ANTI-SOCIAL BEHAVIOUR UNIT SERVICE STANDARDS

1.2.1 Client Care

	Serious incidents , specifically violence or threats of violence that would lead to serious injury and hate crime
	A phone call within 1 working day

	When an enquiry or referral comes into the unit
	Acknowledgement to the complainant or referring agency within 3 working days (this can be via letter, phone call, email)


	When an Enquiry has been assessed and it is not being accepted as an ASBU Case 
	Sendback of Referral letter to be sent to the referring agency before the Enquiry is closed 



	When a Case is accepted by ASBU
	Standard acknowledgement letters to be sent to:-

· the victim (if known)
· any potential witnesses (or these witnesses being identified if this happens at a later date)

· referring agency /ALMO
 within 3 working days

Visit to victim to take place within 10 working days

Perpetrator to be contacted via standard letter within 20 working days of Case being opened (if no perpetrator is identified, keep as an enquiry)




1.2.2
Keeping clients informed

During the time the case is live, clients (if no victim has been identified this should be the referring agency) will be kept informed of progress through contact with the officer dealing at least every 20 working days unless another timescale for contact has been agreed.  A record of this client contact should be put onto Siebel and noted in the case file.

1.2.3
Customer Care 

	OUR VALUES
	OUR PROMISES - WE WILL

	Putting Customers First

‘Providing our customers with good services that meet their needs’.


	· be polite and respect customers

· provide help, or find someone who can

· deal with customer enquiries quickly and efficiently

· find out and respond to customer needs

· communicate clearly with customers

· provide services that are good value for money

· continue to improve services

	Treating People Fairly

‘Making sure that opportunities are available to everyone on a fair and equal basis’.
	· treat all people fairly 

· recognise that different people and communities have different needs

· provide interpretation and translation services

· improve access to public buildings

· tackle all discrimination

	Looking After Leeds

‘Investing in the economic, social and environmental future of our city’.
	· plan for lasting improvements

· help protect the environment 

· reduce the use of natural resources

· work together with private, public and voluntary partners 

· build on the city’s economic success

· inspire pride in the city and its communities

	Caring for People in Need

‘Improving the quality of life for those that need it most’.
	· encourage people in need to use council services

· prioritise services to those with greatest need 

· involve people from disadvantaged groups in plans for the future

· help people to help themselves

· protect the most vulnerable people

	Valuing Colleagues

‘Supporting and encouraging colleagues to provide good services’.
	· work closely with colleagues to provide better services

· communicate clearly and effectively 

· find out and respond to colleagues’ needs

· provide opportunities for development

· create a safe working environment

· share and involve colleagues in plans for the future


