Appendix D
SHDC Housing Landlord Service
ASB Framework — Consultation
outcome report and detail of changes
made.
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Introduction

This document summarises the responses to the consultation on the draft ASB
framework.

The aim of the consultation was to:
e Give tenants an opportunity to feedback on the future ASB service delivery for
the Housing Landlord Service.
¢ Give tenants and residents an opportunity to shape and make changes to the
draft ASB Framework.
e To demonstrate that the Council acts on tenant feedback and welcome tenant
scrutiny of a developing Framework.

Consultation programme

To encourage open and maximum possible contribution, the programme of
consultation consisted of print, online and face to face communication. The
consultation survey received 33 responses. Prior to the launch of the consultation a
period of pre-engagement took place between Officers and engaged tenants.
Engaged tenants who registered an interest in the tenant forum were able to feed
into the initial framework and able to give their feedback and opinions.

The consultation sought to encourage a broad range of responses from across the
tenant group. The programme of engagement took place in person, online and via a
communications programme. Both online and offline communication channels were
adopted to ensure equity to access. All information about the consultation was
posted on the Council website. 378 texts and 1219 emails were sent to tenants
directly throughout May 2025. Posters were displayed in various locations across the
district and email footers added to Officers emails to encourage participation and
promote awareness.

Consultation documents included the draft ASB Framework, the summary version of
the Framework and a video version of the Framework.

Member Consultation

Policy Development Panel considered the Framework on 22" April 2025. The Panel
supported implementation of the Framework and encouraged tenant consultation.

Survey

The survey was a questionnaire which was made available in hard copy or via the
Council website via MS forms. The questionnaire was available on request in
alternative format and large print. The survey encouraged responses via closed
questions relating to agree or disagree and open questions were also asked.
Comment boxes were available to allow respondents to offer open comments about
the Framework.

The service sent out 1219 emails and 378 text messages to tenants. The service
initially targeted those in flatlet schemes aged 35-39 and those in patch 8 (reporting



dissatisfaction with ASB handling in the recent Tenant Satisfaction Measures
survey). Letters were sent to all members of the tenant forum.

All open-ended questions in the consultation survey were grouped into themes to
allow responses to be quantified. This involved reading every response to these
questions.

Completed hard copies were returned to the Council Offices at Priory Road,
Spalding using free post return envelopes.

The survey was incentivised with the offering of a £20 shopping voucher prize draw.

Key Findings

91% of the responses found the ASB framework easy to understand.
94% thought it clearly explained what ASB was and how to report it.
91% thought that the priorities listed where the correct ones.

Survey response analysis.
The analysis is reported in the order of the questionnaire. The questionnaire
received 33 responses.

The following questions were asked to ensure they could be entered into the prize
draw and to ensure the service could follow up with tenants to tell them about any
changes made based of their feedback.

e Q1 asked for the respondent’s name.

¢ Q2 asked for the respondent’s contact details.

Q3. After reading the ASB framework do you think it is easy to understand?

= No
u Yes

= (blank)




Q4. If no, what did you find confusing or what do you think needs changing to
make it more understandable?

Does not state what the tenants’ rights and responsibilities are, or the
consequences of being a perpetrator

Needs more information

Its wording

Response: We acknowledge that the current document does not detail the
consequences of being a perpetrator. These elements will be comprehensively
addressed in the upcoming policy document. Once finalised, it will be clearly
communicated to all tenants.

While some respondents felt more detail was needed, others indicated that the
current format is clear and appropriate. Based on this broader feedback, no changes
have been made at this stage.

Q5. Does the ASB Framework clearly explain what ASB is and how we plan to
tackle it?

= No

= Yes

Q6. If NO can you tell us what we need to change?

No relevance to wider neighbours. No mention of how the SHDC will deal
with this and help homeowners affected by ASB behaviour

Though not a typical definition of ASB, months of intolerable noise and
disruption from workmen in council properties needs to be recognised.

