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“My life back — a quiet life” - How Circles of Need®
methods helped authorities in Leicestershire learn from
the tragic consequences of repeat anti-social behaviour

In the first quarter of 2010 Aperia worked
with Leicestershire Constabulary,
Hinckley & Bosworth Borough Council,
Melton Borough Council and
Leicestershire County Council. They
wanted to dramatically improve their
understanding of the needs of vulnerable
adult victims of anti-social behaviour. This
desire came as a direct consequence of
the tragic case of Fiona Pilkington and her
daughter, Francecca Hardwick in 2007.
To help understand the needs of these
victims, the agencies SY LJ 2 & SR
Circles of Need® framework which
provided an approach to

1 engage with real victims to
understand their actual needs, hopes
and fears and

1 identify improvements to improve
services to better meet these needs,
hopes and fears and make better use
of public sector resources.

Project Background

The 2009 inquest into the tragic deaths of
Fiona and Francecca in the Borough of
Hinckley and Bosworth highlighted a
requirement for local public services to
better understand the needs of
vulnerable adults and children subjected
to ongoing anti-social behaviour and
ensure that those needs are met. In brief,
Fiona was a vulnerable person who had
suffered years of abuse and anti-social
behaviour at the hands of local young
people. The family circumstances further
exacerbated the situation as both her
children also suffered from learning
disabilities and, in the case of Francecca,
severe disabilities that required constant
care and support. The family was
vulnerable to persistent abuse based on

hate due to their disabilities and
perceived inadequacies in the local
community.

This tragic event

() highlighted the failure of
service providers to recognise
and understand the needs of
vulnerable people,

() failure to provide effective,
joined up services and support
to victims as well as

LIS NR S Q8iiure to effectively share

information to ensure that
vulnerable people in our
communities do not suffer
from continued hate crime.

FLISNRAEFQa /ANDES 2F b€
fast and pragmatic approach to engaging with
actual vulnerable victims of repeat anti-social
behaviour allowing us to understand their real
needs. This has identified a number of
opportunities to improve service delivery to
better meet these needs, to recognise repeat
victims and improve the outcomes for them. We
are committed to learning from the tragic
consequences of Fionaay R CNJ y OS OO0
2 S I NB Y26 Gr1Ay3
recommendations to join up our approach to
anti-social behaviour across all agencies and the
skills and methods we have learnt through
working with Aperia will also allow us to use this
approach to tackle other issues faced by our
citizens.

Steve Atkinson, Chief Executive, Hinckley &
Bosworth Borough Council

There was a genuine desire by all
officers at all levels (local authority and
police) to learn from the Pilkington case,
to ensure that what happened to Fion
and Francecca should not happen again
and to put in place a more holistic
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joined up approach to dealing with
repeat anti-social behaviour.

The project was established to achieve
the following objectives:

A To minimise the potential risk
that similar failures to the
Pilkington case occur again.

A Ensure that adequate,
proportionate and efficient
multi-agency joined-up

processes and services are put
in place to deal with reported
incidents of Anti-Social
Behaviour

A Ensure that the victim is aware
of any services that may be
available that would help them
cope with having been the
victim of Anti-Social Behaviour

A Identify how all organisations
might be better attuned to the
needs and capabilities of the
victim to ensure that they have
the necessary understanding
and capability to come to terms
with the incident and put the
necessary steps in place to
address these issues

A Identify how all organisations
might be better attuned to the
needs and capabilities of the
victim to identify where this
might be an issue and whether
the victim has other unmet and
undiagnosed needs that might
indicate that they should be in
receipt of broader support from
the state

A Design a process that ensures
that victims that suffer multiple
incidents of Anti-Social
Behaviour are identified and
that adequate and appropriate

responses can be implemented

as necessary.

—

A Streamline the raft of service
providers all inputting into a
need and thus improve the
experience for the customer
through reducing the number of
agencies / services with whom
they have to engage

Approach

In order to deliver this project, AperiaQ a
Circles of Need® framework was utilised
across the local authorities to:

A Understand the needs and
aspirations of victims of repeat
anti-social behaviour

A Understand the current picture
of service delivery to support
these citizens

A Engage with citizens to capture
experiences and feedback in
accessing public services in
response to incidents

A Identify realistic improvement
opportunities  to  improve
outcomes and to improve the
victimQ experience.

Findings

The key improvements from 26 the
project identified were:

A Treat and record crime and ASB
as equals

A Have asingle view of the totality
of crime and ASB across the
District and the County

A Have a common process for
handling contact and instigating
appropriate actions

A Shared performance
management, clear reporting
processes and clear

responsibility

A Simplify and have standard
information on websites and
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clarity of owner for all
information

Extend the wuse of Victim
Support to include ASB

Explore the feasibility for
introducing restorative justice
related to ASB

52y QG aSyR 2dzi
repeat victims!!

