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1.0. Introduction 
 
1.1 The Wishaw & District  Housing Association Customer Scrutiny  
 
Tenant scrutiny is about tenants being actively involved in reviewing how housing services are 
being delivered, and even more importantly, how they can be improved. The concept and 
emphasis on tenant scrutiny and self-assessment has become embedded in the tenant 
participation and customer involvement in self - assessment frameworks 

Wishaw & District Housing Association (the Association) has been working in partnership with its 
customers to undertake scrutiny activities since 2014.  The Resident Involvement Team (RIT) 
works to review identified landlord housing services and forms the central point for scrutiny within 
the Wishaw & District Housing Association which empowers its tenants and other customers to 
oversee a range of scrutiny activities, integrate these activities with the wider self-assessment 
activities of the Association and make recommendations to challenge and improve services. 

 
1.3. Independent Tenant Advice and Development Support 
 
The Tenant Information Service (TIS) continues to provide Independent Tenant Advice (ITA) and 
Development Support to Association staff and the Resident Involvement Team, facilitating 
meetings, providing administration support and assisting RIT members to understand key issues 
associated with the scrutiny project leading to reporting on findings and recommendations.  
 
 

2.0. The Wishaw & District  Housing Association Resident Involvement Team 

 

2.1      Membership 
 
Prior to the current scrutiny project, the Association and RIT with the support of TIS facilitated an 
informal open evening to raise awareness of the work of RIT and scrutiny.  As a result of this 
session three new members joined RIT and now there is a core membership of seven members 
comprising of Association tenants and members and owners receiving a service from the landlord. 
 
2.3. Agreeing a Topic for Scrutiny 
 
RIT members were provided with and considered Association performance, the organisation’s 
Annual Return on the Charter (ARC) report submission and priorities / issues for both tenants and 
the Association. A review of the information provided, as well as consideration of customer 
experiences allowed the RIT Project to agree that the next scrutiny project would focus on the 
Anti-social Behaviour Communications. 
 
The members of the RIT met regularly throughout the period from December 2017 to April 2018.  
Meeting were facilitated by Lynda Johnstone, Development Director, TIS and were also attended 
by Gregor Colville, Wishaw & District Housing Association, and Housing Manager. 
 
 

3.0. Scrutinising Anti-social Behaviour Communications 
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3.1. Workplan 

 
The Anti-social Behaviour (ASB) Communications project followed an agreed detailed work plan 
which included: 
 

 Administration and agreeing the scope of the project  

 Information and relevant fact finding regarding the Wishaw & District  Housing Association 
approach to addressing ASB 

 Reality Checking - What happens in practice in Wishaw & District Housing Association and 
partnership working. 

 
3.2. Collecting Evidence 

 
RIT members undertook a robust process to understand ASB Communications and its impact on 
tenant and the Association.    
 
RIT Members: 

 
Completed a desk top audit to further understand contextual information: 
 

 Scottish Social Housing Charter reference and relevance to Anti-social Behaviour 

 Background information to Anti-social Behaviour including the legislative context and 
explore personal perceptions and understanding 

 The Association Anti-social Behaviour Policy 

 The Association Estate Management Policy 

 The Association Harassment Policy 

 The Association customer complaints, comments and complements on Anti-social 
Behaviour 

 A review of the Association Anti-social Behaviour and Neighbourhood Nuisance Guide to 
making a Complaint and the Complaints Form 

 Customer Satisfaction Survey information and customer feedback 

 Performance information on Anti-social Behaviour management 

 Consideration and comparisons of the Association Good Neighbour Agreement against 
other social housing providers 

 The Association Anti-social Behaviour Diary Sheets 
 
Explored the Wishaw & District Housing Association corporate approach to Anti-social 
Behaviour communications: 
 

 Discussions: 
o  The role of the Association Housing Officers, Police Scotland and North Lanarkshire 

Council in dealing with Anti-social Behaviour 
o Understanding partnership working approaches 

 Reviewing publications and other information to tenants and other customers regarding 
Anti-social Behaviour 

 Understanding the North Lanarkshire Council Mediation Service 
 
 

4.0. Scrutiny of the Anti-social Behaviour Communications 
Conclusions and Recommendations 
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4.1. What the RIT Project Liked 
 

Throughout the scrutiny project and associated research, RIT members identified good 
practice and information relating to the ASB Communications including: 

 
4.1.1. The Housing Officers work effectively in a challenging work environment to prevent anti-

social behaviour happening and address issues quickly. Staff, where appropriate, give 
advice to tenants at an early stage to help resolve issues.  Early advice, sometimes 
informal, is offered to tenants by face to face contact with Housing Officers when working 
on their patch.    
 

