be reinforced at sign up and four/six-week visit. PHG confirmed that, at sign up, the ASB 
policy statement is discussed and referred to in the checklist and is in the pack for all new 
tenants. 
 
Although the new tenant visit form does not refer specifically to ASB, it refers to support 
needs to identify any early interventions required, which could include a discussion about 
any early ASB. Any instances that are discussed are recorded formally on the form and 
subsequently on the CRM system. 
 
Staff also complete the ‘About Your New Home’ form if not already completed, and this 
asks specifically about tenancy enforcement issues, and the ASB statement in Question 7, 
‘Tenancy Conditions’.  
 
Website 
 
A member of the Panel undertook a review of the information pertaining to ASB on the 
PHG (and subsidiary) websites. Some of her findings are general, others specific to ASB. 
The comments can be summarised as follows: 
 
The group website contains the following information: service standards, two relevant 
leaflets, news about ASB (there was a news item about the recent obtaining of an ASB 
Injunction). 
 
However, it is not particularly easy to find the section on ASB – it is not given a high 
profile, and the on line form is not very prominent.  
 
In terms of accessibility options, website users can change the text size, translate into 
other languages, but there is no Browsealoud to assist those with a visual impairment.  
Although some aspects of the website are user-friendly with use of photos, there is an 
overall corporate feel with too much use of text, not broken up by softer features. 
 

 



 
 
 

 
 

The warning and agreement about the use of cookies on the homepage is intrusive and 
might concern people, especially as many, such as older Internet users may not know 
about cookies. They may not understand the importance of cookies and how they make 
websites operate. The wording is overpowering. Although PHG has followed legal 
requirements the Panel feels that the wording could be more user-friendly.  
From the home page, there is a link to an ASB reporting form, though this is in small print 
and located right at the bottom of the page, and could easily be missed. There are three 
headings which contain information for users. These are ‘find a home’, ‘already a tenant?’ 
and ‘related services’. When the mouse is hovered over one of these text boxes it provides 
a list of what can be found in each section. The Panel feels that the naming of the links 
could be more informative.  
 
Navigation around the site could be improved. It is not easy to locate information about 
ASB and can take several clicks to three clicks to get to the information you require, which 
can be very frustrating. A new user might find it difficult to find their way round the site and 
would need to use it on a regular basis to fully get to grips with how it works.  
 
The news section of website has recently been updated, with a recent story relating to the 
serving of an ASB Injunction on a tenant.  
 
The ASB leaflets (including the newly issued one) are available to download from the 
website and the service standards are clear, though given their importance, perhaps they 
should be prominently displayed on the home page. The researcher found them only by 
carrying out a search which produced 67 results. Written documentation is in plain English 
and is easy to understand.  
 
Overall, it was felt that the website could be made more accessible. 
 
Recommendation 1 – that a review be carried to establish the feasibility of PCHA staff 
adopting the Aareon system for recording both Level 1 and Level 2 ASB incidents 
reported. 
 
Recommendation 2 – consider providing training on ASB to PCHA staff to bring them up 
to a similar level as those receiving training at NFH. 
 
Recommendation 3 – produce and distribute a summary ASB leaflet to all tenants, 
utilising another mail out (e.g., rent statements) in order to reduce costs. 
 
Recommendation 4 – review the provision of information relating to ASB on the website 
to ensure the following: 
 
 It is comprehensive, up-to-date and easy to find 

 Reporting of ASB is well signposted. 

 

 

 

 



 
 
 

 
 

Recommendation 5 – review the website more generally to ensure the following: 
 
 It reflects positive practice in terms of accessibility (e.g., the provision of 

Browsealoud) 

 Information about cookies is informative and user-friendly. 

Recommendation 6 – convene a working group of tenants to carry out a review of the 
website. 
 
b) How are cases then dealt with by each organisation? What actions are taken? 
 
Overall, the Panel was impressed with the way that PHG deals with cases. Interviews 
suggested that the process undertaken met likely expectations of customers and 
regulatory requirements, which are reflected in the updated policy. Officers appear to take 
an open-minded and victim-oriented approach to cases, and demonstrate high levels of 
customer care and commitment.  
 
