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1.1 Introduction 
 
This review of Anchor Hanover anti-social procedures was instigated as a direct result of a request made at 
the Housing Operations Board zoom meeting on Monday 20 July 2020. The Chair of the Scrutiny Panel Dave 
Butler had been invited to attend this meeting by Chris Munday.  
 
The Chair of the Scrutiny Panel agreed that a review of the new Documentation, Policy & Procedures would 
help to ensure that the information contained was easily understood, helpful and relevant to residents. 

 
 
1.2 Service Review Decision 
 
The decision was made to put aside other reviews and focus on this review with effect from January 2021 
with the aim of a scrutiny report being produced by the end of April 2021. The Scrutiny Panel received full 
support from AH for the decision to make this review, as documented at their meeting with Anna Clewlow, 
Customer Involvement Manager and Helene Orchard, Customer Engagement Business Partner on 5 January 
2021. It was also suggested that an AH organisational lead would help the panel by providing essential 
feedback as the review progressed. The lead for this review of AH ASB procedures was identified as 
Jonathan Earnshaw, the Customer Relations Manager. He joined the Panel for all their subsequent meetings 
about this review. 

 
Resident Scrutiny Panel members involved in the review were: 
 
Dave Butler – Chair until his resignation on 12 March 2021 
Steve Rafferty – Chair from 12 March 2021 
Penny Roberts – Member 
Elizabeth Proud – Member appointed on 22 March 2021 

 
 
1.3 Review Objectives 
 
The panel held a meeting together with the Anchor Hanover (AH) lead on Anti-Social Behaviour (ASB), and 
agreed the following objectives to be achieved by the review: 
 

• To ensure the current AH policy and resident help sheet is appropriate. 
 

• To investigate and produce a ‘Good/Dear Neighbour Card’ that could be adopted by Anchor 
Hanover. 

 

• To improve the availability of information on Anti-Social Behaviour to residents. 

 
 
1.4 Scope and Methodology 
 

1. To make a desk-top review of the new AH documentation on Policy & Procedures about ASB 
 
Desk top reviewers assess whether documentation is accessible and if the information in the document is 
easy to read and understand. In addition, they assess whether the documentation provides relevant 
information about the AH service under review. They also had the opportunity to ask questions as a result 
of the review. 
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The Scrutiny Pool members were invited to make a desk-top review of the Resident Help-sheet on ASB. The 
ASB Resident Help-sheet issued in November 2019 (Appendix 1) was sent to the Scrutiny Pool for their 
review.  
 

2. To review Dear Neighbour cards produced by other housing associations and produce a draft AH 
card and seek comments from residents. 

 
The Scrutiny Panel reviewed the Good Neighbour cards produced by Paragon Astra Housing and also 
Peabody Housing Association. The Panel initially thought that a Dear/Good Neighbour card could be helpful 
for shy residents to let neighbours know about a particular nuisance such as undue noise. Consequently, the 
Panel designed a card that could be produced for AH residents and the AH design team produced a version 
that could be then presented for review. The design that was reviewed is at Appendix 2. 
 

3. To review the new Resident Help-sheet on Being Neighbourly. 
 
The Scrutiny Pool was also invited to review the new Resident help-sheet about Being Neighbourly and to 
look at the promotion of this document. The help-sheet is attached as Appendix 3.  
 

4. To comment on the role of managers through understanding the role of the ASB ambassadors 
 
To understand the role of location managers in dealing with disputes and ASB, in accordance with the AH 
ASB Procedure, (Appendix 4), an AH ASB Ambassador, Helen Cooper, was invited to make a presentation to 
the Scrutiny Panel and answer their questions. The Panel was also privy to two videos on the effects of ASB 
on the victims and on sub-conscious bias affecting impartial judgements of behaviour. 
 
 
1.5 Summary Findings 

 
Resident Help-sheets 
The modified ASB Help-sheet is seen as an improvement on the November 2019 version that is available on 
the AH website and easily located through the search engine. However, the Scrutiny Panel identified the 
need for impartiality during the investigations of complaints concerning potential ASB. Timeliness of dispute 
resolution is seen as crucial for the well-being of both the victim of ASB and the perpetrator. 
 
Being neighbourly  
The comments received were highly favourable both with regard to the concept and to the content. 
Suggestions included incorporating this help-sheet in the new resident information pack and displaying the 
help-sheet on estate notice boards. It was also felt that meeting new residents to discuss living in a 
community could help them to acclimatise to their new environment. 
 
