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Introduction

This Self-Assessment Practice Guide has been designed by SHN to help the organisation review how effectively it prevents, manages and responds to antisocial behaviour (ASB). It provides a structured way to consider current practice across customer focus, operational delivery and leadership, and to identify where arrangements are working well and where improvements are required.

Scottish social landlords are expected to maintain robust self-assurance arrangements to demonstrate that they comply with the Scottish Housing Regulator’s Regulatory Framework, the Scottish Social Housing Charter and their wider legal duties. Each year, landlords must submit an Annual Assurance Statement confirming whether they meet the relevant regulatory requirements and, where they do not fully comply, setting out how and when improvements will be made. This means that regular self-assessment is an important part of good governance and service improvement. 
For antisocial behaviour, self-assessment supports landlords to evidence how they meet Charter expectations around estate management, neighbour nuisance, tenancy disputes and ASB, and to identify clear actions where practice needs to improve.


Completing the guide is important because ASB can have a significant impact on customers, staff and communities. A consistent self-assessment helps ensure that services are fair, accessible, responsive and evidence based. It also supports transparency, learning and continuous improvement by highlighting strengths, gaps and priorities for action.

Scoring

Each scorecard criterion should be considered honestly and supported by evidence. For each statement, allocate a score of 0, ½ or 1. A score of 1 should be used where the criterion is fully met and there is clear evidence to support this. A score of ½ should be used where the criterion is partly met, practice is inconsistent, or further work is required. A score of 0 should be used where the criterion is not currently met, there is little or no evidence available, or arrangements have not yet been developed.

	
Scoring at a glance

	Score
	What this means
	What to do next

	1
	The criterion is fully met and there is clear evidence to demonstrate this.
	Record the supporting evidence and continue to monitor practice through normal review arrangements.

	½
	The criterion is partly met, practice is inconsistent, or further evidence or improvement is required.
	Add the issue to the action plan where improvement is needed, including a clear action, owner and target date.

	0
	The criterion is not currently met, arrangements are not in place, or there is little or no evidence available.
	Prioritise this in the action plan and identify what needs to change, who will lead it and how progress will be checked.



The evidence column should be used to record the information that supports the score, such as policies, procedures, case records, performance reports, customer feedback, partnership arrangements, training records or examples of practice. Scores should reflect what can be demonstrated, not only what is intended or informally understood.
Once all scorecards have been completed, any criteria scored 0 or ½ should be reviewed and considered for inclusion in the action plan.

Agreeing and recording preliminary scores
It is recommended that the governing body agrees the scores from the preliminary self-assessment exercise. These scores should then be saved by the key user responsible for co-ordinating outcomes from all self-assessments.
The preliminary scores can be used as a reference point once the detailed self-assessment has been completed and the supporting evidence has been compiled. This will help the governing body assess the extent to which perceived compliance is supported by evidence.

Gathering supporting evidence
Although the governing body should lead the self-assessment, compiling documentary evidence should involve senior officers and operational staff. This helps ensure that the assessment is informed by both strategic oversight and day-to-day service delivery.





Referencing and maintaining evidence
All documentary evidence should be clearly referenced so it can be located easily within the organisation’s filing systems. Evidence should also be reviewed and updated on an ongoing basis, so that self-assessment becomes a continuous and current activity.

Agreeing the final score

Once documentary evidence has been compiled against each standard, the governing body, with support from staff, should review whether the evidence supports the preliminary scores.
Where there are differences between the preliminary scores and the evidence gathered, the scores should be reviewed and amended through a minuted discussion. This ensures that the final score is validated, corporately agreed and supported by clear evidence.
Once the final score has been agreed, the scorecard should be approved by the governing body, signed off by the Chair and saved by the staff member responsible as the final version. The final score should also be dated so there is a clear audit trail for monitoring and future updates.
The Action Plan
The action plan should clearly identify any criterion that is not fully met and set out what needs to happen next. Each action should be specific, realistic and linked to the evidence gathered during the self-assessment.
· the criterion that is not fully met;
· the action required;
· who is responsible for completing the action;
· the target date for completion; and
· how progress will be monitored.

The completed assessment and action plan should be used as working documents. They should support discussion, decision making and follow-up, helping the organisation strengthen its approach to ASB and improve outcomes for customers and communities.

Once completed, the action plan should be reviewed regularly, for example every six months, or more often where ASB is a particular issue for the organisation.



	Preparations

	We are doing this self-assessment because:

	










	The people we need to involve are:
	Their role will be:

	













	

	The resources we need are:

	














	SWOT Analysis

	Our strengths are:
	Our weaknesses are:

	
















	

	Our opportunities are:
	Our threats are:

	


















	





	Customer Focus Scorecard (Antisocial Behaviour)

	Customer Focus Criteria
	Score
0 / ½ / 1
	Evidence

	i. We publicise our approach to the management of antisocial behaviour, highlighting the support we can provide to customers.
	
	

	ii. We have a comprehensive, clear and accessible statement of policies and procedures on ASB which is reviewed regularly.
	
	

	iii. We ensure that customers know how to report incidents of nuisance, harassment, ASB and breaches of tenancy conditions. 
	
	

	iv. We offer various ways of reporting ASB and ensure these are all accessible to everyone
	
	

	v. The organisation deals quickly, sensitively and appropriately with all incidents in accordance with published procedures and their legal remedies. 
	
	

	vi. We have clear timeframes and targets for responding to various reports of ASB and the complainant is made aware of these.
	
	

	vii. We always agree appropriate action plans, with achievable deadlines. If we go out with these deadlines, we keep the complainant updated on the reasons why.
	