Since 1 July 2012 NFH has adopted NPHA policies, procedures and working practices. 
The TET has taken responsibility for NFH Level 1 cases. NFH Housing officers are being 
trained to further develop their skills in dealing with ASB level 2 cases. The panel would 
like to see consideration being given to provide similar training to relevant PCHA members 
of staff. 
 
Prior to the new delivery model, New Fylde had no robust reporting or logging of ASB 
cases. This is now more effectively done and the Panel was advised that all cases are now 
logged onto the Aareon system. The Panel supports the revised structure to deal with ASB 
and is confident that it will deliver improved performance and service delivery. 
 
The Panel would like to be reassured, perhaps via a further review in six to twelve months, 
that level two cases are dealt with effectively under the new process, as these are dealt 
with by the subsidiaries, normally at estate manager level rather than the tenancy 
enforcement team, and therefore there is the potential for a greater lack of consistency.  
 
The Panel was advised that there is now a Group ASB policy applicable to all three 
subsidiaries, but a separate procedure in place for PCHA. The panel recognises that, 
given the customer profile of PCHA, there needs to be more flexibility in terms of dealing 
with ASB, but would want to be reassured that where appropriate, a consistent approach is 
adopted. The Panel is concerned to note that there is no formal recording of ASB for 
PCHA and that the procedure is several years out of date. Although ASB issues at PCHA 
tend to be different to those faced at the other subsidiaries (we were advised that issues 
are often about parking at PCHA), the Panel would like consideration to be given to the 
tenancy enforcement team having some form of overview of the delivery of ASB services 
at PCHA to ensure consistency of service. However, the Panel would not want the specific 
needs of PCHA tenants being overlooked in a ‘one size fits all’ approach.  
 
The Panel noted positively that the policy and procedure (for NPHA and NFH) are up-to-
date, and generally very comprehensive, but had the following concerns: 
 

 



 
 
 

 
 

 The procedure needs to include guidance that is sufficient to ensure that key types 
of ASB are dealt with appropriately. Staff clearly needs to treat and react differently 
to different types of ASB 

 
 The Panel could not find any reference to where the policy and procedure covers 

where the perpetrator is a non-PHG tenant, although the Panel is reassured that 
such cases are proactively dealt with by staff. PHG has confirmed that it operates a 
tenure-blind policy towards ASB.  

 
The following aspects were also noted as positives by the Panel: 
 
 Service standards are consistent across all three organisations 

 
 The reduction in ASB categories from three to two should be clearer for customers 

(though there is a reference to the old three ABC categories in the strategy) 
 

 Staff reported receiving high levels of training to assist in their work, and the 
tenancy enforcement team takes a proactive approach to this 
 

 Action plans are agreed with complainants and witnesses 
 

 Customer profile information is collected, though staff recognise that more use of 
the information could be made. 

 
Finally in respect of management of cases, the Panel felt that there was room for 
improvement in respect of communication. Feedback from the satisfaction survey 
suggests that communication is sometimes lacking, especially in terms of regular updating 
of the complainant. The Panel noted that, although updating is often picked up in action 
plans, there is no explicit service standard in place and no question in the satisfaction 
survey to check whether this is regularly done.  
 
Recommendation 7 – provide a six-monthly update on how the new process for dealing 
with ASB at NFH is progressing. 
 
Recommendation 8 – consider giving the tenancy enforcement team the overall 
responsibility for overseeing the application of all ASB-related policies, procedures and 
working practices. 
 
Recommendation 9 – nominate a lead officer within the Group for the management and 
control of all Group policies and procedures, to ensure consistency. 
 
c) What support is offered to victims and witnesses of ASB? Who provides it? What 
about support to perpetrators?  
 
The Panel noted a positive commitment from staff at all three organisations to support 
victims and perpetrators of ASB. 
 
