
 
 

Hydewide Residents Eye Inspection Update 

Anti Social Behaviour service inspection – final summary  
The aim of the inspection was to make sure that Hyde’s ASB service – restructured a year ago – 
was settling in and working as planned. It also aimed to make sure that residents were clear on 
how to access the service, and satisfied with the outcomes.  

The inspection involved 15 resident inspectors, and utilised mystery shopping, website reviews, 
staff interviews and various surveys. 

For further information about HRE inspections contact the Resident 
Engagement team on email: residentengagement@hyde-housing.co.uk 

  

1. Outcome - improve the process by which ASB cases are passed from the 
Customer Services (CS) Centre to the specialised ASB team 

During the inspection HRE found: 

• There is some good practice in terms of ASB cases being passed efficiently to the ASB team 
however there were some examples of cases going through Housing Management 

• Many staff displayed good knowledge about ASB and how to handle reports. However this 
was not consistent, and HRE felt that where residents are reporting cases that can be 
sensitive, handling needs to be more reliably excellent 

HRE recommended that: 
• More training needs to be provided for customer services (CS) staff on what is and what is not 

ASB – this should include opportunities to ‘shadow’ members of the ASB Team 
• CS staff should be provided with clearer examples of how to deal with non ASB cases 
• The process for what to do when a victim of ASB is not a resident / won’t give their name 

and/or address needs to be reviewed and refined 
• Guidance – in the form of a handbook - should be produced for CS staff to more clearly 

demonstrate the best ways to sensitively & effectively handle potential ASB calls 

Agreed actions 

A. 100% of all new Customer Services staff will attend mandatory ASB policy induction training 

B. Members of the ASB team will meet monthly with Customer Services (CS) to review the CS 
mailbox and ensure everything has been dealt with in the right way 

C. A training pack will be developed by ASB & CS team members - to be delivered to CS staff 

D. CS staff will attend ASB sessions to improve knowledge & awareness of the ASB Toolkit 

E. Residents’ experience of these improvements will be tested via consultation on The OAK 
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2. Outcome – improve awareness amongst residents of how Hyde 
deals with ASB and what sort of issues Hyde can assist with. This 
should lead to more realistic resident expectations and consistent 
reporting. 

During the inspection HRE found: 
• The ASB team have developed an excellent online toolkit, however residents did not always 

use it and so had varying expectations of the service  

HRE recommended that: 
• The existence of the toolkit should be much more widely promoted 

• An additional tool needs to be developed to help residents understand what Hyde needs from 
residents in order to be able to properly investigate ASB 

Agreed actions 

A. Opportunities will be explored with other teams (incl. Lettings & Tenancy Management) to 
promote ASB service in leaflets, letters and/or include details in 6 week settling in calls 

B. ASB to also work with Income to see whether a reference to the service could be included in 
the rent statement during the winter months 

C. All other opportunities will be utilised to include reference to ASB toolkit and service 

D. Case studies will be publicised every 6 months to provide reassurance to residents as to what 
can be achieved by reporting cases to the ASB team 

E. A new strap-line – a statement promoting the team – will be added to other standard letters 

F. Increased use of the toolkit will be measured through monthly monitoring 

 

3. Outcome – improve satisfaction with mediation service, to include: 
enhanced levels of support & aftercare, improved communications & 
robust reporting of outcomes back to Hyde staff  
During the inspection, HRE found: 
• Information around the mediation service and what it would provide for residents was not 

clear and so expectations varied 
• Some residents had regular contact from the mediation service but this was not consistent 
• Hyde staff were often not clear on how much support had been provided to residents and 

whether this had helped to resolve the ASB case or not  
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HRE recommended that: 
• Hyde needs to demand more information about residents' mediation from the contractor   
• The process of writing Good Neighbour Agreements, as well as residents signing and formally 

closing cases, needs to be reviewed and confirmed as standard practice. This should also 
include examples of documents being shared consistently with the residents 

• Hyde should produce a template letter with information about mediation, explaining what 
residents can expect. This should be given to residents on referral without exception 

• A process needs to be created and agreed between Hyde and the contractor, whereby Hyde is 
updated on what contact has been made with residents referred for mediation  

• Hyde need to demand confirmation from the contractor about how residents can contact the 
service for aftercare support 

Agreed Actions 

1) Hyde will review their service level agreement with the mediation contractor to: 
a) introduce a new target – so if one party does not engage within 4 weeks, or there are 3 

failed contacts, this is referred immediately back to Hyde 
b) ensure formal acknowledgement of contact from other parties 
c) ensure monthly updates from the contractor  
d) implement a formalised process for good neighbour agreements and closure of cases 
e) gain full commitment from contractor for provision of aftercare support 

2) Hyde to create a working group of ASB staff, to 
a) review letters and processes; to include the mediation contractor leaflet as standard 
b) produce a template letter with info about mediation service 

3) Hyde will work with HRE to carry out further customer satisfaction testing of the service: 
beginning of March 2018 

4) Improved satisfaction will also be measured through internal Hyde monthly monitoring 

 

4. Outcome – improve clarity of ASB communications, including 
template letters and the website  

During the inspection, HRE found: 
• Most of the template letters in use were excellently written, but some were outdated 
• There was a lot of information available to residents online, but it was sometimes unclear and 

confusing 

HRE recommended that: 
• A Resident working group should be set up to review the toolkit and letters/leaflets; consider 

the potential for more visuals to be used   
• The ‘Resident Tick’ review process needs to be followed for resident facing documents  
• Hyde should publish a ‘Public Good Neighbour Guide’ – providing tips on how to behave as a 

neighbour – as well as expectations for how residents should maintain their tenancy 
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Agreed Actions 

A. A working group will be set up to review communications and ensure that ASB 
communications go through the resident review process to achieve the residents tick 

B. Wording of acknowledgement letters will be reviewed 
C. Online information will be reviewed and reformatted so it can be printed 

For ongoing updates about the progress against this inspection report 
– join Hyde’s Resident engagement site The OAK! 
 

 Join The OAK… The OAK is Hyde’s award-winning RE site, where 
residents can join together as a virtual community to discuss Hyde’s 
services and take part in online exercises to improve them.  
Residents on The OAK receive regular updates about ongoing 
inspections, updates on progress against actions from past inspections, 
as well finding out about opportunities to get involved.  
For more info, or to join, contact the RE team (details below) 

 
  HRE online  

Did you know that HRE have their own pages on the Hyde website – where you 
can follow all the updates on their inspections? 

Visit: www.hyde-housing.co.uk/tenants/resident-engagement/hre-and-resident-inspections/ 

 
 
 

Contact the Resident Engagement Team  
Email: residentengagement@hyde-housing.co.uk 
Telephone: via the Customer Services Centre – 0800 3282282 
Post: Freepost Residents Matter 
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