
Malmesbury Residents Association (MRA) Meeting  
 
Date: 27th August 2019 
Venue: Caxton Hall Community Centre, focusing on ASB 
Committee members present: James, Jane, Shahid, Tim 
Invited officers: 
- Christian and Margaret, Liveable Streets 
- Linda and Christine, THH Housing Team 
- Nabil and Dean,THH ASB Team (attending in place of our new ASB Officer Ryan Dent) 
- Steve, THH Team Leader for Malmesbury estate maintenance 
 
  
MRA Chair: This meeting is focussed on Anti-Social Behaviour (ASB).  ASB plagues the Malmesbury 
area and residents regularly raise issues with us.  We have recently met with Nick and the Council’s 
Housing Officers to see what can be done.  We have tried to bring residents together through 
organising a summer party, and our green spaces planting project.  Tonight is an opportunity for 
residents to ask questions directly to Tower Hamlets Homes (THH) officers. Let’s start with 
introductions, Nabil do you want tell us what your team does? 
  
Officer: When a call comes in regarding the Bow West Ward, if it’s a housing issue, it goes to Linda, 
if it’s an ASB issue, we deal with it.  Calls regarding smoking cannabis go to the estate officers, of 
which there are 14.  We will investigate and feedback the findings, typically issuing anti-social 
behaviour warnings, followed by injunctions or ASB orders, and if there’s a charge of possession then 
we can press for breach of tenancy. 
  
Resident: there are people smoking cannabis right outside my window, and nothing gets done after 
the warnings and injunctions.  I’ve given the registration number of vehicles to the police, I’ve given 
the police their addresses, I’ve got the call reference numbers.  They also smoke outside old peoples’ 
homes.  Why has nothing been done?  I call the police when they are there.  There are silver 
cannisters and bottles of alcohol left on the floor.   
  
Resident: I’ve reported it several times, it's on-going, what results do you get?  It’s the same people 
doing it over and over again. 
  
Chair: [addressing ASB team] Can you improve the trust people have in the reporting system so that 
things get done?  
  
Officer: we will take down the resident's details.   
  
Resident: there are a mixture of homes here, no building has working CCTV, I’ve taken photos for 
the police, young people covering their faces giving packets.  I reported it and was told to talk to my 
housing officer, I’ve not had a response back from my housing officer.  Most weekend and night times 
they are selling drugs, on their bikes and fighting, it’s the same people every time, smoking, there are 
fires in the communal bins, no information is given back to me, in the last 12yrs, there’s crime, parking 
in the wrong areas, I’m worried about my children, we need some action taken. 
  
Officer: THH provides no CCTV within the estates because we need to provide a response service 
so it has to be manned.  I’m happy to put it in writing for residents.  It’s an issue of cost.  A lot of 
youths put their hoodies on and mask up their faces so the courts reject the CCTV footage as it has to 
prove identity beyond all reason doubt.      
  
Resident: we want the CCTVs taken down.  There's also some on Tom Thumbs Arch.   
  
Officer: funding is an issue, whilst recording it may help with identifying people it is no good as 
evidence.  Please speak to your MPs and councillors about it. 
  
Resident: I work in this borough.  It's frustrating not to have anyone from the youth service at this 
meeting.  
  



Officer: We investigate all issues which are reported to us.  That sounds unacceptable.   I will contact 
the relevant ASB Officer to pass on your issue.   
  
Resident: The problems, the drug dealing, get shifted to other areas of the estate.   
  
Officer: Any issue you're not happy with, you can complain about, you can complain about not getting 
a response.  If you're not getting your service, you have a right to complain. 
  
Resident: When I make a complaint, there’s no record of my complaint, the reference numbers are 
meaningless, there is a problem with the reporting system.  
  
Officer:  Please call us and tell us about the reporting system. 
  
Resident: I was asked to pay £32 for a car park lock, even though I don't own a car and I don’t use 
the car park.  I’m not now paying for repairment of the car park lock.   
  
Officer:  I will check that out, you shouldn't have been charged.     
  
Resident: I have contacted the ASB team and they haven't done anything. 
  
Officer: Calls go through the triage system, it goes to housing and if they can’t deal with it, it comes to 
us.  Ask to speak to the estate tenancy ASB team.  If you don't get a response, ask to speak to their 
manager. 
  
Resident: I’ve seen rats, and called people out about it, but they didn't turn up.  I can't let the kids and 
dogs outside any more. 
  
Officer: We can arrange additional lighting for a car park and that issue can be raised on the estate 
walkabout next week. 
  
Resident: Every time the boys turn up here, I call the ASB line, the boys scarper, and then they come 
back after the police have gone.  Sometimes the ASB team don't respond, in the evening after 10pm 
or 11pm. 
  