The Panel considers that the assessment of vulnerability of ASB complainants is done 
very well by staff who appear to be skilled, well trained and adopt a flexible approach. The 
assessment of vulnerability does not follow a script. The process is left to the experience 

 



 
 
 

 
 

of the relevant officer at initial interview. A more comprehensive assessment is undertaken 
by the tenancy enforcement team. Although the Panel considers this to be a reasonable 
approach provided staff are experienced and well trained. However, the panel does 
believe that there should be clear guidelines in place for officers to ensure that all relevant 
information is sought and that officers have a clear understanding of what vulnerability 
means. There may also be a future requirement to use scripts, if government proposals 
are introduced.  
 
There is a witness support policy and scheme in place, which has recently been extended 
to NFH, but not – as yet – to PCHA. The scheme provides for regular contact with a 
named officer, 24 hour access, via on call officers from the tenancy enforcement team. 
PCHA residents have access to 24-hour support via PCHA staff. PCHA has confirmed that 
all tenants have local services support workers (not PCHA staff). In shared houses, the 
majority of the stock, these staff will be present 24 hours a day. The number of hours will 
vary for self-contained accommodation. Out of hours incidents are treated as for 
NPHA/NFH in that the out-of-hour's number could be rung and C2P staff would record the 
incident and, if serious, would have the discretion to contact senior staff for advice. 
 
Victims are offered a move to other accommodation, at the time of initial assessment if 
necessary, and are able to visit court before any hearing and be accompanied to the 
actual hearing. Staff, who were interviewed, suggested that the scheme works well, and 
the Panel is pleased to note this. However, the Panel did not speak to customers who had 
used the service, nor is there a question on the feedback survey form. 
 
PHG has confirmed that the witness support officers are either customer service advisors 
or control centre operatives and receive internal training from relevant senior managers. 
They can receive external training, if considered appropriate.  
 
The Panel also noted positively that support is provided to perpetrators to assist them in 
changing behaviour. This role is carried out by an external organisation called DISC 
(Developing initiatives supporting communities). If that organisation cannot provide the 
service, it will signpost to the relevant specialised agency. The effectiveness is measured 
in the future compliance to the tenancy agreement or the lack of engagement in criminal 
activities. 
 
The Panel also noted that the ASB policy refers to the provision of induction training for 
vulnerable residents. PHG has confirmed that the training is delivered predominantly for 
those in PHG housing stock who it feels are at risk of losing their home in the future. The 
training is also delivered to those on the waiting list who are perceived to need a clearer 
insight into the Group’s expectations of them and their visitors when they sign up to a 
tenancy in the future.  
 
Finally, the Panel notes that where tenants are asked to complete diary sheets to monitor 
noise nuisance, there is the no ability at present to provide dictaphones, for those who are 
unable to complete diary sheets. On a positive note, it was highlighted that PCHA support 
staff would assist as scribes to their clients.  
 
Recommendation 10 – consider the provision of dictaphones or similar for victims of ASB 
who may not be able to complete diary sheets. 
 

 



 
 
 

 
 

d) How do the organisations work with other stakeholders?  
 
The Panel noted that there is a good network of support providers in place to deal with 
ASB, with excellent working relationships reported with local authorities, the police and 
PCSO’s, both at operational and strategic level. 
 
Excellent working relationships were also reported with DISC involved in assisting 
perpetrators and with companies involved in mediation.  
PHG is involved in referring cases to the relevant ASB Risk Assessment Committees 
(ASBRACs). Although the overall number of cases referred to ASBRAC has not been 
recorded, there have been two referrals in the past 12 months. PHG has stated that it has 
attended every case conference that involved a PHG tenant or leaseholder as a 
perpetrator or victim. All cases have been discussed thoroughly at the conference and 
appropriate referrals to specialist organisations made. Action plans/tasks for all referrals 
have been assessed and completed to date.  
 
One area of concern for the Panel was the reported significant waiting times experienced 
in getting noise monitoring equipment from local authority environmental health teams. 
The Panel recognises that this is a challenge for PHG, and indeed a challenge for local 
authorities, given the reduction in budgets. The Panel was advised that the possibility of 
purchasing equipment was considered but rejected by PHG on the grounds of cost. The 
Panel would recommend that a value for money exercise be carried out to assess the 
benefits of purchasing or hiring equipment on a case by case basis.  
 