4.1.2. Housing Officers are able to demonstrate an understanding of the tenants with multiple 
needs or vulnerable tenants and provide appropriate support.  This is effective in 
circumstances whereby the tenant is willing to engage and accept support. 

 

4.1.3. The Mediation Service provided by North Lanarkshire Council is recognised as an 
effective service to resolve an ASB dispute, when tenants engage in the process.  
However mediation may not be applicable for all cases of ASB and some tenants may be 
unwilling, reluctant or anxious about taking part. 

 

4.1.4. As part of the signing up process with a new tenant, Association staff explain the policy 
and procedures for dealing with neighbourhood disputes and ASB, and will emphasise 
that any ASB that is a clear breach of the conditions of the Tenancy Agreement may result 
in legal action for the termination of the tenancy, following appropriate investigation and 
warning. 

 

 
4.1.5. The opportunity for partnership working with all relevant external agencies e.g. North 

Lanarkshire Council, Anti-social Task Force, Social Work and Police Scotland is essential 
in addressing ASB cases.  

 

4.1.6. Association staff are clear from the outset about managing tenants’ expectations in face to 
face meetings i.e. explaining role, updating on action and clarity of timescales. 
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4.2. Findings and Recommendations  
 

The RIT Scrutiny Project research and field work raised a number of issues which this 
report highlights and suggests recommendations for change.  These recommendations 
were agreed by the RIT Project when all the field work information was collected, 
considered and analysed. 

 

Findings Resident Involvement Team 
Recommendations  

Wishaw & District Housing Association  
Anti-Social Behaviour Policy Procedure 

The Association Policy and Procedure regarding 
Anti-social Behaviour (ASB) is currently being 
reviewed.  Feedback from RIT members forms part 
of the consultation on this review.  

1. Scrutiny Project findings and associated 
recommendations are considered and 
taken into account to further refine the 
Policy and Procedure with specific 
regard to ASB communication. This 
review should include feedback to 
tenants through the newsletter, website 
etc. 

 

In looking at the ASB categories, RIT members 
were clear about what constitutes “Serious” for 
reporting purposes.  Although the ASB Policy 
explains the ASB categories, it does not explain 
what tenant activity or behaviour is not considered 
anti-social.   
 
Throughout the RIT Project there was discussion 
and sometimes disagreement about “what specific 
activity” versus “lifestyle choice”. 
 

2. The policy, procedure and associated 
Association internal paperwork and 
information to tenants is reviewed to 
clearly define behaviours or activities 
which the Association regards as anti-
social and those which are not e.g. 
estate issues. 

RIT considered the proposed reviewed categories 
and timescales for ASB i.e. 

 Category A, 24 hours, very serious 

 Category B, 3 working days, serious 

 Category C, 5 working days, nuisance 
complaints 

 
In the staff discussions, they felt that the 
timescales were ambitious and unachievable.  
Tenants, however seek quick responses and 
resolution.  RIT recognised the need for a balance 
between aspiration and achievable. 
 
Comparisons were made to the North Lanarkshire 
Council categories and targets. 
 

3. The targets in the new policy should 
reflect a hybrid of the targets set above 
and those of North Lanarkshire Council.  
RIT make the following recommendation: 

 

 Category A, 24 hours, very serious 

 Category B, 5 working days, serious 

 Category C, 10 working days, nuisance 
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The ASB Policy is not clear on what approach the 
Association takes when dealing with a complaint 
about an owner, private tenant or a tenant from 
another social housing provider.  

 

4. The ASB Policy provides an explanation 
to the Association approach in these 
circumstances. 

Findings Resident Involvement Team 
Recommendations  

The ASB Policy acts as an Association Procedural 
Framework and should guide staff responses to 
ASB complaints.   
 
The ASB Policy does not seem to allow for 
flexibility in the staff approach to applying 
guidelines in order to achieve the best results for 
the individuals involved and for Wishaw & District 
overall.  RIT members believe however that staff 
are experienced in their approach to seeking the 
best outcome. 
 

5. Consideration is given to the inclusion of 
an approach which demonstrates 
flexibility and reflects the experience of 
the Housing Officers. 