Good Neighbour Cards 
The concept of a Good Neighbour card was initially thought to be a useful way to resolve a nuisance 
behaviour, principally noise, by neighbours. However, it was seen by some reviewers as potentially 
inflammatory and certainly not something to be promoted. Even discrete use was deemed by some as 
unnecessary. Polite discussion was seen as being the best way of resolving inter-neighbour disputes. 
 
Managers 
The ASB Ambassador’s role is to assist location managers in understanding the actions of an ASB 
perpetrator and the effect this has on a victim. They can also help in mediation. 
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1.6 Detailed Findings 
 
Resident Help-sheets 
All the Pool Members’ comments were responded to by Abigail Poole from AH in a report dated 1 February 
2021. (Appendix 5). She modified the Help-sheet accordingly and this was then reviewed by the Scrutiny 
Panel. Further observations were made. Apart from some suggestions for clearer wording and incorporating 
some timelines, a major concern was the need for any ASB investigation to be impartial. The Help-sheet 
with proposed amendments is attached as Appendix 6. 
 
Being neighbourly  
A compilation of the responses is attached as Appendix 7. The Feedback included recommendations about 
making this help-sheet more widely available and promoting the concept of “Being Neighbourly” through 
informal discussions, particularly with new residents. This was felt to be a responsibility of location 
managers – see below. 
 

 
Good Neighbour Cards 
The feedback was very mixed and made the Scrutiny Panel reconsider the use of such a card. Some 
comments are included in Appendix 8. 

 
Managers 
Many location managers only have to deal with minor neighbourly disputes and do not experience ASB. The 
ASB Ambassador demonstrated that in providing a base for mediation, the perpetrator is encouraged to 
stop using ASB to obtain their goals while the victim is protected and supported to understand why the 
perpetrator acts as they do. The Panel really appreciated and welcomed the role of the ASB Ambassador in 
supporting local managers. 
People new to an AH estate may have come from a neighbourhood where interaction between neighbours 
is unusual.  While a Being Neighbourly help-sheet in the Welcome Pack will be useful, it could be more 
valuable for the scheme manager to hold quarterly meetings, by personal invitation, for any new 
residents.  Over a cup of tea, the manager could then emphasise the positive aspects of being neighbourly 
and the value of a residents' association in building and maintaining a community spirit, thus hopefully 
making ASB problems less likely. 

 
 
 
1.7 Recommendations 
 
Resident Help-sheets 
The Panel recommends that: 

1. Any investigation into ASB should be conducted at an early stage in conjunction with the Customer 
Relations Team to ensure impartiality. 

2. An initial response when a resident makes a complaint regarding a dispute should be within two 
working days. 

3. The outcome of the initial investigation to decide whether there is a case to answer regarding ASB 
after such a complaint should be within 21 days. 

4. The modifications proposed to the help-sheet (as in Appendix 6) should be considered by AH. 
5. Help-sheets generally should not be too lengthy. 

 
Being neighbourly   
The Panel recommends that: 

1. This help-sheet be promoted in every location for example by display on the estate notice board. 
2. The help-sheet be included in the information pack for every new resident. 
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3. The help-sheet is also available on the AH website. 
 
Good Neighbour Cards  
The Panel recommends that: 

1. AH does not produce a Dear/Good Neighbour card as the Being Neighbourly help-sheet should 
promote good behaviour in itself. 

 
Managers 
The Panel recommends that: 

1. Every Location Manager should receive specialised training to deal effectively with disputes and in 
handling ASB complaints. 

2. The ASB Ambassadors should be promoted in the training of Location Managers. 
3. Location Managers should be encouraged to recognise that ASB perpetrators need help to modify 

their behaviour, while also supporting the victims. 
4. Location Managers should meet with new residents in an informal atmosphere to emphasise the 

positive aspects of the Being Neighbourly helpsheet. 

 
 
 
1.8 Conclusion  

• The Scrutiny Panel, with the help of the Scrutiny Pool, has reviewed the information available to 
residents from AH on anti-social behaviour and made recommendations to ensure the current AH 
policy and resident help sheet is appropriate. 

 

• The Scrutiny Panel, having investigated and produced a Good/Dear Neighbour Card that could be 
adopted by Anchor Hanover actually recommends that this is not progressed as the consensus is 
that it could be counter-productive and the concept of being a good neighbour is better served by 
the Being Neighbourly Help-sheet. 