Recommendation 11 – carry out a value for money assessment of the benefits of 
purchasing or hiring noise monitoring equipment. 
 
e) How are cases resolved and/or closed?  
 
Unfortunately, on this occasion, the panel was not able to undertake case file checks 
(something which will be discussed further with PHG) but members were advised that 
cases are thoroughly investigated, and generally only closed when appropriate. The fact 
that PHG has never lost a court case suggests that legal advice is effective, and 
investigations thorough.  
 
The Panel is pleased to see that where an officer intends to close a case, a seven day 
letter warning of the intention is sent to the complainant. If the tenant is unhappy with this 
intention, the case remains open. PHG has confirmed that TET will keep the case open for 
a period of time to further monitor the case to give reassurance to the complainant. 
However when the case requires no further work (e.g., court case completed or no further 
breaches of tenancy agreement or criminal activity engaged in) it will close the case but 
continue to offer the witness support service which can and does continue after the case is 
closed. 
 
There is a reference to the use of mediation early in the procedure which is a positive and 
officers stated that mediation is always offered. However, performance information for the 
years 2008/09 to 2010/11 suggests that take up is very low (only 33 cases referred for 
mediation in this three-year period). PHG has confirmed that 19 cases were referred in 
2011/12 and the Panel is awaiting further details on referrals in the current year. Given the 
comparatively low number of referrals, the Panel would like reassurance that it is always 

 



 
 
 

 
 

offered (where appropriate), including to NFH and PCHA tenants, that it is proactively 
encouraged, and is effective. 
 
Recommendation 12 – ensure that mediation is offered to all NPHA, NFH and PCHA 
tenants reporting ASB, as appropriate. 
 
Recommendation 13 – ensure that all relevant officers are confident to encourage and 
follow through with referrals for mediation. 
f) How is feedback obtained and what use is made of it? What follow up is there? 
How else are residents involved in shaping the service? How is value for money 
assessed? 
 
The Panel noted that, historically, little or no performance has been reported for NFH or 
PCHA. NPHA has produced an annual report to the board on all aspects of the service, 
and, in future years, the Panel was advised that performance at NFHA will be included 
within this report. This report is provided to the Housing Forum, but does not appear, 
however, to have been made available to the wider body of residents, for instance by 
being placed on the website. The Panel noted positively that under the new management 
arrangements, the annual report to the board will – at least for the time being – report on 
performance at NFH and NPHA separately.  
 
The panel also noted that there is a summary of work undertaken in respect of ASB in the 
annual report to tenants 2010/11.  
 
A questionnaire is sent to all complainants (in NFH and NPHA) on closure of a case, with 
incentives to return. This is followed by a proactive telephone follow-up in cases where no 
form has been returned. The Panel noted that the response rate has increased from 25% 
(in 2010/11) to 40% (2011/12), which is a significant increase. Satisfaction levels with all 
aspects of the service appear to be very high, although this would predominantly relate to 
NPHA customers in previous years.  
 
PHG has confirmed that telephone calls to remind people to complete and return the 
survey are carried out and sometimes the surveys are completed over the telephone by 
way of a set of standard questions. If this fails then text messages are sent to remind 
people to return the survey. This process is undertaken for NPHA and NFH by the TET 
admin assistant.  
 
The Panel thought there was some room for improvement in this process, including:  
 
 Panel members who have been through the ASB process think that formally 

seeking feedback may be inconsistent across the organisations. Some members 
stated that they had not received a satisfaction survey to complete. Although PHG 
has confirmed that all tenants of NPHA and NFH are routinely sent a questionnaire, 
it appears that this does not happen for PCHA residents 

 There is no specific question on the satisfaction questionnaire about whether an 
action plan was agreed or testing satisfaction with the witness support scheme 

 Follow up calls are only made within working hours. Making calls out of hours may 
result in further increased response rates. 

