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	PART 1

(OPEN TO THE PUBLIC)
	ITEM NO. 5



	
	

	REPORT OF 

The Head Of Customer Services 

	To the Lead Member for Customer and Support Services


ON 

12th June,2006

	TITLE:
Think Customer – A Safer Place for all to live IN Salford

 Anti Social Behaviour Incidents (ASB)  - The Management of Information Sharing



	RECOMMENDATION: THAT  (1) the proposed Project brief be approved and adopted as the system by which information relating to the management and sharing of information in respect of ASB. 

                                                (2)  monitoring reports on the impact of the effectiveness of the system  be submitted on a quarterly basis as part of the overall performance management system.

	EXECUTIVE SUMMARY:

The purpose of this report is to: - 

Deliver of a series of improvements to the methods by which the City Council manages the reporting of, and sharing of information relating to Anti Social Behaviour Incidents (ASB) including feedback to residents.  The new proposal will include the:

· Creation of a single, virtual ASB unit for Salford

· Integration of Flare to support the ASB unit
· Creation of process and protocols for the sharing of information about ASB between partners

· Create a single access channel for reporting ASB for the public

· Creation of marketing and communications strategy



	BACKGROUND DOCUMENTS:

(Available for public inspection)

 Report to the Service Improvement Board

	ASSESSMENT OF RISK:
Low in terms of introducing the new system



	SOURCE OF FUNDING: Revenue Budget 2006/7 



	LEGAL ADVICE OBTAINED:
Neil Pilkington 



	FINANCIAL ADVICE OBTAINED:
Not applicable



	CONTACT OFFICER: Martin Vickers

TEL. NO.
793- 3364



	WARD (S) TO WHICH REPORT RELATE (S): 
all Wards



	KEY COUNCIL POLICIES:

Council Constitution



	DETAILS

	Integration of Flare to support the ASB unit
	· Integrate FLARE with frontline systems so that all ASB incidents are recorded in FLARE.  This will create a central repository for all ASB referrals. This will require discussion with NPHL due to existing Saffron provision and implications for central team and frontline staff

· Train staff in using the system where required

· Identify management information requirements to identify hotspots and for recording BVPIs – provide solutions to collate such MI



	Creation of process and protocols for the sharing of information about ASB
	· Agree common protocols and processes– thresholds for referral of more serious cases, feedback to the public, ownership issues, dual reporting

· Training staff and partners in common protocols

	Create a single access channel for reporting ASB
	· Replace together action line with single Salford Line

· Align access channels to ongoing housing options process and in particular the emerging CSP Model for ASB Service Delivery

	Creation of marketing and communications strategy
	· Marketing of the single phone number (recognising that reports can come through multiple access points) and Salford’s ASB approach

· Address out of hours telephony
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PROJECT INITIATED BY (Directorate): 

Customer and Support Services

Brief Description Of Project:

Delivery of a series of improvements to the way that Salford City Council manages the reporting of and sharing of information relating to Anti Social Behaviour Incidents (ASB) including feedback to residents.  These include:
· Creation of a single, virtual ASB unit for Salford

· Integration of Flare to support the ASB unit
· Creation of process and protocols for the sharing of information about ASB between partners

· Create a single access channel for reporting ASB for the public

· Creation of marketing and communications strategy

	Author
	Owner
	Client

	Richard Cohen
	Richard Cohen
	Bruce Jassi/Don Brown/Bob Osborne


Document Revision History

	Date
	Version
	Changes

	05/05/06
	0.1
	For comment

	
	
	


Document Location

The source of this document will be filed in the designated project file on “Comcintr02”:

Distribution

This document has been distributed to:
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	Bruce Jassi
	Strategic Director Environment

	Martin Vickers
	Head of Customer Services

	Bob Osborne
	Head of Housing Services

	Don Brown
	Head of Community Safety

	Matt Jones
	Principal ASB Officer

	Neil Pilkington
	Principal Solicitor/Team Leader

	Damian Dallimore
	Project Officer

	Andrew Pringle
	Programme Manager

	Cazz Ward
	Principal Business Systems Architect

	Dave Hunter
	Assistant Director - ICT Services (Business Transformation

	Dave Walsh
	Service Development Team Manager
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1 Purpose of the document
To ensure that Terms of Reference for the project or work package are provided