 

• The Scrutiny Panel has recommended that the information on Anti-Social Behaviour is made more 
available to residents by promotion of the help-sheets on the residents’ part of the AH website as 
well as printed versions being available in every location. 

 
 
1.9 Acknowledgements 
The Panel would like to acknowledge the considerable input by the previous Chairman, Dave Butler, the 
extensive administrative help and support from Helene Orchard, the very helpful input from the Scrutiny 
Pool and the enthusiasm and encouragement of the AH lead Jonathan Earnshaw. 
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Appendix 1 ASB Resident Help-sheet issued in November 2019 as downloaded from 
the AH website 
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Appendix 2 Good Neighbour Card produced by AH design team to the Scrutiny 
Panel suggestions 
 
 

 
  

Resident Scrutiny Pool Views on the Good Neighbour Card 
 

1. This is inflammatory especially if posted anonymously. 
2. Much better to speak to the resident directly. 
3. Any real nuisance should be reported to the location manager to deal 

with. 
4. Only out of hours noise should be considered not neighbourly. 
5. If distributed widely it could cause offence. 
6. We need to treated as responsible adults. 
7. It might help shy people who are scared to confront someone directly but 

they should, in any case, seek the view of their location manager. 
8. There are other nuisances apart from noise. 
9. Better to discuss issues over a cup of coffee. 
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Appendix 3   Being Neighbourly Help-sheet 
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Appendix 4   AH ASB Procedure dated November 2019 
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NB   It is noted that this Policy is to be reviewed in November 2022 
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NB   It is noted this Policy is to be reviewed in November 2022 
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Appendix 6   Scrutiny Panel proposals to modify the ASB Help-sheet of November 
2019 
 

Anti-Social Behaviour Help-sheet 
 

We at Anchor Hanover believe that all our residents are entitled to live a life free from 
anti-social behaviour.  We do, however, recognise that anti-social behaviour may occur 
and that this can seriously affect the quality of a person’s life. 

 
We also recognise the need to protect our colleagues from such behaviour, as well as 
visitors to our locations and contractors working for us.  

 

What is Anti-Social Behaviour? 

Anti-social behaviour (ASB) is usually defined as “behaviour which causes or is likely to 
cause harassment, alarm or distress to others”. Some examples of things we consider 
ASB, and some which are not, are listed in the table below. This list is by no means ex-
haustive and we will consider each issue on its individual merits using the information 
you provide. 

 
What may constitute Anti-Social Behaviour What is acceptable within communal living 
Persistent noise and rowdy behaviour People talking at normal volume within their home 

Animals not kept under control; constantly barking dogs Flushing toilet noise 

Using the house for illegal activity Electrical goods noise (washing machine, hairdryer, tumble 
dryer, radio and TV at normal listening levels) during rea-
sonable hours 

Intimidation, bullying or verbal abuse Food smells 

Physical attacks on other residents Cats straying into communal garden areas 

Vandalism, graffiti and damage to property Noise of people walking around their homes 

Criminal behaviour Dogs barking occasionally 

Domestic violence and abuse A one-off party with advance warning 

Racial and cultural harassment   

Vehicle related nuisance inc. abandonment  

Drug, alcohol and solvent abuse  

Inappropriate litter and rubbish disposal/ dumping  

 

Our commitment 

We are committed to promoting successful communities and neighbourhoods. We 
recognise that ASB can have a devastating effect on the lives of residents and the 
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communities in which they live. 
 
We take steps to prevent crime and ASB occurring at our locations and take a vic-
tim- centred approach if this does occur. 

 
Where possible we take part in multi-agency partnerships such as the police and local 
safeguarding teams when responding to ASB incidents involving vulnerable people, 
hate incidents and/or crimes. We also use the services of ASB trained Anchor Hanover 
staff, known as ASB Ambassadors. 
 

Your commitment 

Residents have a big part to play in helping to tackle ASB. We do not tolerate         
nuisance or harassment and it is made clear in our tenancy, lease and contract        
agreements that this behaviour is unacceptable. We expect that you and your visitors 
will be considerate neighbours and will not cause a nuisance or annoy other people. 
 
Where appropriate, we advise Residents to speak initially to their neighbour about an 
issue, for example, a loud television. Often these neighbourly disputes can be easily 
resolved by talking to your neighbour and making them aware. 

 
Letting us know if you have a problem 

If a neighbourly dispute is not easily resolved and you feel the need to complain of 
ASB, please contact your location manager in the first instance.  

