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1.  INTRODUCTION  
 

1.1 This report, based on a review carried out by BVT’s Scrutiny Panel from March to 

July 2021 investigates the current ASB service, looking at areas of good practice 

both within BVT and externally. 

 

1.2 Scrutiny Panel recognises that ASB is a ‘societal’ and ‘community’ issue, and 

influences outside BVT’s control are important factors when looking at how best to 

respond to the ‘negative’ effects of ASB on people’s lives. 

 

1.3 Scrutiny Panel feels there is some historical context:  

 When George Cadbury in the late nineteenth century built the garden village next to 

his factory at Bournville to house his workers and other local working people, the 

personal and social behaviour he expected of his tenants had the best of moral and 

ethical intent at its heart. His concern was for the moral and physical wellbeing of 

his workforce. But this was not an entirely disinterested concern as he believed, as 

an entrepreneur, that a healthy workforce would be a productive one.  

 

 The rules, such as they were, involved a short list of do’s and don’ts concerning 

good health, sanitation and appropriate clothing. Facilities and activities to promote 

wellbeing and social harmony were also provided alongside the basic provision of 

good housing. This philosophy has been developed internally over time by BVT. 

Inevitably, a much more comprehensive compilation of guidelines, rules and 

regulations has evolved as a response to changes in moral and social attitudes, less 

deference to authority etc. in order to maintain a good standard of social behaviour 

in the community. This also meant that its opposite, anti-social behaviour, needed 

to be defined to clarify what is not acceptable within the community. As well, 

residents needed to know how BVT would deal with ASB when it occurred and 

reported (APPENDIX A). 

 

1.4 The report makes recommendations for consideration and feedback by BVT 

Trustees and senior management. 

 

1.5 The implementation of any agreed recommendations will be monitored through an 

action plan agreed at Executive level and Scrutiny Panel.  

 

1.6 Scrutiny Panel thanks all staff who helped with this review. 
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2.  SELECTING THE REVIEW 
 

2.1 ASB has been discussed over the last couple of years as an area of the business 

that might warrant a review. However, other service areas have always been 

selected. 

 

2.2 A member of the Panel raised an issue regarding drug misuse in her BVT 

community, with local residents not seeming to know where to go, who to report it 

to, how to address it etc. 

 

2.3 Scrutiny Panel felt there seemed to be little information about the ASB service, and 

not much public information or data on department performance and what the 

service achieves. 

 

2.4 Scrutiny Panel invited ASB staff to attend a meeting on 18th March 2021 to discuss 

the issue of drugs, levels of involvement and interaction with residents. After this 

meeting, Panel members decided to carry out a full review of the ASB service. 
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3.  SCOPING THE REVIEW  
 

3.1 It was decided the review would cover the ASB service for ALL BVT estates, 

including Telford and Nechells. The main areas of investigation would be: 

a. To clarify and define ASB, using both internal information from BVT and 

external sources; this to include other housing associations, and organisations 

like HouseMark and the Chartered Institute of Housing. 

b. To investigate BVT’s role and jurisdiction in handling ASB, and how this may 

differ depending on tenure type. 

c. To review the current process for reporting and handling ASB in BVT and 

discover what works well and what might need improving. 

d. To find out if BVT has clear ASB reporting and recording mechanisms in place 

that can assist the organisation in reporting and identifying trends, 

demographics and specific issues arising in different BVT communities. 

e. To review BVT’s transparency and communication in relation to ASB.  

i. How ASB information is shared with residents and the wider public. Is it 

clear how to report an ASB issue? Is it made easy? 

ii. How BVT defines and communicates ASB, including clear information 

about what BVT can and cannot do, along with further signposting 

information. 

iii. Do residents know how well BVT is performing in this area of the 

business? 

f. To determine some of the wider societal and political factors that affect ASB 

and how that might influence the strategic management of BVT’s ASB service 

going forward. 
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4.  WHAT THE PANEL DID 

 

4.1  Scrutiny Panel interviewed key staff members to ascertain an overview of the 

service. 

a. Diane McCall and Kathy Jeffrey attended a Panel meeting on 8th March 2021. 

b. They referred to a meeting that Winston White attended in August 2019 when 

he gave a comprehensive overview of the service. 

c. Two Panel members met with Diane McCall in 2021 to discuss some more 

specific areas of the service. 

d. One Panel member spoke with Jane Griffiths to ascertain any differences or 

concerns there might be in Telford. 