2 Background
Surveys conducted in 2003/4 concluded that crime, youth nuisance and ‘street scene’ related issues as amongst the very highest concerns in the communities of Salford. Furthermore, The Crime and Disorder Audit in 2004 acknowledged that nuisance and disorder have a serious effect on the quality of life and the feelings of safety of residents, whether it is Anti-Social Behaviour from neighbours, youth nuisance or environmental problems such as noise, litter and graffiti. All these issues strongly influence the community’s feelings about their area as a place to live and the image presented to visitors. Typically, areas that are blighted by high levels of ASB may suffer from an inability to attract investment to an area, abandonment and housing market collapse. Furthermore, in such areas, residents are less likely to want to engage in any positive initiatives and public perception of agencies is likely to be poor.  In terms of actual size of problem, the BPR report that supports this project has identified that the Council and police typically deal with in excess of 60,000 reports a year (in fact the 2003 Home Office 1 day count of anti social behaviour which indicated that ASB costs Salford over £ 47 million per year suggests this figure may be too low)
There are several overlapping and confusing ASB reporting systems within the City Council, yet there are gaps in provision where there is no reporting mechanism. There is no overall control or overview of ASB within Salford. Communication within the city council, and between the city council and its partners, is not consistent or coherent.  Without an effective reporting system, consistent high quality support cannot be offered to victims, witnesses are unlikely to come forward, and it is difficult to build a picture of “hotspots” to determine where to target resources.

In the 100-day project completed in June 04, the theme group undertook a review of current processes using a BPR model working with NPHL, the Crime and Disorder Team, Environmental Maintenance, Environmental Protection, Neighbourhood managers and to a limited extent the Community Safety Unit. It concluded that the approach to tackling Anti-Social Behaviour is hindered for various reasons, including: 

· the mechanisms for reporting are unclear, confusing and create barriers for members of the public:

· the different agencies dealing with Anti-Social Behaviour and their systems provide no clear means of monitoring the nature and extent of Anti-Social Behaviour
· there are no consistent mechanisms for providing responses to complaints or feedback to complainants  
It recommended that one point of access to the Anti-Social Behaviour Referral process including the review of all associated “back-office” procedures within the City Council and the organisational structure and location of those arrangements would enable better integration and improved service access in ways that make sense to the customer, as well as making a difference to outcomes on the ground.
It sought to address those issues by proposing a high-level channel model to ensure that the development of the service is feasible, successful and sustainable.
The report also addressed issues regarding:

· developing a suitable definition of anti-social behaviour
· the true cost to Salford of anti-social behaviour 
· issues of public confidence and the fear of crime
Following this review and its recommendations, the next stage of the project work was to define and put in place the organizational and system structures needed to achieve this more integrated approach. An initial action plan was produced but it was acknowledged that without a political and senior management decision on establishing an integrated ASB team incorporating both teams within the Community Safety Unit and NPHL, no further progress could be made.

In addition, in both 2003 and 2004, the Audit Commission stated that our manual system for the collection of the data for the performance indicators BVPI 174 and 175
 is not robust and is failing to collect all incidents. These indicators relate to the recording and tracking of all council related calls (i.e. public about employee, employee about public, employee about employee) where abuse is racially motivated. It recommended the implementation of a corporate system for responding to the requirement of BVPIs 174 and 175. It was agreed that this would fall under the scope of this theme.

The theme group acknowledged that measurement of successful solutions would not be straightforward. It is envisaged that initially the number of reported antisocial behaviour incidents will rise, as reporting becomes easier and public confidence grows, but over time will decrease as public awareness of effective action acts as a deterrent to potential perpetrators. Public perception of crime and antisocial behaviour was therefore felt to be an effective measure of success.

Salford has now become an ASB Action Area. In respect of the objectives of the interim solution previously set out it can be reported that systems and procedures have been successfully implemented that are in accordance with and indeed exceed Home Office requirements. The main changes introduced were to extend the ability to report NPHL ASB incidents through the Contact Centre to all ASB reporting and access to better case management facilities for the Nuisance Link Team (within Community Safety). This has been possible using the FLARE system that is core to managing the services provided by Environmental Services. 