 
If you do not have a location manager, then you can contact our Customer Rela-
tions team directly on 0800 731 2020. 

 
What we will do 

Anchor Hanover will operate an effective case management and monitoring system 
to oversee ASB cases. Your location manager will use the Customer Relations team 
to make an impartial investigation. 
 
Our aim is to support both the alleged victim of ASB and the alleged perpetrator in 
gathering evidence.  

 
If a case of ASB is not resolved immediately, it is likely that we will provide you with an 
incident diary. This will include advice and guidance on how you can help us investi-
gate, monitor and resolve the case within an agreed timeline.  
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Where an investigation finds that there is a case to answer Anchor Hanover will 
take action proportionate to the ASB. 

 

This could include: 
 

• Warning letters 
• Action plans 
• Mediation 
• Acceptable behaviour contracts 

 Notice Seeking Possession (Rented) 
• Notice to Quit (Leasehold) 
• Injunctions 
• Possession proceedings (Rented) 
• Criminal behaviour orders 
• Dispersal orders 
• Community protection notices 
• Eviction (Rented) 
• Forfeiture (Leasehold) 

 

In the case of leasehold properties, Anchor Hanover as the landlord or managing agent 
may be restricted on the actions we can take by the terms of the lease and it may be 
necessary for the affected leaseholder to take legal action. Anchor Hanover will provide 
support and advice to residents where we cannot take direct action. 

 

Keeping you updated 

Anchor Hanover will keep in regular contact with you and the perpetrator 
throughout the investigation process and any actions following this. The initial 
investigation should not take longer than 2 weeks but the subsequent action 
may take much longer. 

 

Neighbourly disputes 

Anchor Hanover will only engage its ASB procedure where the Customer Relations 
Team considers there to be ASB. Where neighbourly disputes do not involve ASB, resi-
dents are encouraged to resolve these between themselves if possible. 

 
Community Trigger or ASB Case Review 
If you (or others acting on your behalf) have reported an incident and feel we have not re-
sponded adequately you can activate the Community Trigger through your local Authority. 
Each local area sets a threshold which must be met before the trigger can be used (The 
threshold should be no higher than 3 separate complaints, but agencies may choose to set 
a lower threshold). 
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This route has been designed to give you the right for an independent review.  There will 
be a multi-agency case review which involves various agencies e.g. local Police, Local Au-
thority, Housing Associations. 
 
The review encourages a problem-solving approach aimed at dealing with some of the 
most persistent, complex cases of anti-social behaviour. 
 

For more information   

• See the GOV website- https://www.gov.uk/guidance/anti-social-behaviour-asb-case-
review-also-known-as-the-community-trigger#how-it-works 

• Contact your Local Authority 
 

Further information 

We are happy to give further advice to our residents about how we manage ASB and 
would encourage you to discuss this matter with your location manager or call the Cus-
tomer Relations team on 0800 7312 

 
  

https://www.gov.uk/guidance/anti-social-behaviour-asb-case-review-also-known-as-the-community-trigger#how-it-works
https://www.gov.uk/guidance/anti-social-behaviour-asb-case-review-also-known-as-the-community-trigger#how-it-works
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Appendix 7   Feedback from the Resident Desk Top Review of the Being  
Neighbourly Help-sheet (February 2021) 
 

1. It is clear and easy to read. However, the first port of call should be to the estate 
manager as direct approaches between neighbours could become too “personal”. 
The fine balance between personal freedom and responsibilities when in communal 
living should not be in favour of personal freedom at the expense of other residents. 

2. The help-sheet is easy to read and helpful overall. Speaking with the resident 
services manager is a good start to implement a plan of action rather than going it 
alone. The latter approach can backfire. 

3. The document was easy to read and gave examples of how to be a good neighbour. I 
don’t know how a resident without access to the internet would be made aware of 
this document. Reference should be made to anyone hard of hearing to ensure their 
TV is not too loud. Maybe mention that residents should wear their hearing aids 
when watching TV or listening to the radio. Also, self-closing doors can slam unless 
properly adjusted. 