Officer: Drug dealing is very lucrative, the people involved are extremely organised, you can see they 
have lookout points where they sign to each other that the police are coming. 
  
Resident: We need monitoring of that behaviour. 
  
Resident: They are the same boys, I’ve told the police they are the same boys, once when I reported 
it my boy was subsequently beaten up at school. 
  
Officer: Every phone call is taken in confidence, we don't disclose that information so how did they 
find out?  We tell residents not to approach these people. 
  
Resident: I don't understand why you're here when the senior officers aren't? 
  
Officer: Talk to your councillors, speak to the chief constable, take the issue further and ask why 
you’re not getting an answer. 
  
Resident: We don't know the escalation process, we need to know who the THH/Council individuals 
are and how to contact them. 
  
Officer: If you're not happy, you can speak to their boss. 
  
Resident: We don't have that information. 
  
Officer: Use the complaints procedure. 
  



Chair: It's about communication between THH and the residents, we need that information from THH 
direct to residents. 
  
Resident: Use the noticeboards for it. 
  
Officer: The noticeboards were put up for MRA’s use. 
  
Chair: The issue is, can THH communicate better to tell us the process? 
  
Officer: Do the residents not know how to report an issue? 
  
Chair: They need the contact number but also need to know the process for when no action is taken. 
  
Officer: I wouldn’t have authorised leaflets in blocks, we put up the 5 MRA noticeboards.  Your 
service shouldn’t depend on me sitting at my desk at a certain time, you should be able to contact us 
at any time.  Call 5015 to speak to your housing officer and we will arrange a call-back within 48hrs if 
she's not in.  I can see every call from you.  I will allocate the work when Linda's on holiday.  We 
encourage everything to go through 5015 and "Contact Us".  Re: the escalation procedure - call 5015 
if you're not happy with Linda, or repairs, or Steve, they will register that complaint, then I will ring you 
and give you a formal procedure.   
  
Officer: Contact your local councillors, they have ability to contact the different teams and try to find a 
joined up solution for you.   
  
Resident: Councillor Begum visited my house 3 times, there is no cleaning in my building, I reported 
it and the problem came back. 
  
Officer: Contact the mayor. 
  
Resident: It’s an on-going issue, we keep repeating ourselves, the boys in the car park, they use 
school boy tactics, we need the police to be more proactive. 
  
Officer: I think what you're asking for is action at the time when it happens. 
  
Resident: When the police arrive with the sirens wailing, the dealers disperse.   
  
Officer: The Community Safety team do walkabouts and come up with a whole list of issues. 
  
Resident: It would be nice to hear from Alex and his team at the Bow West Police Ward panel. 
  
Chair: They have a quarterly meeting, email us and we can pass on the details of those meetings. 
  
Resident: You get a lot of complaints but I haven't heard about any solutions to these complaints, can 
we have some simple answers about what you're going to implement with ASB, since we have 
widespread ASB problems. 
  
Officer: The whole country is drug infested, any service failure is recorded and allocated to someone 
to resolve.    
  
Chair: The system is not working. 
  
Resident: What happens if we have drug dealers, and report it. 
  
Officer: The case is closed if no evidence is seen when we turn up, we work from afternoon to the 
early hours in the morning.  We are 4 people and cover the whole of the borough.  To implement 
cameras on the estate and monitor them would equal the total cost of our current service.  After the 
point when someone has received 3 ASB forms, then we look at injunctions.  We're not able to talk 
about individuals’ details.  We're despatched by THH.  They will try to prioritise a particular area for 
us.  They work 7 days a week.  
  



Resident: Are there any groups in the area known to the police? 
 
Resident: How many cases do you deal with in a week?   
  
Officer: We have weekly meetings to review the previous week, and to set the tasks for the following 
week, based on complaints received from residents.  If we don’t receive complaints then we don't 
prioritise.  Ryan Dent is Michaela's replacement as this area’s ASB Officer.  We need to know the 
time, the issue, a description of the people involved, then we can issue ASB warnings, we analyse 
how often the people have been reported previously, then we can issue an injunction or go to the 
court if we have enough evidence.   
  
Officer: It’s recorded on our system if you call 5015, so I recommend not emailing THH individuals. 
  
Resident: If we have an email, we have tracked evidence of us reporting the issue. 
  
Officer: It’s best to use Contact Us then, online. 
  
Resident: They pretend the reference number doesn't exist. 
  
Officer: I can't answer a question about the process.  Speak to your councillor, your MP.  Write to us.   
  
Officer: You've saying you’ve complained 5 times, and there's no reference number on our system?  
There's only one unique reference per case.  There's an out-of-hours service.  101 is the police 
number and has nothing to do with THH.  Have you got those numbers? 
  
Resident: Can you request that senior members of your team turn up to a MRA mtg? 
  