In October 2005 the BPR team delivered a Phase 1 Report, Think Customer - Theme 2 A Safer Place for all to Live In Salford, outlining a number of priority recommendations in order to significantly improve the way that we manage the reporting of and sharing of information relating to ASB incidents. This Project builds on the key recommendations by providing a mechanism for delivery of a series of agreed objectives.
3 Project definition

I) Brief description of this phase of the project

Creation of a single, multi channel point of access to Salford City Council for reporting ALL ASB incidents in Salford (reports to be diverted to various areas from there). This will be supported by a single ASB unit for Salford City Council and a technical infrastructure that supports better information sharing and case management of ASB incidents reported to the local authority. Creation and delivery of a marketing strategy for both staff and external purposes.
ii) Aims and objectives

	
Objective
	Component Elements

	Creation of a single, virtual ASB unit for Salford
	· Realign legal service so that the Crime and Disorder Legal Team report to the Head of the CSU for day to day operational matters pending the recruitment of an ASB Manager

· Expansion and development of central ASB Team (New Prospect) to enable cross tenure working.

· Crime and Disorder Legal Team to become part of the ASB unit for the Council

· Separate the client function form the legal function in the Crime and Disorder legal Team so the Nuisance Link Team report to ASB Manager

· Align with Neighbourhood Management model



	Integration of Flare to support the ASB unit
	· Integrate FLARE with frontline systems so that all ASB incidents are recorded in FLARE.  This will create a central repository for all ASB referrals. This will require discussion with NPHL due to existing Saffron provision and implications for central team and frontline staff

· Train staff in using the system where required

· Identify management information requirements to identify hotspots and for recording BVPIs – provide solutions to collate such MI



	Creation of process and protocols for the sharing of information about ASB
	· Agree common protocols and processes– thresholds for referral of more serious cases, feedback to the public, ownership issues, dual reporting

· Training staff and partners in common protocols

	Create a single access channel for reporting ASB
	· Replace together action line with single Salford Line

· Align access channels to ongoing housing options process and in particular the emerging CSP Model for ASB Service Delivery

	Creation of marketing and communications strategy
	· Marketing of the single phone number (recognising that reports can come through multiple access points) and Salford’s ASB approach

· Address out of hours telephony


iii) Scope, exclusions, interfaces and dependencies 
Scope:

· All perceived ASB taking place in Salford, including but not limited to:

· Verbal abuse   

· Criminal damage

· Noise nuisance

· Vandalism

· Graffiti      

· Prostitution       

· Threatening behaviour in large groups    

· Racial abuse     

· Substance abuse     

· Joyriding 

· Domestic violence

· Requirements for multiple access channels including phone, web, face-to-face, email or letter through contact centre or service area.

· Synchronicity with the neighbourhood management model
· Requirements for BVPI 174 and 175 tracking and monitoring (including Internal progress of reports involving city council employees)

· All current ASB case management organisational and technical models for perpetrator and victim reporting and case management – Service areas and systems: Environmental Services (Flare), Environmental Protection (FLARE), City Highways (Confirm), Nuisance Link, NPHL (Saffron)
· Identification of the required intelligence to gather to inform future policy making and effective reduction strategies. (i.e. reporting needs to feed into research and analysis processes to help advise future planning, impact analysis etc) Methodology for measuring effectiveness of solutions.

· Data Protection issues (and rules about sharing personal details arising from ASB reporting – for proved factual and alleged incidents)
· Agreement on the extent of cross departmental and cross agency working (lines of responsibility)
· Service areas and systems: Extension of the use of Flare to include other areas within Urban Vision that deal with ‘street scene’ related issues, with a perceived ASB element, not currently incorporated into the Contact Centre eg. Parking Services, Transportation
· A user requirement analysis for dealing with ASB reporting
· A system evaluation will follow user requirements specification and shall be conducted by software development following handover of user requirements
· Consultation with the public on an appropriate feedback and a communication strategy
Dependencies:

· A political and senior management decision on establishing an integrated ASB team incorporating both teams within the Community Safety Unit and NPHL 

· Effective implementation of neighbourhood management model – this must support the ASB model for both to be successful

· Funding and resource requirements are met

Assumptions:


· The Citizen CRM system will be used as single point of contact for the customer reporting, with the corporate Customer Contact Centre providing the telephone channel. The solution should make best use of address information being made available from the LLPG

· It is assumed that provided user requirements can be met following this analysis, FLARE will be used to handle processing of ASB requests
· An organisational model, a user requirement specification and agreement on systems to be used shall be documented.
· System evaluation against user requirements (involving use of Citizen for single point reporting and reconciling use of existing systems i.e. Flare and Saffron).  