The RIT and staff acknowledge that there is a large 
amount of information to share with new tenants as 
part of the sign up process.  
 
The sign up process includes an opportunity for 
staff to thoroughly explain to the tenant the 
expectations of acceptable behaviour and the 
Association approach to dealing with ASB. 
 
In addition relevant written material is presented to 
the tenant during sign up and in the tenancy pack. 
 

6. Information specifically relating to ASB is 
further reiterated by staff at the New 
Tenant Visit to determine and enhance 
tenant understanding. 
 
Advice is also provided to the tenants of 
how to seek advice / action if there is 
anti-social behaviour by a resident 
(private tenant, sharing owner, and 
owner) in the area. 

 
 
 

The Harassment Policy complements the ASB 
Policy in that it is the right of all people to live in 
their homes free of harassment and violence.  The 
Association is committed to ensuring that tenants 
can live safely and securely within their homes and 
neighbourhood. 
 

7. The Policy is reviewed to reflect the Anti-
social Behaviour Policy. 
 
In addition the needs of all residents 
living in a community including owners 
are taken into account. 

Wishaw & District Housing Association  
Estate Management Policy 

The Estate Management Policy was reviewed in 
2017.  Estate management refers to the 
management of property, the surrounding areas 
and other services which aim to enable tenants 
and residents to have a quiet enjoyment of their 
home and a decent, safe and secure living 
environment. 
 

8. The Association continue to work closely 
with tenants and residents to ensure they 
are fully aware of their tenancy 
agreement and residential 
responsibilities and raise awareness of 
the Policy aims and objectives with 
tenants, owners and sharing owners. 
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Findings Resident Involvement Team 
Recommendations  

Housing Officers often identify ASB issues when 
working or walking about an area.   
 
In the operations of other social landlords, 
organised estate walkabouts with tenants and staff 
are seen as good practice as an early intervention 
approach to identify ASB before it becomes 
serious.  The RIT members noted that estate 
walkabouts do not seem to happen in the 
Association despite being detailed in the Estate 
Management Policy. 
 

9. The Association develops opportunities 
for estate walkabouts and devise and 
implement a programme and associated 
recording paperwork with tenants in 
geographical areas throughout 
Association stock. 

 
The RIT members would like to see 
estate walkabouts take place, at least 3 
or 4 per year. 

 

Partnership Working 
 

North Lanarkshire Council, Anti-social Task Force, 
Social Work and Police Scotland were identified as 
partners who work together with the Association to 
address ASB.  
 

10. The Association continue to promote 
partnership working arrangements from 
each locality area to tenants. 
 
Details to be provided in all relevant 
Association communications. 
 

Staff Training and Communication 
 

It is fully understood that addressing ASB issues is 
challenging, complex and time consuming for staff.  
There is recognised good practice within the 
Association and the staff operate as a close team.  
Sharing training and learning from experiences 
from other landlords would ensure further 
effectiveness. 
 

11. Regular introductory, specialist and 
refresher training including good practice 
is delivered to all relevant Association 
staff. 

Contacting Wishaw & District Housing Association 
 

Housing Officers have reported that tenants know 
how to contact the Association with an ASB issue.  
However feedback on the ease of contact with the 
Association about ASB through the website was 
raised as a concern. 
 

 

12. The Association website pages relating 
to ASB information and tenant reporting 
of ASB are fully reviewed to improve 
accessibility to relevant information for 
tenants.  Also that information is 
provided about all aspects of ASB using 
plain English.  
 
This review includes other relevant 
documents and details of relevant 
support agencies. 
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Findings Resident Involvement Team 
Recommendations  

Information to Tenants 
 

Anti-social Behaviour and Nuisance Neighbour  
A Guide to making a complaint 

 

The ASB Policy states that it is not necessary for 
initial complaints to make in writing: however forms 
are provided to complainants to ensure records of 
complaints are accurate. The RIT reviewed the 
Complaints Form and made no recommendations 
that it should be changed but questioned how 
“comfortable” tenants are in using the form. 
 

13. The Association provide support to 
complainants when required to assist the 
individual complete the form. 
 

 

The Association issues the following information 
with the Complaints Form: 

 Anti-social Behaviour and Nuisance neighbour 
– A Guide to making a complaint 

 Diary Sheets 
 

14. The Anti-social Behaviour and Nuisance 
neighbour – A Guide to making a 
complaint is further reviewed to reflect 
the changes to the ASB Policy.  The RIT 
would welcome the opportunity to be part 
of this process. 
 