	

	viii. The organisation, either directly or in conjunction with specialist care and support agencies including proactive work with courts on witness protection arrangements, provides appropriate and sufficient support to customers.
	
	

	ix. We routinely inform customers about the progress of the case from the point of complaint throughout any investigation to resolution and follow-up action.
	
	

	x. We provide access to an appeals process and clearly explain this to the complainant. 
	
	

	xi. We work closely with other organisations i.e. police to gather evidence and support the complaint. 
	
	

	xii. Our customers report a high level of satisfaction with the way the organisation manages ASB, whether or not they are victims of ASB.
	
	




	Operational Scorecard (Antisocial Behaviour)

	Operational Criteria
	Score
0 / ½ / 1
	Evidence

	A holistic approach:

	i. We manage and maintain our properties to standards that minimise the impact of antisocial behaviour on customers. 
	
	

	ii. We act quickly and have clear targets to respond to ASB complaints to minimise escalation.
	
	

	iii. We refer closely to our lettings plan in the letting and management of our houses and communal areas. 
	
	

	iv. We take a proactive and innovative approach to prevent ASB through, for example, leading diversionary and community development activities. This links in with our Tenant Engagement Policy.
	
	

	v. We adhere to the GDPR guidelines and equalities policy and show no discrimination when dealing with cases of ASB.
	
	

	vi. We work closely with other departments in our organisation to ensure ASB is prevented wherever possible. For example, estate walkabouts identifying graffiti, working with the Tenant Engagement team to arrange activities for young folk.
	
	

	Recording and monitoring:

	vii. We record and monitor, in conjunction with partners, reports of ASB and other criminal activities at a local level; review strategies and policies in light of these to target resources at ‘hotspots.’
	
	

	viii. We maintain accurate records of incidents and monitor case progress and outcomes.
	
	

	ix. We can clearly demonstrate the effectiveness of approaches taken to tackle ASB.
	
	

	Management of ASB cases:

	x. We deal systematically with all cases of nuisance, ASB or harassment and unauthorised occupation.
	
	

	xi. We have established robust case management systems.
	
	

	xii. We use a range of cost-effective methods to gather evidence – for example, professional witnesses, CCTV, and noise monitoring equipment. We may also use social media evidence if appropriate.



	
	

	xiii. We use the full range of remedies as appropriate to tackle incidents of antisocial behaviour or other tenancy enforcement issues, including mediation. Acceptable Behaviour Contracts (ABCs), interdict, use of Antisocial Behaviour Orders, the use of short Scottish secure tenancies and possession proceedings as a last resort to minimise eviction. 
	
	

	xiv. We manage the outcomes of ASB action so that breaches of orders are enforced quickly and appropriately, in discussion with customers, by our staff, our partners or the courts.
	
	

	xv. We fully support perpetrators to amend their behaviour, for example, through Good Neighbour Agreements, where this is a reasonable   remedy to addressing the ASB concerned, linked to future enforcement actions.
	
	

	 
xvi. We also ensure we support the complainant/s throughout the process and continue to offer support.
	
	

	Partnerships:

	xvii. The organisation is an active member of local Community Safety Partnership(s).
	
	

	xviii. We have established good working relationships with other services like Social Services, Police etc
	
	

	xix. We work closely with tenants to help support them and sign post them onto other agencies or charities that may help them sustain their tenancy and feel like part of the community.
	
	

	xx. We have effective referral systems to multi-agency support in order to sustain positive behaviour changes and staff are aware on how to make these referrals.

	
	






	[bookmark: _Hlk10796695]Leadership Scorecard (Antisocial Behaviour)

	Leadership Criteria
	Score
0 / ½ / 1
	Evidence

	i. Our approach to the prevention and management of antisocial behaviour is integrated with our management of allocations, estates and void properties, and this positively contributes to sustainable communities 
	
	

	ii. We have clear and accessible policies and procedures on the management of antisocial behaviour.
	
	

	iii. We consult with customers and other stakeholders on the development and review of our approach to the management of antisocial behaviour.
	
	

	iv. We involve our Tenants Scrutiny Group when renewing our ASB policy to ensure transparency and to get a tenant’s perspective on ASB in the area.
	
	

	v. There are clearly defined resources; our staff have clearly defined responsibilities and we equip them with the necessary skills to manage antisocial behaviour.
	
	

	vi. We are pro-active and supportive in our management of incidents of antisocial behaviour.
	
	

	vii. The support and protection of victims and staff is central to our approach to the management of incidents of antisocial behaviour. 
	
	

	viii. We can demonstrate strong partnership working with other agencies (for example, youth offending and drug action teams, environmental health, the police and other landlords) in tackling ASB. 
	
	

	ix. We investigate incidents promptly and we have set challenging. 
targets / timescales for each stage of the procedure.
	
	

	x. The organisation has a holistic approach to tackling ASB which places emphasis on prevention and changing behaviour as well as enforcement.
	
	

	xi. We have robust evidence that our actions have resulted in increased satisfaction levels and less ASB. 
	
	

	xii. We monitor our performance in meeting targets / timescales and report findings to relevant stakeholders.
	
	

	xiii. Our Management Committee scrutinises the ASB report on a regular basis and considers this report in strategic level.
	
	

	xiv. We ensure, by means of well-coordinated and effective publicity, that the wider community knows the successful outcomes of work to prevent ASB.
	
	




	
Action Plan

	Which criteria do we not meet?
	Actions
	Who will do this?
	When for?
	Progress

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	










We hope our members find this and other practice guides useful and would appreciate any feedback. 

Scotland's Housing Network
5 South Charlotte Street
Edinburgh
EH2 4AN
0131 581 9222
[image: The image of an envelope is shown to indicate the email address] info@scotlandshousingnetwork.org 
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