 

4.2  Scrutiny Panel reviewed internal information relating to BVT’s ASB service area. 

a. The ASB procedure document (APPENDIX B).  

b. Notes on the ASB procedures/actions (APPENDIX C). 

c. The ASB flowchart document (APPENDIX D). 

d. The ASB KPI report January 2020 to March 2021 (APPENDIX E).  

e. ASB Analysis by the Business Improvement Team (APPENDIX F).  

f. ASB Complaints Questionnaire (APPENDIX G and G1).  

g. The feedback/satisfaction data with the anonymised verbatim responses from 

residents who have used the ASB service in the last 12 months, and a 

summary analysis of the data from Business Improvement. Review of 

Verbatims Report by Scrutiny Panel member (APPENDIX H). 

 

4.3  Scrutiny Panel investigated ASB service in one other housing association via its 

website – Wrekin Housing Group. 

 

4.4  Scrutiny Panel reviewed the information available to residents relating to ASB. 

a. The Tenancy Agreement. 

b. Good Neighbour Agreement. 

c. The BVT website.  

d. The ASB toolkit on the website. 

 

4.5  Scrutiny Panel researched external organisations and the political factors affecting 

ASB in the wider society beyond BVT. 

 

  



 

8 

5.  WHAT THE PANEL FOUND/CONCLUSIONS 
 

5.1  Information was obtained from staff involved with the ASB service1. 

    

Winston White in 2019 

a. ASB Housing Team only handles ASB which is either raised by a tenant or 

which involves a tenant. Homeowners must initially work through the Estates 

Team. This is because rental monies fund the ASB Team and the (homeowner) 

management charge is handled by the Estates Team. 

b. Winston mentioned a ‘Good Neighbour Agreement’, which tenants sign.  

c. Most ASB is at a low level (‘Level 1’) and, in the majority of cases, the ASB 

Team tries to encourage ‘neighbourly conversations’ to resolve these. Many 

times, complainants want to be heard/offload their thoughts and feelings 

around a situation – but do not want any further action taken. 

d. Resident/complainant vulnerability is one of the major considerations in 

deciding how a case should be managed. 

e. At times a complainant’s expectations of what the ASB Team can/should do 

mismatches with the reality of what ASB can/would do. Many initial 

conversations revolve around this. 

f. The ASB Team has a ‘toolkit’ on the website for providing clarification and 

information around ASB. This toolkit can then be taken on to a reporting 

system. Although it is reasonably comprehensive, it is only available to those 

who are IT literate. 

g. Although a complainee is seen as that, the team also assesses whether there 

are underlying vulnerabilities experienced by the complainee, which may have 

led to the presentation of the ASB. The ASB Team will then also implement 

support for that aspect of the case. 

h. There is an excellent working relationship with local police. 

i. Robust management of ASB is seen as a crucial element of maintaining the 

structure and safety of a community. 

 

Diane McCall and Kathy Jeffrey 2021 

Diane and Kathy came to the March Scrutiny Panel meeting to discuss drugs misuse 

and how this is handled within BVT. Some of the responses are equally relatable to 

all aspects of ASB. Key points were: 

a. For all new tenancies, Housing Officers go through the Tenancy Agreement, 

including ASB regulations; they liaise with the ASB Team to see if there is 

anything specific which should be raised. 

b. Resolution times vary between cases, depending on the nature of the 

complaint, whether the police need to be involved and how long it takes to 

gather evidence (both by the ASB Team and/or the police). 

                                                 
1 Some of the information in each meeting was repeated consistently in each meeting 
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c. Often, complaints are multi-faceted e.g. may involve drug use, noise levels and 

threatening behaviour. The ASB Team usually focuses on the primary/most 

serious element, and deals with the ‘fringe’ elements as part of the whole 

procedure. 

d. It is difficult to get accurate figures on the numbers of issues/complaints. Often 

a multi-faceted complaint (see c. above) is only recorded as one complaint, 

when in fact there may be several complaints/issues bundled into one case. In 

addition, if a resident contacts BVT but wants only to give information/does not 

want to pursue it further, this is only recorded against the complainant’s 

address/file. There is no record kept against the address of the complainee. 

e. The issue of anonymity (of a complainant) can create some problems. The 

ASB Team gives assurances that names of complainants will be kept from a 

complainee but, for some things, this can be quite difficult as the nature of the 

complaint (e.g. ‘the next-door neighbours keep throwing rubbish into my 

garden’) will automatically identify the complainant. 

f. In extreme cases, a tenancy will be terminated. Often a tenant will leave an 

address before it reaches this point. 

g. ASB from a homeowner is treated differently to that from a tenant. Complaints 

against a homeowner are managed by the Estates Team. 