4. This help-sheet is one of the best that I have seen and I have reviewed many in the 
past. It is clear, concise and to the point. It is well written and easy to understand. 
Should it be included in the sign-up pack sent to residents or should it be in a 
prominent position on estate notice boards? 
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Appendix 8 Residents’ Views on the Good Neighbour Card (March 2021) 
 

Comment Good/Bad Idea 

Thank you for your email. I do not think using a neighbourhood card is a practical 
or a decent way to tackle ASB issues. Best way forward is to have face to face 
conversation with them or get other help from witnesses of available 

Bad 

I disagree with implementing this card as a part of the ASB resolution process. At 
first sight it appears to be rather formal, officious and possibly antagonistic. 
Whilst a timid person who does not like confrontation may feel inclined to use 
the card, I think a face to face meeting would be more productive.  

Bad 

I don’t think that the card will reduce ASB issues-noisy people will always be 
noisy. I feel that the situation could be inflamed by the use of a card like this  
surely it would be much better to approach a noisy neighbour face to face. If that 
approach fails the estate manager should then be involved to assist in media-
tion/resolution, either with or without the complainant 

Bad 

If accepted, the cards should be held in discreet locations around the site. Resi-
dents who don’t like the cards need not use them 

Good 
 

The card appears to be easy to use and understand. Good 

-Assuming we all know our neighbours, the card should be addressed on a first 
name basis. 
-Why is the card anonymous? Anyone receiving this would surely want to dis-
cuss the situation with the complainant. 
-Saying that the neighbour is causing a disturbance is too strong a description 
for having a TV on too loudly. Maybe delete the first sentence after Dear.....  
and put the date and time after the second Other.... 
-Replace the second last sentence with something like “As I am sure that you 
were not aware of the situation, I was wondering whether we could avoid this 
happening again so that we can all enjoy our homes in peace.” 

Good 
 

Just to confirm, I am not in favour of the use of these cards. Bad 

sorry but I do not think the card is a good idea. If the managerial handling of 
complaints was a lot better these cards wouldn’t be necessary.  More training 
for managers and making sure they are aware and complying with Anchor’s pol-
icies should be able to deal with most complaints. 

Bad 

Thanks for your email about the good neighbour card. In this estate we 

don’t have communal rooms, so I doubt it would work here. I have found deal-

ing with ASB cases in the past, that the neighbour (s) causing the problem usu-

ally have a bad attitude in life, so they don’t want to stop whatever they are do-

ing to annoy other neighbours, as they know what they are doing and really en-

joy being nasty. I wish ASB could be solved by this card, but sadly they don’t 

work. I would love to be proved wrong though and would be very interested to 

hear of any cases in Anchor Hanover properties where it has worked. 

Bad 

Before commenting on the card: 

How long has it been in use? 

Was there a trial Period? 
What were the outcomes of any Trial period? 
Was there an overall improvement in behaviour in the estate? 
Was there an escalation in reports of ASB? 
Did local management monitor the issue of the cards? 
Were the recipients asked how they viewed the card i.e.  
Did they ignore them? 

Good/Bad 
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Did they confront their neighbour? 
Did they accept notification and improve their behaviour? 
How many Housing Associations who introduced the card have continued with 
the facility? 
 

Do you think this card is a good idea? YES  
Do you think this card will help to reduce formal ASB issues? IT MAY ALLEVIATE 
PROBLEMS NIPPING THEM “ in the bud” 
Where do you think these cards, if accepted, should be held? IN A COMMUNAL 
AREA 
Is the card easy to understand and use? IT NEEDS A BIT OF GRAMMATICAL 
CHANGE DOESNT READ QUITE AS IT SHOULD  
Do you think the card could be improved? If so how? ONCE GRAMMAR SORTED 
AND THERE IS A BIT MORE SPACE BETWEEN LINES IT WILL BE OK 

Good 
 

In certain cases the card could be a good idea, but a friendly word between 

neighbours should be a first step ass it is less formal and in most cases, less 

likely to cause offence.  

Good/Bad 

I think it’s only quite a good idea. My question is what is the point of the 

Scheme Manager? 

Good/Bad 

My personal opinion is that the card is not a good idea. I believe that per-

sonal contact with the neighbour is more effective than placing the 

card through their letterbox. When speaking to the neighbour you are  able to 

experience genuine forgiveness and understanding of their cause of disturb-

ance. Placing a card through the letterbox could fuel a negative response and 

may even create an atmosphere of ASB. "Can't they tell me to my face? Why 

hide behind a piece of paper?" Whilst I agree that some people don't like con-

frontation or have had a bad experience and would rather not talk to the neigh-

bour, they have the facility to ask a family member, friend or the estate man-

ager to accompany them to their neighbour for moral support.  

