
Housing and Constituencies

Antisocial Behaviour 

Service Standards

Your tenancy
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Birmingham City Council aims
to provide all its customers with
a professional antisocial
behaviour service. We know
that antisocial behaviour is 
a serious problem that can
badly affect the quality of 
life for individuals, families 
and communities.

We will work with the police,
other departments and outside
organisations to provide an
effective, customer-focused,
local antisocial behaviour
service. We will use all of our
powers, including legal ones,
so that residents can live 
in their homes and
neighbourhoods in peace.

Our policies are available on
the Birmingham City Council
website www.birmingham.gov.uk.

About these service
standards

This leaflet tells you what you
can expect from us when you
are using this service – our
service standards. There are
two types of service standards:

■ Our general service
standards. They cover the
standards you can expect
from all Birmingham City
Council housing services,
including this one.

■ The service standards for the
antisocial behaviour service.

These service standards have
been developed in consultation
with customers. We will monitor
our performance against these
service standards and share the
results with the users of this
service. We will review the
service standards annually. 

Our commitment to you…
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General customer
service standards

Our general customer service
standards are to:

■ Answer all phone calls within
six rings. The person who
answers the phone will give
their name and service area.

■ Deal with phone calls
immediately or, where this 
is not possible, call you back
within one working day 
or at an agreed time (if we
transfer your call, we will 
tell the other member of 
staff your name and why you
are calling).

■ Acknowledge your letters or
emails within three working
days, and reply within 10
working days (if we need to
follow with a more detailed
reply, we will let you know
when to expect it).

■ Send forms or information
leaflets you ask for within five
working days.

■ Provide you with clear 
and relevant advice and
information in response to
any query.

■ Visit you in your own 
home if you cannot come 
to our offices.

■ Leave a calling card when 
we visit you at home and you
are not in.

■ Staff will carry identity 
badges at all times. Please
always ask to see
identification before letting
anyone into your home.

Accessing the housing service
through a neighbourhood
office:

■ If you have an appointment
you will be seen within five
minutes of your appointment
time.

■ If you call in without an
appointment you will be seen
by a member of staff within
15 minutes who will assess
the nature of your enquiry.

■ If your enquiry can be dealt
with there and then, we will
deal with this at the time of
your visit.

■ If your enquiry means that
you need to see one of our
advisers we will offer you 
an appointment within 10
working days. 
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We will provide all of our
service users with equal 
access to services. We will 
not discriminate against 
anyone because of their age,
disability, gender, race, religion
or sexual orientation.

We will:

■ Treat you with respect and
deliver our service in a way
that meets your needs.

■ Train all our staff in equality
and diversity issues.

■ Ensure that no one receives
less favourable treatment
than anyone else.

■ Act quickly and firmly against
any kind of discrimination.

■ Make sure our offices 
are accessible. 

■ Provide induction loops 
and sign language facilities 
if you need them.

■ Use written and spoken
language that is clear and
easy to understand.

■ Provide you with written
documents that are easy 
to read and offer them in
large print, Braille or on
audio CD if required. 

■ Arrange to translate
documents or for an
interpreter to explain written
documents to you if you are 
a non-English speaker.

■ Collect and monitor
information about customer
satisfaction and the profile 
of our service users and use
this information to improve
our services.

■ Assess the impact of our
policies and services and
make changes if they are
found to be treating any
group unfairly.
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Antisocial behaviour
service standards

We will:

■ Provide a range of ways 
you can report antisocial
behaviour. You can find out 
how to contact us on page 6.

■ Respond to your complaint
within one working day if it is
a very serious complaint
(category A) such as
harassment, violence or threat
of violence or a hate crime.

■ Respond to your complaint
within five working days if it is
a serious complaint (category
B) such as allegations of petty
criminal activity, threats or
threatening behaviour, or
intimidating behaviour from
groups or individuals.

■ Respond to your complaint
within 10 working days if it 
is a minor complaint
(category C) such as one
about pets, parking or refuse.

■ Give you the name of the
local officer who is looking
into your complaint.

■ Meet you somewhere that you
choose, that is reasonable for
both of us.

■ Listen to what you tell us and
keep a record of it so you
don’t have to repeat yourself.

■ Explain what we can do to
help you and agree an 
action plan with you. 

■ Clearly and honestly explain
why, if we discover we cannot
help you. 

■ Keep what you tell us
confidential. 

■ Contact you every two weeks
to tell you about the progress
of your complaint.

■ Refer your case to other
organisations which can 
help, if needed. For example, 
we could ask a mediation
service to help. 

■ Give you a diary to 
complete to gather evidence
if needed and help you
complete it. We will review 
it every two weeks. 

■ Provide you with a specialist
victim support service if your
case goes to court. 

■ We will consult with you
before we finish dealing 
with your complaint.
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■ We will send you a customer
satisfaction survey when we
finish dealing with your
complaint and use your
comments to improve our
service to customers.

We take all complaints seriously
but there will be times when we
can’t change a decision, such
as for legal reasons.

Your responsibilities

We gave you a conditions of
tenancy booklet when you
moved in to your council home.
If you can't find yours, you can
get a new one from your
nearest neighbourhood office
or by calling your local housing
team. Please make sure you
read this booklet and follow 
the tenancy conditions.

It explains how you, and any
joint tenants, are responsible
for your behaviour and the
behaviour of your children, pets
and anyone else living with or
visiting you. You must not do
anything that interferes with the
peace, comfort or convenience
of other people living in the
area. Action will be taken
against tenants who break 
their conditions of tenancy. 

Can you work with 
us to make the 
service better? 

We are always looking for
service users to get involved
and help us improve the
service. If you would like to 
find out more about how you
can get involved, please 
contact us using the details 
on the next page.
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How to contact us

You can report antisocial behaviour to any neighbourhood office
or call Contact Birmingham on 0121 303 1111. 

You can also call or email your local team on the number below:

Edgbaston 0121 303 9728
Edgbaston@birmingham.gov.uk

Erdington 0121 303 5487
Erdington@birmingham.gov.uk

Hall Green 0121 464 1199
HallGreen@birmingham.gov.uk

Hodge Hill 0121 303 7269
HodgeHill@birmingham.gov.uk

Ladywood 0121 303 5660
0121 464 5197
Ladywood@birmingham.gov.uk

Northfield 0121 464 4700
Northfield@birmingham.gov.uk

Perry Barr 0121 303 6523
PerryBarr@birmingham.gov.uk

Selly Oak 0121 464 1199
SellyOak@birmingham.gov.uk

Sutton Coldfield 0121 303 5487
SuttonColdfield@birmingham.gov.uk

Yardley 0121 303 0742
Yardley@birmingham.gov.uk

You can also visit our web pages at
www.birmingham.gov.uk/asb
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HOUS 10025 HouCom 09.787 10/09 2K2C

If you would like this leaflet in large print, Braille, 
audio cd or tape, please call 0121 303 1111

09.787 A5 Anti Social B SS Leaflet:Bridge Group A5 Template  14/10/09  09:19  Page 7