 

 Diane McCall 2021 

 Much of what Winston White covered in 2019 was confirmed by Diane. Further 

clarification as follows: 

a. The relationship with local police is extremely strong. BVT has full access to 

any criminal record or dealings with the police regarding any of their tenants 

(Panel members do not know if this also applies to homeowners). 

b. BVT will often ask the police e.g. ‘What information do you have on Person A 

as we have had some complaints from other tenants concerning ASB 1, 2, 3’. 

Similarly, the police may ask ‘We are investigating Person B about an incident 

of ASB 4, 5, 6. Do you have anything on your records about him/her, which 

might help us?’ BVT and the police meet regularly for updates. 

c. If a complainant calls in to report an incident but does not want any further 

action taken, or the incident does not require further action, no record is made 

of this. Scrutiny Panel raised this as something which might need to be 

recorded in order to support data. It is part of the whole picture, which is 

missing from data. Diane said that they currently rely on people’s memories as 

to whether a complainee has been reported before, with no action taken.  

d. Diane said that the ASB Team does not publicise its data on the webpage – 

particularly its level of success and some of the more complimentary feedback 

that it receives. It might be worth looking at this. 

e. Diane gave a number of anecdotal examples of how cases are managed which 

gave a much clearer picture of how this happens. 

f. Diane was given feedback regarding the webpage/toolkit.  She very much took 

this on board.  



 

10 

 Jane Griffiths from Telford 2021 

a. BVT Telford operates with the exact same Policies and Procedures as BVT 

Birmingham. 

b. The ASB Team Telford is smaller than the ASB Team Birmingham and is made 

up of Housing Assistants and Housing Officers. 

c. Housing Assistants and Housing Officers in Telford are trained to deal with 

ASB issues.  

d. Minor/first contact issues are dealt with by a Housing Assistant. If it is deemed 

necessary that further, more in-depth action is to be taken, then a Housing 

Officer will take over the matter. Many of the more serious major issues are 

handled by a senior and well-experienced officer. 

e. Because of the area-based differences in Telford, ASB issues are sometimes 

dealt with using the help and experience of other appropriate landlords. (Some 

areas have a ‘pepper pot’ of housing tenures, and an unusual ‘pepper pot’ of 

landlords too. In some areas of Telford, there can be several landlords 

providing housing within the same district, street, close etc.) 

f. Telford supplies Birmingham Business Improvement with all appropriate KPI 

data. 

g. Certain seasonal ASB issues are highlighted and communicated in the InView 

magazine, in the hope of reducing their impact or occurrence, e.g. summer 

BBQs, 5th November Bonfires, garden party noise, etc. 

h. Telford also uses the ‘Noise App’ to help resolve noise nuisance. 

i. Housing and Community Services Committee review the Telford performance 

KPIs as well as Birmingham’s. 

 

5.2 BVT documentation relating to ASB 

A member of the Panel reviewed the BVT procedure document and flowchart 

relating to how ASB cases are handled. He raised several comments and queries – 

some of which are referred to in the recommendations. 

a. At Stage 1, are there any guidelines on how to determine whether an initial 

contact/enquiry or complaint should be designated ASB? 

b. The procedure suggests that the contact is logged and forwarded to an 

appropriate person. Would there be a benefit in having low level issues dealt 

with at first contact? 

c. BVT should share serious incidents reported at Stage 1 with the police. It is not 

clear if this happens. 

d. Scrutiny Panel does not like the term 'perpetrators' used in the operating 

procedures. It sounds judgmental – already guilty (Edit – the term ‘complainee’ 

was decided on for the purposes of this report). 

e. The procedure suggests sending letters at various stages. Would BVT 

consider implementing other forms of communication? 
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f. Does BVT have a mediation offer and other similar tools and techniques, both 

preventative and punitive that the ASB Team can use? 