 



 
 
 

 
 

The Panel was advised that where dissatisfaction is expressed, information is sent to the 
tenancy enforcement team. TET has confirmed that all such cases are contacted as a 
follow up.  
 
Performance and satisfaction information is reported to the Housing Forum, in quarterly 
newsletters, and – to an extent – in the annual report to tenants. 
 
PHG has attempted to host a number of witness support forums, but these have been 
cancelled due to lack of interest. The tenant enforcement team is currently looking at other 
ways to get that feedback 
 
Feedback is also sought via mystery shopping exercises. However, it is not clear to the 
Panel what use is made of the feedback, how this is promoted to residents, and whether 
action plans are developed as a result of feedback mechanisms. PHG has confirmed that 
the results of mystery shopping exercises are fed back to customer services, where 
appropriate, and also to the relevant manager to review and action any improvements 
identified. 
 
In respect of delivering a value for money service, the Panel accepts that it is not always 
easy to demonstrate this. Where information is available (predominantly for NPHA at 
present) performance appears good and satisfaction high. Feedback from external 
agencies is positive. The Panel also noted the following positive aspects: 
 
 In-house delivery of certain services, such as attendance at court. A value for 

money assessment has been undertaken on the TET’s self representation in court 
proceedings and has demonstrated savings over the use of external agencies and 
solicitors 

 Reducing use of legal services 

 Requests for court hearings made online 

 Benchmarking is undertaken on an annual basis via HouseMark, though its 
reliability and use is unclear  

 PHG has changed its mediation service provider, which is cheaper. The Panel 
would welcome further information on this matter in order to be able to form a view 
on value for money. 

Recommendation 14 – that C2P staff support the TET admin assistant in following up the 
non-return of satisfaction questionnaires and, where appropriate, make out of office hours 
follow up calls to non-respondents between the hours of 1700 to 2100 (or similar). 
 
Recommendation 15 – review the ASB satisfaction questionnaire to ensure it asks for 
feedback on the witness support scheme and includes a question about the agreeing of 
action plans. 
 
Recommendation 16 – ensure that satisfaction surveys are sent to all victims and 
witnesses of ASB once a case is closed, including PCHA. 
 

 



 
 
 

 
 

 
6 Conclusion 
 
Overall, the Panel found the review of ASB to be a positive experience. Staff are clearly 
committed to providing a customer-focused professional service to victims and witnesses 
of ASB. There is, in the opinion of the Panel, some room for improvement as highlighted 
above. The Panel does not consider there to be any fundamental flaws in the process and 
the majority of the recommendations are designed to add further improvements to a well-
performing service.  
 
The panel invites senior management and the board of PHG and its subsidiaries to 
consider this report and its recommendations and to formally respond to the Panel within a 
reasonable timescale. The Panel would then request that PHG develop an action plan to 
implement agreed recommendations and agree a reporting on progress framework with 
the Panel.  
 
Finally, the Panel would like to record its thanks to the officers of PHG and its subsidiaries 
for the time and effort put in to make this review a successful one. The panel found the 
staff to be helpful and also open and honest in interviews.  
 
Signed off as the final version, on behalf of the Tenant Scrutiny Panel by: 
 
 
………………………………………………………………………. 
Bill Coulton 
Chair, Progress Housing Group Tenant Scrutiny Panel

 



 
 
 

 
 

Appendix one – recommendations 
 
For ease of reference the Panel has reproduced the recommendations arising from the 
report in this appendix. 
 
Recommendation 1 – that a review be carried to establish the feasibility of PCHA staff 
adopting the Aareon system for recording both Level 1 and Level 2 ASB incidents 
reported. 

Recommendation 2 – consider providing training on ASB to PCHA staff to bring them up to 
a similar level as those receiving training at NFH. 

Recommendation 3 – produce and distribute a summary ASB leaflet to all tenants, utilising 
another mail out (e.g., rent statements) in order to reduce costs. 

Recommendation 4 – review the provision of information relating to ASB on the website to 
ensure the following: 

 It is comprehensive, up-to-date and easy to find 

 Reporting of ASB is well signposted. 

