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DETAILS 

 
Lead 

 
By 

When 

 
Further action required 

 

  
Completed 

1. Can the possibility of a 
Dear Neighbour card be 
looked at? Through our 
benchmarking we came 
across several examples of 
low level ASB first response 
cards which highlighted to 
residents they were causing 
neighbour nuisance. We hope 
that this can be considered 
further by BCH.    

We have adopted this recommendation. 
However, we have produced a “Dear 
Neighbour Letter” rather than a card.  

ANM   This still needs to be 
incorporated into our 
procedures.   

 To be written 
into 
procedures 
by Feb 19  

2. If the previous 
recommendation is agreed 
can we suggest that all 
tenants receive one of the 
Dear Neighbour cards in their 
sign up pack, with contact 
details of various other 
agencies? If this is given to all 
new sign ups there could be 
no comeback on anyone for 
intimidation. 

I have raised this with the Lettings Manager 
and the “Dear neighbour” letter will not be 
going in the sign up pack. The Lettings 
service has recently been audited by HQN. 
One of their recommendations is to reduce 
the amount of information that goes in the 
pack. Therefore the “Dear Neighbour” letter 
will be sent to a customer following a 
complaint. However, during the sign up 
process the officer discusses anti-social 
behaviour with the new customer and about 
the importance of being considerate towards 
neighbours.  

ANM  This still needs to be 
incorporated into our 
procedures.   

 Started Dec 
18  
 
To be written 
into 
procedures 
by Feb 19 
 
 
 
 

3. On the Diary log 
sheets a line at the bottom for 

1. Officers already complete a Customer 
Action Plan with complainants and this 

ANM  The  Telephone 
surveys need to be 

 Feb 19  



the victim (customer) to be 
asked if they would like to 
have more personal contact 
with ASB/Neighbourhood 
officer, with their preference 
for correspondence this could 
be at a place of the customers 
choosing i.e. community 
centre or even at a café etc., 
and with a possible follow-up 
visits/phone call after the case 
is resolved just as a courtesy. 

includes how they wish to be updated. 
2. Telephone calls are to be incorporated into 
the case closure process rather than the 
standard postal survey as this would be more 
personal to the customer 

included in the 
procedures  

4. TOWER feel the name 
of the Diary Log sheet could 
be changed to something 
more appropriate like “Incident 
log”. So customers understand 
the importance of the 
document. 

These have been changed to “Incident 
Sheets” as per the recommendation.  

ANM    Completed 
Nov 18 

5. A customer case 
number should be allocated 
and given to the customer to 
be able to use. Maybe as a 
replacement to having to write 
name and address on each 
occasion, this may help in 
anonymity and the courage for 
someone to step forward with 
an ASB complaint. 

The complainant is provided with a CAS 
Reference Number. CAS is the system that 
we use for recording ASB cases. Therefore 
the customer is allocated a case reference 
number. 

ANM    Completed 

6. On the diary log sheet 
can there be a section 
available for the Victims to 
express their feelings and 
stress what they are going 
through, not just at the time of 
the incident but building up 
afterwards actually can be 
more stressful than the conflict 
itself. They may wish to log 
this on a weekly basis 

As there is already lot information on the 
Incident sheet and limited space to describe 
the incident, we are in the process of 
developing a “Feelings Diary”.  This will allow 
residents to express how they feel at the time 
of the time of the incident before, during and 
after. A pictorial version will also be created 
for customers with Literacy issues 

Richard 
Scholes 

   Started  

7. The case of recording There is no facility to record telephone calls. ANM    Completed  



phone calls should be looked 
into as ASB is a serious issue 
and all parties should be 
protected against any dispute 
that may arise, thus there 
should be no case of “But you 
said this” with the reply coming 
“But I/we didn’t say that at all.”  
Recording telephone calls 
would clarify any disputes and 
accusations; this could also be 
used in defining a case to be 
closed at an earlier date and 
used as evidence to 
substantiate the truth. 

BCH has a new telephony system which 
does not have an option for recording calls . 

8. This also should apply 
to offering the opportunity to 
record interviews at any 
meeting involving customers 
to clarify that both parties are 
honest and open. 

Officers now ask at the beginning of an 
interview if they can record the 
conversations.   

ANM  We have one office 
Dictaphone currently - 
Individual 
Dictaphones are 
currently on order 

 Completed 
Nov 18 

9. When planning 
community/area walkabouts 
can these be ‘noticeable’, i.e. 
include other local services; 
Police along with members of 
the local community, and/or 
residents/community 
associations. Can walkabouts 
be advertised to ensure 
residents have notification and 
opportunity to attend? 

We use to carry out multi-agency walkabouts 
but due to other commitments and austerity 
our partners stopped attending. However, we 
are in the process of reintroducing the Multi-
agency walkabouts but on a quarterly basis. 
The walkabouts will be published and 
residents will be able to attend.  

AMN  We still need to get 
partners to commit to 
this and publish a 
series of dates,  

 Feb 19  

10. Provide receipts for 
ASB diary log sheets handed 
into BCH Offices and the 
possibility to provide a letter 
box for customers to utilise in 
particular for Grange Park 
estate office. 

There is already a letter box at the grange 
Park office. 
 
If we receive Log Sheets in the post we will 
send an acknowledgment letter.  
 
For those that are handed in at the office, we 
will give a receipt.  

ANM    Completed  
Nov 18 

 