As an example, a message was conveyed to me by my wife who was told by the 
neighbour that there are people who are complaining that I have parked in the 
visitors parking. My wife is passing on a message. Our neighbour, hearing peo-
ple talk about me, decides to pass the message to my wife. The people, in my 
opinion, could possibly be hypocrites. Residents families are parking in resi-
dence parking or in the bays allocated for contractors. All and sundries are 
parking in disability bays. I agree 2 wrongs don't make a right although I would 
have had to park on the road. Had the people who had a complaint approached 
me directly, we would have resolved not only their concerns but possibly the 
balance of the parking problem without involving management. 
Personal contact first, if that fails then approach management with a letter to-
gether with clarifying your concern. 
I have seen enough ASB in a AHG (Hanover) estate. Have heard both parties' 
stories to know that this is not a simple solution offered by the other Housing 
Association estates. Please think this through carefully. 
The card is easy to understand. If AHG goes through with it, it can be placed on 
a table in a communal area for easy access and if not can be supplied by the es-
tate manager if and when needed. 

Bad 

In theory the card is a good idea, but I don’t think it will reduce ASB.  Good/Bad 
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The cards should be kept in the manager's office so that AH management are 
aware that there is a problem. Where there is no manager's office, in the en-
trance hall of the building. 
It is easy to understand and doesn’t need to be improved.  
I would like to ask, are there any figures or evidence to support this proposed 
card being successful, what kind of estates/schemes has it been used on? One 
size does not fit all. 
Where there are residents with sensory impairment, it wouldn't be an appropri-
ate way to deal with any of the options on the card. Only estates where resi-
dents are fit and active should be considered. 

I'm afraid I - and one or two trusted neighbours - find this card quite offensive 

and think it more likely to foster bad feeling than otherwise. No I don't think 

the card is a good idea. No, I think it would make matters worse. If accepted, 

the manager/office of the scheme should hold them. Residents should be made 

aware of them (if the idea is taken up) and they should be asked for (not left in 

a pile to be picked up). Yes it is easy to understand but I find it offensive. Not 

sure how it could be improved. 

Bad 

I'm sorry but I think this a bad idea, I can only see it causing more ill feeling 

among residents than being helpful and how you think it will help ASB problems 

is beyond me. I have lived in 2 Anchor places and in neither place has there 

been a need for anything like this, if it was introduced I can only see what might 

have been a minor misunderstanding turning  into a full blown row.   

Bad 

ASB......in my view is a very delicate problem to address... can be Drink. 
Drugs....Attitude etc etc . card just refers to noise. 

Bad 

I do not like the idea of using the cards. Personal contact could inflame a situa-

tion. 

Bad 

I do not support the introduction of a Good Neighbour Card scheme. I believe it 

to be a retrograde step and a lazy alternative to the more appropriate, tried 

and tested, Restorative Justice Processes. Human nature being what it is I be-

lieve the recipient of such a card is more likely to see it as inflammatory rather 

than conciliatory. 

Bad 

I am not entirely convinced that this card will have a positive impact in AHG 
Schemes for a number of reasons. Firstly, I do not think that there is any substi-
tute for face to face communication, particularly in matters dealing what is con-
tained in the cards. Where individuals have difficulty in communicating, for 
whatever reason, there is generally scheme staff to facilitate this. This type of 
approach is generally for use in dispersed housing schemes and I am not en-
tirely sure of its success. The issues identifies in the card are not matters which 
would be pursued via an ASB Team in their own right. However, I do feel that 
these issues could escalate into such and the absence of open communication 
to resolve any issue earlier may be a contributory factor in this, hence my con-
cerns with the cards on staffed schemes. The cards and approach, if agreed, 
should form part of the ASB Policy & Procedure and these arrangements de-
tailed in this as per this document. I struggle to find a real purpose for this card 
within the ASB Policy & Procedure. For this low-level type of behaviour I feel 
there needs to be culture within schemes that residents can approach each 
other or staff to tackle such matters. 

Bad 

Yes, I think it is a good idea. I think it could stop some of the problems before 

they get out of hand. I think they should be kept by the manager. This will make 

Good 
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the manager aware of any problems. Yes, it gets straight to the point. I think it 

will have to be displayed on the notice board to make people aware of it. It 

needs to say where they can obtain one. Would prefer to see a different closing 

statement. 

 
  



 

31 
 

 
 

 
 



 

32 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