Recommendation 5 – Review the website more generally to ensure the following: 

 It reflects positive practice in terms of accessibility (e.g., the provision of 
Browsealoud) 

 Information about cookies is informative and user-friendly. 

Recommendation 6 – convene a working group of tenants to carry out a review of the 
website. 

Recommendation 7 – provide a six-monthly update on how the new process for dealing 
with ASB at NFH is progressing. 

Recommendation 8 – consider giving the tenancy enforcement team the overall 
responsibility for overseeing the application of all ASB-related policies, procedures and 
working practices. 

Recommendation 9 – nominate a lead officer within the Group for the management and 
control of all Group policies and procedures, to ensure consistency. 

Recommendation10 – consider the provision of dictaphones or similar for victims of ASB 
who may not be able to complete diary sheets. 

Recommendation 11 – carry out a value for money assessment of the benefits of 
purchasing or hiring noise monitoring equipment. 

Recommendation 12 – ensure that mediation is offered to all NPHA, NFH and PCHA 
tenants reporting ASB, as appropriate. 

 



 
 
 

 
 

Recommendation 13 – ensure that all relevant officers are confident to encourage and 
follow through with referrals for mediation. 

Recommendation 14 – that C2P staff support the TET admin assistant in following up the 
non-return of satisfaction questionnaires and, where appropriate, make out of office hours 
follow up calls to non-respondents between the hours of 1700 to 2100 (or similar). 

Recommendation 15 – review the ASB satisfaction questionnaire to ensure it asks for 
feedback on the witness support scheme and includes a question about the agreeing of 
action plans. 

Recommendation 16 – ensure that satisfaction surveys are sent to all victims and 
witnesses of ASB once a case is closed, including PCHA. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



 
 
 

 
 

APPENDIX B 
 

Recommendation Management Response Target date 
for 

completion 
That a review be 
carried to establish the 
feasibility of PCHA staff 
adopting the Aareon 
system for recording 
both Level 1 and Level 
2 ASB incidents 
reported. 

Agreed. PCHA use the Aareon system to 
report ASB incidents for the LiLAC PFI 
scheme. PCHA’s procedure is under review 
at present and extending the use of Aareon 
in this way will be incorporated into the new 
procedure. 

September 
2013 

Consider providing 
training on ASB to 
PCHA staff to bring 
them up to a similar 
level as those receiving 
training at NFH. 

Agreed. This will be included in PCHA’s 
training requirements for 2013/14. 

March 2014 

Produce and distribute 
a summary ASB leaflet 
to all tenants, utilising 
another mail out (e.g., 
rent statements) in 
order to reduce costs. 

Not agreed. An ASB leaflet has recently 
been reviewed and produced for tenants on 
request. This information has already been 
included in previous editions of tenant 
magazines and will continue to be included 
in future.  

 

Review the provision of 
information relating to 
ASB on the website to 
ensure the following: 

 It is 
comprehensive, 
up-to-date and 
easy to find 

 Reporting of 
ASB is well 
signposted. 

Agreed. A similar recommendation was 
made during the HouseMark, CIH, SLCNG 
accreditation audit of ASB services within 
NPHA.  
 
The editorial panel and marketing team will 
be involved in the review. 

31 March 
2013 

Review the website 
more generally to 
ensure the following: 

 It reflects 
positive practice 
in terms of 
accessibility 
(e.g., the 
provision of 
Browsealoud) 

Not agreed. The recognised standards for 
website accessibility are the Web Content 
Accessibility Guidelines 2.0 (WCAG 2.0) and 
by default, Cubik (our web developer) 
implements its sites to achieve compliance 
with the WCAG 2.0 at the AA level.  
 
At the top of every webpage are links to two 
tools offering different accessibility options. 
The first offers a choice of viewing options to 
make the pages clearer to those with visual 

 

 



 
 
 

 
 

 Information 
about cookies is 
informative and 
user-friendly. 

impairments and the second allows users to 
increase the size of text on each page.  The 
site is also built to work with screen readers, 
which are often used by people with sight 
difficulties when using the web.  
 