 

5.3 BVT KPI data and feedback surveys 

 A member of the Panel reviewed the feedback from residents who have used the 

ASB service in the last 12 months. Some of the main findings are below. 

 

a. It is difficult to draw definitive recommendations from the Verbatims alone as 

they represent a miscellany of diverse experiences and responses to the BVT 

ASB service. 

b. Complaints are varied and can range from e.g. noise (music) to drug-taking 

(smoking cannabis in the garden). 

c. There is complexity and diversity among complainants/callers. Some 

apparently have mental health issues, whether it is the complainant or the 

complainee. 

d. Miscellany of positive to negative comments, varying from “Brilliant” to “Not 

interested”. At the same time, most people would seem to like the area. Some 

are very happy living here and one recognises BVT as the “Best landlord in 

Birmingham”. Another, however, chose to leave the area. 

e. Broadly, staff are complimented for their manner, but in some cases, there is 

a strong sense of not being in control, of insecurity e.g. “BVT didn’t help me”, 

“BVT were not interested at all”, “Didn’t know the case was closed down” 

contrasting with very helpful staff who “Listen” and “Were very supportive”. 

f. It is worth noting that aside from the resolution or otherwise of a complaint, 

people’s satisfaction will depend on the staff and BVT’s response to them 

personally. This applies first to the Customer Services staff and then to the 

ASB Team. 

g. All this points towards how BVT can improve communications and increase the 

consistency of response. This is not easy when the reported problems and the 

people involved are so disparate and unpredictable. The BVT response cannot 

be prescribed specifically and will vary for each ASB complaint. This requires 

great agility on the part of staff and the freedom to respond variously to each 

case. 

 

5.4  What Information is available to residents about the ASB service? 

 Two members of the Panel reviewed their Tenancy Agreements and the Good 

Neighbour Agreement where ASB is defined and responsibilities explained. This is 

what they found out. 

 

 Tenancy Agreement 

a. This outlines what is expected from tenants at the point of signing their 

contract. It forms part of their agreement to uphold.  

b. ASB is explained on the second page of the Tenancy Agreement, in clear bullet 

points so is very prominent. 
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c. It would be useful to add BVT’s definition of ASB more clearly. 

d. This is quite outdated – and tenants probably need some clear, more up-to-

date information about ASB and how it is managed. 

 

 Good Neighbour Agreement 

a. This refers directly to ASB and outlines as part of a tenant’s contract to what 

they are expected to agree. 

b. It defines what ASB is, and refers to ‘a range of behaviours’, which is good. 

c. BVT outlines its proposed actions with statements entitled ‘to meet this pledge 

we are committed to’ followed by ‘we expect residents to’ and then ‘in return 

we will’ which in total includes 32 bullet points. These need to be conveyed to 

the tenant in an easier format by inserting diagrams or flow charts and some 

relevant links. 

 

5.4.1 Several Panel members also reviewed the website and the ASB toolkit which had 

lots of useful information for residents regarding ASB.  

 

Website information and toolkit 

a. This was relatively easy to navigate (although, clicking the laptop back button, 

rather than the ‘Back to the Anti-Social Behaviour Advice Tool’ button, seemed 

to go to an error message rather than taking you back to the previous page. 

You then have to reload the page). 

b. There is a good range of information and tabs on the main page. 

c. There is a video and further information identifying exactly what constitutes 

ASB. 

d. There is a FAQ page, which has a fair range of items. (How does BVT decide 

on these specific questions? Can things be added to the list as more are 

identified?) 

e. A comprehensive list of categories to look at and report on is included. 

However, there is no ‘Other’ section for situations which may not be covered 

by the options or where an individual or property cannot be identified (NB there 

is an ‘Other ’option when filing a report). Likewise, if a report is for more than 

one subject e.g. drug related/hate crime/physical abuse, there is no avenue to 

do this – even on the form itself, which only allows you to enter one category. 

f. When questioned ‘Would you like to make a report’, if you click ‘No’ you are 

taken to a page which just says, ‘Thank you for answering the questions on 

this ASB advice tool’ and goes no further. Some people may just want to talk 

with someone about it. There should be further/other options than making a 

report. Many people are anxious about the formality of making a report. This 

could result in the ASB Team ‘missing’ important information. NB this is 

particularly significant in cases of domestic abuse, or violence/threats towards 

a resident, and could ultimately lead to the harming of someone. 