It was highlighted that when tenants make a 
complaint, they often feel it then solely becomes 
the Association to deal with the issue.   

15. Consideration is given to approaches 
which encourage the complainant to 
“play their part in dealing with and / or 
resolving the problem by agreeing to 
take responsibility for appropriate 
actions” 

 

ASB Incident Diary Recording Sheets 
 

The RIT members acknowledged the purpose and 
need for the information gathered in the diary 
sheets in order to build a case and evidence in an 
ASB case.  However:  

 complainants often do not share this 
understanding 

 diary sheets can be onerous to complete for the 
complainant 

 completion can often feel the complainant more 
anxious and stressed as it can highlight the 
problem and the length of time to solve 

 some cases may not need diary sheet evidence 
 

16. An explanation is provided to tenants 
clearly explaining the role and purpose of 
the diary sheets and the part they play in 
effectively resolving an ASB complaint. 

 
17. The diary sheets in their current format 

are reviewed.   
 
Consideration is given to reviewing the 
design, layout and approach of the diary 
sheets.  This could include a simple 
online form to report ASB via a revised 
ASB website and customers should also 
be provided with clear information about 
alternative reporting methods, such as 
by telephone or in writing. 
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18. Diary sheets are only sent out or used 

when appropriate. 
 

Findings Resident Involvement Team 
Recommendations  

Wishaw & District Housing Association Guide to being a Good Neighbour 
 

This guide is issued to each new tenant at the 
tenancy sign up. 

19. The Association continue to refer to this 
guide as well as sharing the 
organisations approach to dealing with 
ASB in the signing up process. 
 
Due to the high levels of information 
shared between the HO and the new 
tenant, the responsibilities are further 
reiterated at the New Tenant Visit 

Anti-social Behaviour Leaflets 

The RIT reviewed the North Lanarkshire Council 
“Anti-social Behaviour – your services” leaflet and 
found it to be informative and easy to read. 

20. The Association develop a similar 
resource which is available in a hard 
copy and downloadable from the 
website. 

 

Anti- social Behaviour helpline 

The North Lanarkshire Council Anti –social 
Behaviour Helpline – 0300 123 1382 is a service 
available to Association tenants and residents. 

21. In the review of all publications and 
policies, this help line number is included 
in documents and is also provided to 
tenants in newsletter articles, important 
phone number sections, website, 
laminated card etc. 
 

General Information 

ASB is an emotive issue for tenants and it is 
recognised that resolving issues can be 
challenging for staff.  Therefore the format of 
information to tenants should be designed to 
promote Association policy, procedure, action and 
advice. 

22. The Association consider developing 
user friendly guidance which is pictorial, 
inviting and in colour, written in clear 
language, using a layout that is easy to 
follow, to give general information about 
ASB, how to report it and the process 
relating to investigating ASB complaints.  
 

The Association website does not provide easy or 
obvious access to the information about ASB and 
the information available is not clear. 

23. The Association provides all general 
information about ASB (including 
reporting methods) in an easy to find 
manner on the website, as well as 
through various printed advice on display 
(see above) 

 
 
5.0. Next Steps and Timetable 
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The RIT Project members agreed this report in April 2018.  The final agreed report was then 
submitted to Wishaw & District Housing Association. Thereafter a meeting should take place to 
allow: 
 

 Staff and tenants who were involved in the scrutiny project to evaluate the process 

 Wishaw & District Housing Association to meet with the RIT project to discuss responses 
and agree specific actions to the recommendations.  

 The RIT Project to agree the actions required to publicise the work of the RIT Project and 
attract new members. 

 
Following the completion of this scrutiny project, TIS recommend that Wishaw & District Housing 
Association continue to develop tenant scrutiny activities further and ensure that scrutiny is further 
embedded within the organisation. Consideration should be given to developing a Wishaw & 
District Housing Association Strategic Scrutiny Framework. 

 
6.0. Monitoring and Evaluation 

 
It is essential that this scrutiny project is monitored and evaluated to find out if agreed objectives 
have been met, to recognise what works well and what may need to be adapted to meet the 
changing needs and priorities of the Association and its customers.  This is about evaluating the 
effectiveness of the scrutiny project itself but also monitoring that the implementation of the agreed 
action plan has been carried out. 
 
The RIT Project recommend that an exercise to review the action plan takes place no later than 
October 2018. 