The use of cookies on the website complies 
with the EU e-privacy directive. When a user 
first accesses the website they will be 
notified that the site uses cookies and are 
required to give consent. The ‘Website terms 
of use’ page 
(http://www.progressgroup.org.uk/about_us/t-
and-c) includes a detailed explanation of 
what cookies are and how they are used on 
the site. It also includes a list of all cookies 
used on the site and gives an explanation of 
what each is used for and how they affect 
the site behaviour. The text is written clearly 
in plain English; however, it is part of a legal 
agreement and provides technical 
information so does require some IT 
knowledge to understand in places. 

Convene a working 
group of tenants to 
carry out a review of 
the website. 

Editorial Panel will be involved in the review. 31 March 
2013 

Provide a six-monthly 
update on how the new 
process for dealing with 
ASB at NFH is 
progressing. 

Agreed but will be provided during the 
annual review and 6 monthly performance 
report. 

August 2013 

Consider giving the 
tenancy enforcement 
team the overall 
responsibility for 
overseeing the 
application of all ASB-
related policies, 
procedures and 
working practices. 

This will be considered as part of the 
management restructure proposals when 
they affect PCHA. 

September 
2014 

Nominate a lead officer 
within the Group for the 
management and 
control of all Group 
policies and 
procedures, to ensure 
consistency. 

This is already in place and is done by the 
Head of Service Development 

 

Consider the provision 
of Dictaphones or 

Agreed. Will be included in a proposal for the 
2013/14 budget. 

31 March 
2013. 

 

http://www.progressgroup.org.uk/about_us/t-and-c
http://www.progressgroup.org.uk/about_us/t-and-c


 
 
 

 
 

similar for victims of 
ASB who may not be 
able to complete diary 
sheets. 
Carry out a value for 
money assessment of 
the benefits of 
purchasing or hiring 
noise monitoring 
equipment. 

Completed within NPHA. Two noise 
monitoring devices purchased September 
2012. An assessment with NFH and PCHA 
will be carried out, however, this equipment 
will be loaned to NFH / PCHA if appropriate. 

Part 
Achieved. 
31 March 
2013. 

Ensure that mediation 
is offered to all NPHA, 
NFH and PCHA 
tenants reporting ASB, 
as appropriate. 

This is already in place for NPHA and NFH. 
As PCHA operates across the country, the 
availability of mediation services is not 
always known in advance. Where an ASB 
incident occurs, staff will endeavour to 
establish the availability of such services and 
advise the tenant accordingly. 

October 
2012 

Ensure that all relevant 
officers are confident to 
encourage and follow 
through with referrals 
for mediation. 

Refresher training will be provided to staff to 
encourage complainants to use mediation 
when appropriate. 

31 August 
2013 

That C2P staff support 
the TET admin 
assistant in following 
up the non-return of 
satisfaction 
questionnaires and, 
where appropriate, 
make out of office 
hours follow up calls to 
non-respondents 
between the hours of 
1700 to 2100 (or 
similar). 

This will be considered but will be dependant 
on staff resources being available. 

31 March 
2013 

Review the ASB 
satisfaction 
questionnaire to ensure 
it asks for feedback on 
the witness support 
scheme and includes a 
question about the 
agreeing of action 
plans. 

Completed. Questionnaire now amended Achieved. 

Ensure that satisfaction 
surveys are sent to all 
victims and witnesses 
of ASB once a case is 
closed, including 
PCHA. 

This is already done within NPHA and NFH. 
It is agreed that PCHA will develop a 
satisfaction survey to send to victims and 
witnesses once an ASB case is closed.  

31 March 
2013 

 



 
 
 

 
 

APPENDIX C 
 
Progress Housing Group Tenant Scrutiny Panel 
Lessons learnt from the first review 
 
The Panel discussed how well the review had gone and what could have been done 
differently or better. Some members of the Panel had set down their thoughts in writing to 
the Chair and these were circulated to the Panel for consideration. The following is a 
summary of the key points which came out of the discussion. 
The following points should be considered in light of the fact that the Panel felt the 
exercise was useful, they learned a lot about the scrutiny process and about ASB, and feel 
that they have produced a robust report. 
The Chair (Bill Coulton) and independent support (Damian Roche) subsequently met with 
senior management to discuss lessons learnt and these notes have been amended to 
include the later discussions. 
 