g. The report form states ‘You will need to contact our ASB Team and be 

prepared to provide the following information: Police crime/log number’. It may 
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be that the person has not yet reported it to the police, or does not want to 

involve them – at least initially. This also gives the (false?) impression that the 

form cannot be completed without first reporting to police. This, again, may 

discourage people from reporting an incident. 

h. The section on reporting vandalism asks if the vandalism was undertaken by a 

BVT tenant or a visitor to the tenant’s home. Does this mean that you can only 

report vandalism if you know who is responsible? For example, If I see spray 

graffiti on the side of one of the shops, but do not know who has done it – how 

do I answer the initial question? How do I report it? Is this not considered ASB 

vandalism? If it should be addressed by BCC rather than BVT, this needs to 

be stated. 

 

5.5  What did the Panel find out from another housing association – Wrekin 

Housing Group? 

 A Panel member researched the ASB service of Wrekin Housing Group by reviewing 

the information on its website. This is what was discovered. 

a. The ASB information was more difficult to find than on BVT’s web page. It was 

at the bottom of the home page under ‘Information’. However, if you put ‘ASB’ 

in the search bar various links come up. It would have been better placed within 

the ‘Support and Advice’ section on the home page. 

b. There were plenty of useful links which gave a good definition of ASB and a 

really comprehensive glossary of terms.  

c. They outline a clear timeframe for responding to complaints (with the caveat 

that, owing to Covid, things may take a little longer than normal). 

d. There is a useful list of what specific ASB to report to the Council and what 

should be reported directly to the police instead. 

e. They reinforce that communicating with neighbours, and being a good 

neighbour are most important. They highlight mediation and other preferable 

ways to resolve issues and list how you can do that. 

f. They offer a great deal of support to victims or witnesses of ASB, and support 

residents if the complaint goes to court. 

g. Overall, Wrekin’s website pages are not as visually pleasing as the BVT 

website, but there is some useful information and links and some clear 

timelines about what to expect from the service. 
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5.6  External and political influences on ASB 

 BVT, like other housing associations and social housing landlords in general, is an 

independent organisation, but it does not operate in a vacuum. There are external 

sources of influence and control which shape the way BVT provides a service to its 

residents, how it runs its organisation and manages its estate, not least its approach 

to addressing and tackling ASB (APPENDIX A). 

 

 These external sources, with examples of their influence on the development of 

housing management and their responses to ASB are: 

a. Central Government   

i. The Anti-Social Behaviour Order (ASBO), a civil order, was introduced by 

the Labour government through the Crime and Disorder Act 1998. 

ii. ASB was defined as ‘conduct which caused or was likely to cause harm, 

harassment, alarm or distress, to one or more persons not of the same 

household as him or herself’. 

iii. This was replaced in 2014 by the Conservative and Lib-Dem coalition 

government with the ASB, Crime and Policing Act which, in relation to 

ASB, provided guidance on the powers available to the police and local 

authorities and other local agencies to tackle ASB. The ASBO was 

replaced with an injunction (a civil order) and a Criminal Behaviour Order. 

iv. In between, the Labour government produced in 2006 its ‘Respect 

Standard ASB Charter for Housing’. This voluntary charter for social 

housing landlords is generally recognised as having played an important 

role in improving performance in both preventing and effectively tackling 

ASB. 

v. Much more recently, in November 2020, the government published its 

long-awaited Social Housing White Paper, prompted by the Grenfell 

Tower tragedy with the emphasis on residents’ safety and the 

accountability of landlords to their residents’ needs. It sets out best 

practice for the landlord-resident relationship. With regard to ASB, there 

is a statement saying ‘residents are entitled to feel safe in their homes 

without the fear, stress and tensions that ASB can cause’ and the White 

Paper contains a number of specific proposals to that end. 