· The single non-emergency number will not replace the single number for reporting ASB

Exclusions:

· All agencies that deal with ASB outside the Council.  The role of external partners will be determined once the roles of internal service areas have been agreed

4 Outline deliverables (products)
· Signed off Organisational Models depicting the Virtual ASB team for Salford City Council and the ASB unit that sits within the CSU.  This will include; a realigned legal service so that the Crime and Disorder Legal Team report to the Head of the CSU for day to day operational matters, pending the recruitment of an ASB Manager, a separation of the client function from the legal function in the Crime and Disorder legal Team so the Nuisance Link Team report to ASB Manager and alignment to the Neighbourhood Management Model

· Fully operational organisational structures – Virtual ASB Team/ASB Unit

· Additional resource for the Central ASB Team to enable cross tenure working

· Integrated frontline systems with FLARE so that we have a central repository for ASB cases

· Appropriate staff trained in using FLARE

· Documented management information requirements to identify hotspots and for recording BVPIs

· A system implemented to deliver the requirements

· Management Information to identify hotspots and for recording BVPIs 

· Delivery of a documented communication strategy for ASB. To include a publicised single ASB Line of the Citizens of Salford

· Documented and agreed common protocols for all services areas dealing with ASB incidents covering thresholds for referral of more serious cases, feedback to the public, ownership issues and dual reporting

· Trained staff in the common protocols

· Aligned access channels to ongoing housing options process and in particular the emerging CSP Model for ASB Service Delivery

· Improved out of hours ASB service
5 Constraints/critical factors

Time

· The delivery of the Common Service Provider

· The creation of new organisations who may have quite different requirements/ideas as to how they will want to manage ASB in their role as landlords

· Realignment and reconfiguration of ASB services as part of the establishment of new housing structures.  This is not yet complete.
Funding

· Costs involved in extending the use of FLARE – technical integration and end user training

· Resource costs

Skills

· Appropriate Project Management skills

· Business analysis/systems analysis skills to identify user requirements (for Management Information purposes and case management) and integration possibilities

· Technical skills to integrate systems

· Business Process Re-engineering to identify current processes and create common protocols

Resource

· Project management resource to oversee the project 

· Project team resource to deliver the work streams -Business Analyst, Business Process Consultant, Project Support, ASB Manager

· Availability of staff to work with the Project Team

Other

· The Data Protection Act – Sharing of information between stakeholders

6 Interfaces

· Delivery of the CSP

· Corporate ICT Strategy

· Community Safety Unit ASB Strategy

· Other Think Customer themes, specifically Street Scene

· CRM development 

· E Government agenda and the Salford City Council E-Gov. projects

· HR strategy

Corporate PR strategy 

7 Outline business benefits

	Perspectives
	Benefits



	Strategic
	· Support of the Council’s pledges, specifically:

· Promoting Inclusion

· Reducing Crime 

· Enhancing life

· Investing in young people in Salford
· Support of the leadership priorities:

· Reach out to customers
· Invest in staff
· Working with partners
· Higher CPA rating

· BVPI 174 and 175

· Supports the Crime and Disorder Audit and Strategy 2006

· Supports the Salford Community Safety Strategy 2005 – 2008

	Service Users/Stakeholders
	· Improved customer perception on the way ASB incidents are being handled

· Increased levels of neighbourhood satisfaction

· Enhanced feelings of safety

· Improved perception of the wider organisation and its structures

· A reduction in the perceived level of crime

· A reduction in crime (Long-term goal)

· Enhancement of the environment

· Increased reporting and resolution of ASB incidents

· Effective feedback mechanism for ASB reporting

	Financial 
	· A decrease in the costs associated with the duplication of effort when dealing with ASB cases