Ensure that there is a timely
response/update to all contact
around ASB (use down-time in
contact centres)

Legitimise /  promote /
systemise the role of key-
workers to act on behalf of
vulnerable people to report ASB
/ crime

Ensure that there is a process
for including key-worker in
capturing evidence from
vulnerable victims where this is
necessary

Ensure that all ASB and crime
reporting and activities includes
an awareness of broader
vulnerability of the victim ¢
have a process to raise concerns
to relevant teams

Train relevant staff on how to
identify potential vulnerability

Use the total picture of ASB /
crime to derive strategy around
prevention

Create ongoing performance
visibility —of crime/ASB  to
monitor  the  success  of
prevention ¢ long-term changes
but potential high value

Ensure that all parents/carers
are made aware of process and
contact numbers

—

A Formally record closure of ASB
cases on systems and notify
partners & victims

A Encourage / advise victims to
seek counselling support from
family and offer support from
the service

NE LIS | A Oplyaise Roisepgnuisgnge diary

where It may be used In court

These findings are summarised in the
diagram overleaf.

Benefits

By undertaking this work the local
authorities in  Leicestershire  have
developed an in-depth understanding of:

A The needs, hopes and fears of
vulnerable victims of anti-social
behaviour

A The multitude of services
available to investigate and/ or
clean up after the incident, and
the dearth of provision for
supporting victims

A How not being able to identify
repeat victims increases the risk
to those victims and contributes
to a downward spiral in their
quality of life

Leicestershire authorities are now moving
forwards together to improve the delivery
of services to vulnerable victims by
improving access to services, sharing
information between organisations and
reducing duplication by delivering joined-up
processes and making more effective use of
resources. These opportunities  will
dramatically improve outcomes for citizens
who are repeat victims of anti-social
behaviour. Some early pragmatic
improvements will also lay the foundations
for more transformational and even more,
beneficial improvements.
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overnment Services

18. Explore the feasibility and
the opportunity for joining
up resources on the street

Ke
Process Change
Organisational
Change

7. Extend the use of
Victim Supportto include
ASB

from Soc “are records to
| fromASB ims to identify where
ble people are

21. Train all key workers
inthe process
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4. Have a common

. - . | process for handling Information
20. Create ongoing oft.he totality of 5. Shared performance contact and
performance visibility of _['"mi;"%fhia_ o management, clear instigating |
crime/ASBto monitor across te DISHC reporting processesand appropriate actions
the success of prevention and the County clear responsibility 14. Ensure that thereis a

process forincluding key-
workerin capturing
evidence from
vulnerable victims where
thisis necessary

25. Encourage ( advise

17. Train relevant staff victims to seek counselling
onhow to identify support from family and offer

potential vulnerability supportfromthe service

16. Ensure that all ASB and
crime reporting and activities
includes an awareness of
broader vulnerability of the
victim 9. Encourage opportunities
forvictims to engage in
broader prevention
strategies within community

22, Ensure that all 19. Use the total picture of
parents/carers are made ASB/crime to derive strategy
aware of process and contact around prevention

numbers 26. Only use noise or

12, Ensure that nuisance diary where
L 1. Track & Record L , -
13. Legitimise / promote / ASB/Crime Equall thereis a timely it may be usedin
systemise the role of key-workers SB/LTime =quatly response/update court

to act on behalf of vulnerable toall contact

around ASB o !
| 23. Formally record closure of |

ASB cases on systems and

8. Ensure victims are well
informed aboutthe strategy
forpreventionand what is
happening locally to them

people toreport ASB / crime

6. Simplified, standardised
information on websites and
clarity of owner for all

10. Explore the feasibility for
introducing restorative

11. Stop sending out
repeatlettersto repeat

victims . . justice related to ASB
~ Benefit
The participating local authorities have 0 Hinckley & Bosworth Borough Council
applied the Circles of Need® method and w Melton Borough Council

are equipped to apply the thinking to

other challenges and other segments
across the sub-region. Let’s have a conversation

Please give us a call or email us if you would

() Leicestershire Constabulary

Next Steps , >

like one of our team to chat with you about
As a result of the work undertaken so Circles of Need® to see if we can help your
far, the local authorities are pressing organisation transform the customer
ahead in developing a co-ordinated experience AND save money.
approach in conjunction with Total Place @ info@aperia.co.uk

/.

and the LSP through the Community
Safety Programme Board and the Safer
Communities Strategy Board to ensure
that the improvements we have

01204 525262
WWW.aperia.co.uk

Hallmark House, Paragon Business Park

identified are enacted, not just in the AL
two boroughs, but across the county Horwich,
Partner Authorities Bolton

BL6 6HG

The local authorities who participated in
this project are listed below:

() Leicestershire County Council
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