
TOWER SCRUTINY PANEL 

ASB Customer Report 

 

1. Tenant Scrutiny Panel Members 

The following TOWER members who undertook this scrutiny were: Mark Tugwood, Peter Searle, 

David Shakespeare, Alun Jones and Barry Wright.  

2. Introduction to ASB Scrutiny 

 

TOWER Scrutiny Panel was asked in March 2018 to carry out a review of the Anti-Social 

Behaviour (ASB) service. BCH’s ASB service falls within the Neighbourhoods Team and comprise 

of 3 Housing Advisors, 5 ASB Officers and an overarching Team Leader. Officers have a 

dedicated geographical ‘patch’ to manage and each work in partnership with a Neighbourhood 

Officer. On initially evaluating the ASB Service TOWER made the decision to carry out the review 

from the customer journey perspective.  

 

3. TOWER’s scrutiny review included: 

In order to help Tower complete this review of the ASB service, they undertook the following: 

We interviewed the following staff posts within BCH and took accompanying notes: 

 ASB and Neighbourhoods Manager  

 Director of Operations 

 Head of Housing 

 Team Leader for ASB 

 Team Leader for Neighbourhoods  

 ASB Officer 

 Neighbourhood Officer 

 Customer ASB volunteer 

 Customer who had been supported by the ASB team   

  
We reviewed a range of service related documents: 

 HQN accreditation framework for ASB  

 House Mark Re-Accreditation assessment report for BCH June 2014 

 BCH  customer information handbook for ASB  

 BCH Tenancy Agreement  

 ASB code of conduct 

 Neighbour complaints customer case studies 

 Communities and local Government tackling ASB, toolkit for social landlords 

 Lancashire Constabulary PACT information 

 BCH hate crime incident reporting policy 

 ASB staff interviews from the Sheltered Housing Scrutiny 2017 

 Interview with customer previously having been through the ASB service 

 BCH diary log sheet 

 ASB documentation and information on BCH website and social media 

 

 



4. Benchmarking 

In order to determine if BCH could improve on their customer ASB information and documentation 

TOWER undertook a web based benchmarking exercise. Members scrutinized the following 

housing provider’s customer information via their websites, listed below:                                                                                        

 Wigan and Leigh Housing  

 City West Homes (London)  

 Muir Group 

 New Charter Housing  

 Guinness Partnership  

 Greenfields Community Housing (Essex)  

 Bolton at Home 

 Progress Housing 

 Great Places  

 Norwich Homes  

 Hyde Housing  

 Together Housing  

 

5. Limitations of the report 

 

BCH has to work within boundaries that are set by outside agencies, i.e. Blackpool Council, Police 

and Judicial law. 

 

Due to the sensitive and personal nature of cases, TOWER were limited to the number of 

Customer interviews, however we have seen evidence through case studies.   

 

6. Key Observations 

During the scrutiny research the following observations were noted:   

 TOWER concluded that the definition of ASB is on a broad spectrum and everyone has 

different opinions and tolerance levels. We found that all staff define it as something that 

causes upset or distress to a customer, therefore are working to a consistent basis.  

 Throughout our investigations, we found that some organisations use a good neighbour 

card/letter, as a first point of contact. We think this maybe a good idea, particularly if a card 

is placed into a new tenants sign up pack.  

 TOWER noted from two customer interviews that after an ASB case has been resolved, 

there is no real follow up procedure to check that the customer is feeling ok and that the 

problem has been settled and no further incidents have occurred.   

 On the diary log sheets there is a place for how the customer was feeling at the time of the 

incident; however, there may be other issues later on when it’s all calmed down a bit. These 

can lead to bigger health issues such as Anxiety, Stress and Depression and even to the 

state of feeling Suicidal.  

 Noting in an incident report sheet on the form titled “BCH HOW TO MAKE A COMPLAINT”; 

There was a complaint against a member of BCH staff, in the reply letter to the customer 

from management, it is quoted as saying “Unfortunately we do not record our phone calls 

so I am unable to listen to the call myself” Having both parties let open to the “my word 

against theirs situation” leaving no solid outcome to the accusation.   



 On speaking to the ASB and Neighbourhood Manager it was noted that a community/area 

walkabouts will be reinstated on a regular basis.    

 A resident volunteer suggested that ASB log sheets once handed into BCH office could 

benefit from a receipt to ensure that they have proof of delivery.   

TOWER believe that  

If customers find something that upsets them they should be encouraged to contact the ASB 

regardless and let the ASB team investigate the complaint, and they then make the decision if the 

case is ASB or a Neighbourhood issue. 

 

7. Recommendations 

In supporting continuous improvement of the service, our results show a need to explore further 

and scope out approaches to target the following recommendations: 

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.   (See appendix 1).  

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. 

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

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. 

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. 

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.  

7. The case of recording 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. 

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. 

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? 



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.  

 
 

Conclusions 

TOWER would ask the Senior Management Team to consider the recommendations in this report 

and feedback by the end of August 2018. Should any other information be required please contact 

TOWER. 

We would like to thank all Staff and Customers who helped us with this report. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Appendix 

1. Dear Neighbour Cards examples as below.   

 

 

Together Housing Dear Neighbour card example 

 

Your Name and Address 

Current Date 

 

Dear Neighbour [or their name] 

This is a friendly note to make you aware that I am being disturbed by noise from your 

property. 

The noise that disturbs me/us/my family is [describe noise that affects you].  The noise is 

affecting the enjoyment of my/our home, 

Please do not take this personally.  I just wanted to let you know and politely request that 

you [detail what you would like them to do i.e. turn the music down]. 

Please don’t hesitate to contact me if you would like to discuss this face-to-face [delete this 

option if not appropriate].I found the Together Housing website very useful for advice and 

information on all matters relating to noise, at www.togetherhousing.co.uk   

I look forward to your co-operation. 

Yours sincerely 

Sign..................... 

 

 

 

Hyde Housing Dear Neighbour Card example   

 

Dear Neighbour 

You may not be aware that there was a disturbance from your property 

On (date) at (time) 

I could hear your:  

TV Music Voice 

Other 

This meant I couldn’t (e.g. sleep/hear my TV) 

I’m sure you weren’t aware you were causing a disturbance and will try to avoid it 

happening again so we can all enjoy living in our home. 

Thanks for your co-operation. 

Kind Regards 

 

 

 

 

 

 

 

 

 

 

 



 

City West Housing Dear Neighbour Card example 

 
 