· A decrease in the cost associated with the management and resolution of ASB cases, as a result of a fall in the number of reports (Long-term goal)

· Decrease in management costs associated with failing to tackle ASB effectively

	Operational Excellence
	· Streamlined ASB handling procedures and elimination of duplication of effort when dealing with ASB cases

· Clearly defined feedback mechanism

· Management information regarding ASB, leading to the identification of hotspots and the more efficient allocation of resources

· The availability of appropriate information to all practitioners involved in the reporting and resolution of ASB incidents

· Raised skill levels of all practitioners involved in reporting and resolution of ASB incidents

	Innovation and Learning
	· Fundamental rethinking and radical redesign of business processes to achieve dramatic improvements in critical measures of performance (BPR)

· Upskilling of employees

· Demonstration to outside bodies, such as the ODPM, that is a progressive authority and as such can achieve a higher CPA rating


8 Project Organisation Structure

	
	Corporate or Programme Management

Service Improvement Board


	

	
	
	
	
	
	
	
	

	
	
	Project Board
	
	

	
	Senior User

Bruce Jassi/Don Brown/Bob Osborne
	Executive

Cllr Mann
	Senior Supplier

Martin Vickers/Mike Willets
	

	
	
	
	
	
	
	
	

	
	Project Assurance

Andrew Pringle
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	Project Manager

Richard Cohen
	
	
	

	
	
	
	
	
	Project Support

Chris Williams
	

	
	
	Team Manager(s)

To be confirmed
	
	Configuration Librarian

Jane Myers
	

	
	
	
	
	
	
	
	


9 Outline project plan (Including key stages and deliverables)

	Activity
	Date

	· Realign legal service so that the Crime and Disorder Legal Team report to the Head of the CSU for day to day operational matters pending the recruitment of an ASB Manager

· Expansion and development of central ASB Team (New Prospect) to enable cross tenure working.

· Crime and Disorder Legal Team to become part of the ASB unit for the Council

· Separate the client function form the legal function in the Crime and Disorder legal Team so the Nuisance Link Team report to ASB Manager

· Align with Neighbourhood Management model


	September 2006

Ongoing

December 2006

Completed

September 2006

December 2006


	· Integrate FLARE with frontline systems so that all ASB incidents are recorded in FLARE.  This will create a central repository for all ASB referrals. This will require discussion with NPHL due to existing Saffron provision and implications for central team and frontline staff

· Train staff in using the system where required

· Identify management information requirements to identify hotspots and for recording BVPIs – provide solutions to collate such MI


	Jan 2007

April 2007

April 2007

	· Agree common protocols and processes– thresholds for referral of more serious cases, feedback to the public, ownership issues, dual reporting

· Training staff and partners in common protocols
	December 2006

December 2006

	· Replace together action line with single Salford Line

· Align access channels to ongoing housing options process and in particular the emerging CSP Model for ASB Service Delivery
	September 2006

April 2007

	· Marketing of the single phone number (recognising that reports can come through multiple access points) and Salford’s ASB approach

· Address out of hours telephony and identify resources to enhance resource
	September 2007

April 2007


10 Risk management
· Duplication of effort as there is a crossover with the creation of the CSP and the aims of this project.  The creation of the CSP includes a significant ASB element in terms of realignment of services
· A lack of an appropriate governance structure to manage the project 

· Failure to make political decisions about the ASB unit will result in certain work streams not being able to commence work

· Resilience/lack of buy-in by service areas to use/integrate with FLARE

· Availability of funding to pay for resource and technical infrastructure requirements

· Availability of resource to deliver the project - currently key personnel are working on this project in addition to their full time posts. Successful inception of this initiative would seem dependent on the allocation of dedicated resources
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� BVPI 174  The number of racial incidents recorded by the authority per 100,000 population.


‘Racial incidents’ are any incidents regarded as such by the victim or anyone else.  The indicator applies to all an authority’s services including schools and to employment by the authority.  The incidents to count are those where the authority has some measure of direct involvement in remedying the situation.  This covers all incidents involving the council’s services or staff whether as victims or perpetrators or employees.





BVPI 175  The percentage of racial incidents that resulted in further action.


Subsequent action must be recorded in writing and would entail such things as internal investigation, referral to police, removal of graffiti etc.
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