Response: These concerns will be addressed in the forthcoming policy, which will
outline SHDC'’s approach to ASB affecting all residents, including when tenants are
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perpetrators. Feedback on disruption from works has been shared with relevant
teams.

Q7. Do you think that the Priorities listed in the ASB framework are the correct
ones; these are: Prevention and early intervention, Working Together, Risk
management and Victim Support, Putting Tenants first

= No

u Yes

Q8. If NO, what other priorities do you think should be the correct ones?
Themes

Consequences need to be made clear and followed through.

Time frames far too long.

Response: These concerns will be addressed with the forthcoming policy.



Q9. Does the ASB Framework provide you with the information you need to
assure you that ASB will be dealt with effectively?

63% thought it provided them with the information they needed to assure them that
ASB would be dealt with effectively, with 27% not agreeing nor disagreeing and
10% disagreeing.

W Strongly agree

W agree

M Neither Agree nor Disagree
Disagree

W Strongly Disagree

Q10. Could you explain what information you need to assure you that ASB will
be dealt with effectively?

Themes

More communication back to the person reporting

More clear on the consequences of ASB

Response: The proposed framework includes a stronger focus on communication
with victims. Clear consequences for ASB will be developed further in the
upcoming policy and will inform a revised approach to communication.



Q11. Do you think our preventive steps are good for spotting potential issues
early?

63% thought the preventative steps were good for spotting potential issues early,
with 27% not agreeing or disagreeing and 10% disagreeing.

= Strongly agree

= agree

m neither agree or disagree
disagree

m strongly disagree

Q12. Could you explain what preventative steps you would like to see?
Themes

Following through with action.

Listen to tenants.

Assess potential and future tenants.

Response: The proposed framework includes a stronger focus on communication
with victims.

Q13. How would you like to get updates on preventive actions to keep tenants
informed?

» WEBSITE
= EMAIL
= LETTER

FACE TO FACE
u TEXT
= SOCIAL MEDIA
= POSTERS




Q14. Do you think that our plans to work together with other partners (such as
Adult and Children's Services) are sufficient?

= No

u Yes

Q15. If no, have you any other suggestions on how we work with others?
Themes

| Police should be involved

Response: The proposed framework includes a stronger focus on working with
partners such as the police.

Q16. Do you agree with our approach to managing risk and supporting victims
of ASB?

= No

= Yes




Q17. If NO, what improvements would you suggest for the Councils risk
management and victim support approach?
Theme

| Improved communication

Response: The proposed framework includes a stronger focus on communication
with victims.

Q18. Do you believe the Council is taking enough steps to prevent future ASB
incidents?

= No

B Yes

Q19. If no, what further steps do you think should be taken?

It would be helpful if residents were notified in advance what days and times
the noise would start and end, so they can plan accordingly.

It should be made clear upon taking up your tenancy ASB behaviour will not
be tolerated. Perhaps a list of dos and don'ts.

Enforcement and follow through quicker with breaches of CPW or CPN s

Listen to tenants

Response: Feedback has been shared with the relevant teams on procedural and
communication development such as a good neighbour guide that may be
developed with tenants.

Q20. How confident are you that the Council will prioritise tenants concerns
and suggestions in addressing ASB with this framework?



3.52

Average Rating

w W W Yy

Q21. How happy are you with the Council’s communication and engagement
methods for ASB?

3.61

Average Rating

' A8 25 A5

Q22. How well is the Council empowering tenants and listening to their input
on ASB services?

3.48

Average Rating

* W W T

Q23. How could the Council improve its approach to empowering tenants and
ensuring their voices are heard?
Themes

Listen to tenants

Better communication

By changing the term victim and perpetrator

Believe the tenant

Act quickly

Host focus groups or forums to update and improve

Response: The proposed framework picks up these key themes and will regularly
review performance seeking feedback from tenants on the service delivery.
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Q24. How did you hear about this survey?

12 11
10 9
8
6 5
4 3 3
. H BN
email tenant Social media wordof Memberof Council letter
forum letter mouth staff webstie
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