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A. The current Process and Operating Procedure for dealing with ASB. What works well and what needs 
improving? 

1. 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. 

Housing 
Services Team  

As you are aware we are 
currently undertaking a 
review of the housing 
services team. ASB and 
how we deliver this 
service has been identified 
as the area with the 
largest disparity across 
the team. The points 
raised are really helpful 
and will be considered 
when we both review the 
service and then update 
the policy and procedure.   

 Review of the housing 
services team structure 
to be completed by 
end of Q2 followed by 
updated policy and 
procedure.  

BVT ANTI-SOCIAL BEHAVIOUR (ASB) 
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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’). 

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. 

2. 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 the complainant confident that their 
complaint is fully understood and is being taken 
seriously. 

Housing 
Services Team  

Whilst staff did undertake 
some customer services 
training in 2021 we are 
conscious that more will 
be required. We will utilise 
tenant feedback and gaps 
identified to ensure 
specific training is 

 Training needs 
identified and training 
started by Q3.  
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delivered to housing and 
ASB teams.  

B. BVT’s internal reporting mechanisms: Do they provide a clear insight into ASB trends, the demographics of those affected, 
and particular community issues? 

3. 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. 

Housing 
Services Team  

As part of the review of 
the procedure and 
process we will work with 
ICT to ensure improved 
capture of cases and 
contacts and improved 
reporting and trend 
analysis. 

 Improved reporting and 
analytics by end of Q3.  

C. The effectiveness and transparency of BVT’s information to its residents and to the wider public in relation to ASB: How does 
it 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? 

4. 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. 

Housing 
Services 
Manager/Lettings 
and Customer 
Support Manager   

A review of the tenancy 
agreement has begun with 
the Lettings and Customer 
Support Manager has 
begun and will include the 
Good Neighbour 
Agreement. We can work 
with the new Customer 
Communications Forum to 
seek their input into the 
new documents. 

 

 

 Complete review of 
tenancy agreement 
and good neighbour 
agreement by end of 
Q2. 
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5. 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. 

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. 

Housing 
Services Team  

Although the wider 
Housing Team and ASB 
service is currently being 
reviewed, the information 
available on our website 
can still be updated. The 
points raised are pertinent 
and we should be able to 
address sooner rather 
than later. We will work 
with the Communications 
team to update.  
 

 ASB section of BVT 
website to be reviewed 
and updated by end of 
Q2. 

6. Recommendation 6 
Scrutiny Panel recommends the following 
improvements and additions to what it considers 
is a good, well-presented and positive ASB toolkit. 

Housing 
Services Team  

Although the wider 
Housing Team and ASB 
service is currently being 
reviewed, the ASB toolkit 
available can still be 
updated. The points raised 
are pertinent and we 

 ASB Toolkit to be 
reviewed and updated 
by end of Q2.  
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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. 

should be able to address 
sooner rather than later. 
We will work with the 
Communications team to 
update.  

 

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? 

7. 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. 

 

 

 

Housing 
Services Team  

This point is an important 
one and one that has 
been identified and will be 
included within the 
Housing Team review.  

 Review of the housing 
services team structure 
to be completed by 
end of Q2. With 
training needs 
identified and training 
started by end of Q3.  
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8. 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. 

 
Noted, this can be picked 
up in 2022 and research 
into whether this has been 
superseded by a more 
recent charter. 
 

 To be completed by 
end of Q4. 

9. 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. 

 
Noted, good suggestion 
this will be explored. 

 To be completed by 
end of Q4.  
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