Chair: We invited our councillors to this meeting but they were unable to make it.  If ASB is a concern 
for you, you can work with us to deal with ASB.  I’m not sure anything we're heard is going to be 
resolved quickly.  We have meetings on the last Tuesday of the month.  The next meeting is our AGM 
so please come along if you want to get involved, if you have any ideas or capacity to help us.   
  
Resident: Can you arrange for senior members to attend the meeting? 
  
Chair: If you can get involved too then yes, together we can arrange a meeting with more senior 
members of THH and the Council. 
  
Resident: We should let our councillors know we weren't happy that they weren't here tonight.  We 
need to know the clear responsibilities of the different agencies. 
  
Officer: With the new triage process, which directs residents to who they need to speak to, you're told 
who you will be dealt with 
  
Chair: Can we do a little experiment now, this is the number THH give out for ASB and I’m going to 
call it now. 
  
Officer: That is an in-office-hours number, does the leaflet not make that clear?  This is an error 
which we will address.   
  
Chair: The leaflet needs to be redesigned.  We only have 5 noticeboards.  I think we need more 
noticeboards if residents don't know that they're there.    
  
Resident: I live on the corner of Sheffield Square and there's loads of litter.  Are we suppose to report 
littering?  What strategy do you have for littering?  It's people throwing litter on the ground.  Armchairs 
are left outside. 
  
Officer: It’s a problem we manage so well that people often think we offer it as a service.  The 
caretaker deals with it within 48hrs.  People use it as a collection service while the leaseholders pay 
for it.  It's difficult, can you identify the person?  If you report it as ASB then it will come to Linda, if she 
can’t identify them, it’s difficult.  We can write block letters but the people doing it are the ones who 



don't care.  We need evidence.  The caretakers do report fly-tipping.  The colour coding warning still 
happens.  The ultimate sanction is taking your house away but we need a weight of evidence.  I think 
it’s about peer pressure.  When you get pride in your estate.  One neighbour won't do it to another 
neighbour, the community spirit.   
  
Chair: Our next planting event is on 21st Sept, 10:30am, please do attend.  We're working on getting 
bin enclosures installed.  There's a trial one at the back of Harris House.  There’s a meeting 
happening next week which you can attend on the bin enclosures.  
  
Resident: What are the responsibilities of the caretakers?  I’ve left messages about our rubbish chute  
being blocked and leaving rubbish outside the block.  I don't want to spend my time calling up with the 
problems, why don’t the caretakers deal with it?  I expected the cleaner to unblock it but they don't 
without me calling up about it. 
 
Resident: The cleaners don’t do their regular tasks in my block either, they don't go up the stairs, it 
never happens, I've sent photos to Linda. 
  
Officer: Your block has always been an issue.  They are supposed to check on a Monday and a 
Friday and then clean on a weekly basis. 
 
Officer: Linda doesn't manage the cleaners.  We'll be looking next week, at 6:30pm on Wed 4th Sept 
on the estate walkabout. 
  
Officer: We attended today’s meeting to talk about Living Streets, and the contentious closure of the 
trial project.  People said they wanted to stop the traffic rat-runs and short-cuts.  We picked up on 
Malmesbury estate as we hadn't heard sufficiently about it.  There's a link to ASB, making the streets 
better for walking and cycling, you need to feel safe, we could do some design features to help that, 
some areas identified on the ASB walkabouts. If we close off a road then we can trap the drug dealers 
as they have to exit the same way that they came in.  Mopeds are particularly difficult to catch.  Tom 
Thumbs Arch’s art work was done by local kids who grew up around there and consequently didn't 
graffiti it. We could commission some more art work and then get a new group of kids to do it.  We 
can increase the chicanes so that cyclists have to slow down more.  I want to come back and talk to 
you more at a later meeting. Have a think about your ideas, we could work with THH and use some of 
their land as well.  We need to understand the issues to then do something to benefit all the residents.  
We're looking at the whole of the Bow area, east and west.  One of the biggest complaints we receive 
is the amount of traffic on Coborn Road.  However a higher volume of traffic can deter drug dealers.  
Each area has its own problems and therefore solutions.   We don't have a firm proposal for you yet, 
we need to work with you re identifying the problems first. 
  
Resident: The chicane at Toms Thumbs Arch is used by drug dealers.   
 
Resident: Are THH working with you on Living Streets? 
  
Officer: Yes, an awful lot of officers are working with us, we’re trying to reach out to lots of 
stakeholder groups, as many groups as possible to engage with.  Can we do that for an hour at a 
future MRA meeting?  It's been useful to hear your issues tonight. 
  
Chair: Yes, we need a separate meeting to discuss this.  Tues 24 Sept is our next meeting and our 
AGM, so please do all join us for that. 