Process 

 Although work was undertaken to define the scope of the review, the Panel 
recognises that the planning and scoping of the review is key to a successful 
review. There needs to be a very tight scope for the next review 

 The review should be broken down into individual tasks, which can be delegated to 
one or more members of the Panel. Timescales should be set via a simple project 
plan – Bill has an example from elsewhere that can be circulated for consideration  

 The Panel agreed that the process had been time-consuming and it is difficult to 
balance the needs of individual members of the panel, such as those that work or 
those that live a long distance away from Leyland. Consideration was given to 
devising an alternative process for carrying out reviews in future that may not be as 
time-consuming. It was agreed that Damian would come up with a proposed 
process for the panel to consider. It may take the following shape: 

o Panel meets to scope review and identify the issues to be investigated or 
questions to be answered; The panel divides up relevant tasks (e.g. website 
checks, best practice research, etc); 

o The Panel forwards its questions/issues to PHG and requests written 
feedback with supporting evidence by an agreed time; 

o The Panel meets to discuss the feedback, identify any further questions, 
identify any gaps in information and agree what further information is 
required or whether it wishes to interview key members of staff; The Panel 
(or designated scribe) begins to draft scrutiny report; 

o The Panel meets again to discuss further findings and completes (if 
appropriate) draft report   

 In the planning stages, the Panel needs to submit its document requests (if 
appropriate) and agree timescales for receipt. This is particularly important in the 
case of PCHA representatives so that support officers have time to liaise with the 
reps 

 Where documentation is received by the panel, and needs to be analysed,  it should 
be divided between members (with perhaps more work being undertaken by those 

 



 
 
 

 
 

 

unable or not wishing to take part in on-site interviews). Panel members need to 
commit to report back on their review of documentation within an agreed timescale 

 In planning the on-site interviews, Panel members need to agree who will interview 
which officers in advance and spend time developing appropriate questions for 
each interview 

 When the panel meets, it is important that there is a written agenda, even for more 
informal meetings 

 In light of the governance changes at PHG, it has been suggested that reports from 
the Scrutiny Panel should go to the Senior Management team (which comprises the 
Executive Team plus operational managers) for consideration. The Chair agreed to 
this arrangement, with a review after 12 months to test its effectiveness 

 It was agreed that in future, the reports of the Scrutiny Panel should be labelled as 
draft when sent to the SMT. This is standard practice, for example with audit reports 

Training and support 
 It is recognised that Damian’s time and support is limited and the Panel needs to 

consider how to get the best support from Damian, i.e. the best use of the time 
available 

 Panel members would benefit from a training session on report writing 
 Panel members may also benefit from further training on interview techniques to 

assist them in preparing for interviews 
 Panel members were encouraged to consider any other ongoing training needs and 

they ought to make good use of training available at Trafford Hall 
 There may be other ways in which Panel members could be supported. One 

member, for example, said that she would benefit from the use of a Dictaphone 
 It was agreed that individual members of the Panel should be given the opportunity 

to feed back their views on the process, and that this could be facilitated by 
customer involvement staff  

Working relationships with staff 
 It was recognised by the Panel that provisional dates for on-site meetings need to 

be provided as far in advance as possible to enable room bookings to be made and 
refreshments ordered 

 Panel members thought that there was still some lack of awareness among staff 
about the role of the Panel and their right to request information. The panel felt that 
they needed to raise their profile with staff and wondered if they might have a slot at 
the annual staff conference 

 Panel members thought it would be useful for a lead officer/head of service to be 
identified at the beginning of each review to facilitate the smooth running reviews, 
but with the Governance team continuing to oversee the development of scrutiny 
and keep a watching brief of all scrutiny reviews 

 Panel members would welcome the ability to meet privately on occasion, for 
example when discussing the findings of a review, before submission of the scrutiny 
report 
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