 

b. Local Authorities 

i. Most LAs are social landlords themselves, providing housing for the local 

population and dealing with local ASB issues. 

ii. Through their legal powers, LAs work with social landlords and the police 

and there are several actions which they can put in place: community 

triggers and remedies, public space and criminal behaviour orders, 

protection notices, injunctions to prevent nuisance and annoyance, and 

powers of closure – as appropriate to the circumstances. 
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c. National Housing Federation (NHF) 

i. The NHF was founded in 1935 to represent and be the voice of housing 

associations in England, helping to shape national policy and ‘to create 

conditions where HAs can deliver their social purpose.’ 

ii. For instance, it submitted evidence to government for the ASB, Crime 

and Policing Bill, enacted in 2014.  

iii. More recently in 2020, the ‘Together with Tenants’ charter provided a 

code of governance for the 130 housing organisations adopting the 

charter. Its aim was to establish a more open and accountable 

relationship between landlord and tenant, recognising amongst other 

priorities the need to ensure residents’ safety. Whilst not specifically 

targeting ASB, its measures provide the conditions to allow a sharper 

focus on this issue. 

 

d. Chartered Institute for Housing (CIH) 

i. Achieving chartered status in 1984, the CIH sets professional standards 

for the housing sector. It promotes academic research and is a significant 

influence in setting national policy. 

ii. Its most recent work around ASB was in 2011 with its joint production 

(with other housing sector collaborators) of a housing charter entitled 

‘Respect: ASB Charter for Housing’.  

iii. The Charter is comprised of seven key landlord commitments to provide 

strong, accessible and accountable leadership, a strategic commitment 

to deliver swift, supportive action to protect communities and ASB victims 

and witnesses, and an emphasis on prevention and early intervention. It 

also encourages individual and community responsibility, whilst aiming to 

provide value for money. 

iv. This Charter has been signed up to by many social housing landlords, 

who have contributed to its content by providing practical examples of 

procedures that they have adopted in their efforts to live up to the 

Charter’s aims. 

 

e.  HouseMark 

i. This performance management service, the child of the NHF and the CIH, 

is available to social housing landlords to provide benchmarking of their 

organisations’ managerial and maintenance capabilities, to track trends 

in housing matters, including ASB. 

ii. It can award a three-year quality accreditation mark to housing 

associations for the standard of their ASB services to residents, by way 

of a detailed assessment of performance, conducted in-house. Also 

available is a cheaper, less intensive ASB ‘Health Check’. 
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6.  RECOMMENDATIONS 

  

6.1 Scrutiny Panel makes the following recommendations. 

Scrutiny Panel’s recommendations are grouped under the following main areas of inquiry 

carried out under this review: 

A. How well are BVT’s current processes and procedures for dealing with ASB working? 

B. Are there clear internal reporting mechanisms to enable BVT to identify trends, 

demographics and different community issues in relation to ASB? 

C. How well does BVT communicate to its residents and to the wider public what ASB 

is, how to report it and what it can/cannot do to deal with it? Is it transparent in how 

well it is performing in its ASB service? 

D. Does BVT demonstrate leadership and strategic commitment in the planning, 

resourcing and operating of its ASB service? 

 

A. The current Process and Operating Procedure for dealing with ASB: What 

works well and what needs improving? 

Recommendation 1 

Scrutiny Panel recommends that BVT updates its ASB Operating Procedure 

document and accompanying Flowchart to respond to the following queries and 

comments: 

a. Are there existing guidelines for non-ASB staff to determine if an 

enquiry/complaint needs to be directed to the ASB Team or can, if at a low 

enough level, be dealt with by that member of staff but still logged as an ASB 

matter? 

b. The Procedure does not indicate whether the reporting of a serious incident 

should be relayed immediately at Stage 1 to the police by BVT. 

c. Would other forms of communication with the parties to the complaint, other than 

letter writing, be more immediate and more efficient in certain circumstances? 

d. Is the issue of diary books to complainants proving to be effective? 

e. It is not clear from the operating procedure whether a mediation service is 

available to bring complainant and complainee together. 

f. The preventative and enforcement legal tools available to be deployed by BVT 

should be included in the operating procedure. 

g. The complainant should be advised at Stage 2 ‘complaint acknowledgement’ of 

the likely overall extent and timeframe for the prosecution of the complaint.  

h. Scrutiny Panel considers that the use in the operating procedure of the term 

‘perpetrator’ is judgemental and may unfairly presume guilt. It could either be 

prefixed by ‘alleged’ or replaced by ‘complainee’ (being the opposite of 

‘complainant’). 
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i. Scrutiny Panel recommends that the procedure for reporting low level issues be 

amended where the complainant does not wish it to be taken forward as a case. 

It should in any case be logged so that a history of such complaints is compiled. 

j. Scrutiny Panel recommends that the logging of reports should be on a tenant’s 

file rather than on the property as the tenant could subsequently move to a new 

address within BVT. 

 

Recommendation 2 

Scrutiny Panel recommends that staff training in the handling of complaints should 

stress the importance of clear communication and the engendering of an empathetic 

attitude so as to leave complainants confident that their complaint is fully understood 

and is being taken seriously. 

 

 

B. BVT’s internal reporting mechanisms: Do they provide a clear insight into ASB 

trends, the demographics of those affected, and particular community issues? 

Recommendation 3 

Scrutiny Panel recommends that the reporting regime should provide data that will 

identify specific trends, and any particular demographic and/or community issues so 

as to build up a more strategic, preventative and early intervention use of BVT’s 

resources in its tackling of ASB. 

 

 

C. The effectiveness and transparency of BVT’s information to its residents and 

to the wider public in relation to ASB: How does BVT explain what ASB is and 

what it can or cannot do to deal with it? How clear and straightforward is the 

process of ASB reporting for residents? Are residents made aware of how well 

BVT is performing? 

Recommendation 4 

Scrutiny Panel recommends that the Tenancy Agreement and the Good Neighbour 

Agreement documents be refreshed with a rewrite to ensure that they are up-to-date, 

easy to read and understand, and include clear information about ASB and how to 

report it. It should be consistent across the different tenancies. Further, homeowners 

should be provided with their own version of the Good Neighbour Agreement with 

information on how BVT deals with their ASB issues. 

 

Recommendation 5 

Scrutiny Panel recommends that the following improvements be made to the ASB 

section of BVT’s website: 

a. Include performance data such as the number of cases with a category 

breakdown, success rates, satisfaction survey results, positive feedback 

quotations etc.  

b. Provide information on the positive ways in which BVT works co-operatively with 

the police, local government and other agencies, and which agency residents 

need to contact for those ASB issues that BVT is unable to handle. 
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c. Include a simplified version of the process flowchart to demonstrate how an ASB 

complaint is handled, the investigation process, the follow-up process, and the 

likely overall timeframe to resolution. The website needs to be more explicit on 

the ‘more difficult’ ASB issues such as drug and alcohol misuse, often related to 

mental health issues. 

d. Make clear the distinction between illegal activity, disruptive activity, and noise 

or general nuisance. 

 

Recommendation 6 

Scrutiny Panel recommends the following improvements and additions to what it 

considers is a good, well-presented and positive ASB toolkit:  

a. Include an ‘Other’ category for ASB issues which do not appear to be covered 

under the current category headings.  

b. Include a pathway for reporting a multi-category ASB complaint. 

c. For those complainants who do not wish to lodge a formal report on the toolkit, 

indicate how it can be made informally.  

d. Include a pathway on the toolkit for reporting vandalism if the actual act was not 

witnessed or, if it was, the alleged perpetrator was not known. 

 

 

D. The strategic importance attached to the planning and resourcing of the ASB 

service: Does it demonstrate leadership and commitment which is embedded 

in the organisation and is demonstrably evident to its residents? 

Recommendation 7 

Scrutiny Panel recommends that BVT develops a more deliberate, proactive strategy 

for tackling ASB, recognising that complainants and complainees are often vulnerable 

individuals, possibly with mental health issues. This should include appropriate staff 

training, strengthening relationships where necessary with the police, social care and 

other support services. This will result in a holistic service, fully able to deal with such 

issues as drug misuse and hate crime which may arise in the community. 

 

Recommendation 8 

Scrutiny Panel recommends – recognising in its investigations the excellence of CIH’s 

‘Respect: ASB Charter for Housing 2011’ in defining the role of landlords in tackling 

ASB, and being a powerful driver for improvement – that BVT should give serious 

consideration to becoming a signatory to this Charter, as many other social housing 

organisations have already done so. 

 

Recommendation 9 

In anticipation that BVT will give serious consideration to Recommendation 8, 

Scrutiny Panel recommends that it explores the possible benefits of an external 

examination of its ASB service by applying for HouseMarks’s three-year quality 

accreditation mark for managing ASB, or at least its ASB Health Check. 
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