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North Warwickshire Borough Council

Housing Division 

Anti Social Behaviour: Statement of Policies and Procedures

Executive Summary

Introduction

The Statement sets out the approach and policies of the Housing Division in addressing issues of anti-social behaviour. 

The Statement of Polices will be reviewed annually to ensure they are still current and relevant. As well as a set of policies to deal with anti social behaviour the Housing Division has clear procedures that underpin the policies and ensure their effectiveness. 

Work undertaken in this area will be monitored and service users who make contact with the Housing Division about issues of anti-social behaviour will be asked to give feedback on the service delivered. This will enable us to improve the service we provide. 

1 Statement of Policies 

Definition of Anti Social Behaviour

The term anti-social behaviour is very broad. It includes all types of crime that by definition is anti-social in nature. It also includes behaviour that falls short of criminality but seriously impairs the quality of life for local people. It can include a wide range of activities from neighbour disagreements based on lifestyle clashes to the effects of major criminal activities such as drug supply/ distribution. It is a problem which has many causes and which manifests itself in many different ways and thus, by necessity, it is one which requires a wide range of responses if it is to be successfully tackled. A non-exhaustive list of examples of behaviour that might be deemed anti social includes:

· Criminal damage/vandalism

· Vehicle related nuisance (e.g. persistently carrying out major car repairs)

· Nuisance behaviour (e.g. excessive noise, aggressive or threatening behaviour, 

· Intimidation/ harassment (e.g. hate behaviour, actual or threats of violence against people and property)

· Noise nuisance 

· Abandoned vehicles

· Drug/substance misuse related nuisance (e.g using a property to sell drugs)

· Animal related nuisance issues

· Fly tipping and graffiti

Housing Division Approach to dealing with Anti Social Behaviour

· Estate Management

The Housing Division aims to have a pro-active and preventative approach to anti social behaviour. This recognises the fact that in some instances a problem is more than dealing with crime and nuisance. There are wider issues of quality of life and quality of the environment. 

Effective estate management can improve the environment and quality of life of individuals by reducing nuisance, anti social behaviour and crime. The role of the Estates’ staff and the maintenance service in identifying and tackling these issues is of paramount importance in preventing anti social behaviour occurring or being allowed to escalate to unmanageable proportions. The Borough Wide Tenant Forum and individual Tenants are encouraged to assist with monitoring the condition of estates with a view to identifying hot spots that require action. Housing Officers also take a pro-active approach in enforcing conditions of tenancy. Estates staff become aware of breaches of tenancy through regular estate inspections and home visits as well as in the ordinary operation their duties. 

· Dealing with Anti Social Behaviour

Anti social behaviour is a problem that manifests itself in different ways and therefore requires a range of responses if it is to be successfully tackled. The first step in all cases is to listen to the issues raised by the complainant and to have a clear understanding of the nature of the problem. Once the nature and extent of the problem has been established the most productive way forward can be agreed. This will include working in partnership. The Housing Division works in partnership with other Divisions of the Council as well as other agencies to tackle anti social behaviour. The North Warwickshire Community Safety Partnership has a key aim to to work together to reduce anti social behaviour and nuisance. The Housing Division works proactively in partnership with many agencies including Housing Associations, Warwickshire Police, Warwickshire Drug Action Team and the Community Alcohol Service. 

· Range of Services Offered

The Housing Division has a small team who can deal with anti social behaviour. Any complaints will be considered and addressed by members of this Estates team first. Some cases will require firm enforcement action in other cases there may be particular issues apparent with the perpetrator that require a broader approach. Following initial investigation by the Estates Team a decision will be taken on what action is necessary. Initially services such as mediation, the installation of mobile CCTV, the installation of noise monitoring equipment, using a specialist racial harassment service or using Acceptable Behaviour Contracts will be considered. However in some cases it may be that the perpetrator is causing a nuisance because of their own support needs. In these cases the Estates Staff will work with partner agencies such as the community mental health, alcohol and drug teams to begin to address the issues.  

The Crime and Disorder Reduction Partnership

The Housing Division links in to the work of the North Warwickshire Community Safety Partnership. The Partnership has two broad objectives – to reduce crime and disorder and to reduce the fear of crime. The Housing Division contributes to the actions set out in the Crime and Disorder Reduction Strategy through its active involvement in a number of working groups of the North Warwickshire Community Safety Partnership. All of these groups are designed to take a broad view of anti social behaviour and to act in partnership to address the behaviour and its causes. 

Conditions of Tenancy

Every tenant is provided with a copy of their conditions of tenancy and tenant pack that contains information about their rights and obligations as a tenant of the Council. The conditions of tenancy have a specific clause dealing with anti social behaviour that makes it clear that the tenant:

· Agrees on behalf of themselves and their family and their visitors not to perpetrate or permit in any part of the home or in common parts of the building of which their home forms a part or in the locality of their home 
· any acts which cause a nuisance, annoyance or disturbance to any person, 
· any acts of harassment including racially aggravated harassment or
· any acts that cause damage to or deface any property owned by the Council 

· Agrees to be responsible for the behaviour of any person living in their home (whether permanently or temporarily) and for the acts of any visitors to the premises, in the locality of the premises, or the common parts of the building of which their home forms a part.

Support for complainants and witnesses

Victims of anti-social behaviour can experience repeated incidents and problems day after day. We want people to report problems of anti social behaviour to us and to ‘take a stand’. In order to enable people to do this the Housing Division makes a commitment to deliver on promises, manage expectations and to ensure that there is an open, honest and regular dialogue. The Housing Division aims to take action against the perpetrators of anti social behaviour to protect the complainant. This includes working with partners to ensure that the complainant does not have to move from their home. In cases where legal action is required the Tenancy Enforcement Officer will be the main contact for witnesses and will fulfil the role of ensuring that witnesses are fully supported and informed throughout the whole process. This will include every significant stage of legal action and throughout the court process. This recognises the importance of witnesses to the process of resolving issues of anti social behaviour. Quality evidence is required to ensure success and effective work with witnesses will empower them to act.

Harassment Policy

The Housing Division has a harassment policy that sets out its approach with regard to complaints of harassment that includes racial harassment. 

Domestic violence policy

The Council’s has a policy on Domestic Violence. The Housing Division works with partner agencies such as the Police and Social Services to take action in cases of domestic violence and to raise awareness of the issues. Support for sufferers of domestic violence is provided jointly with Warwickshire Domestic Violence Support Service. Remedies include non-molestation orders, injunctions and in some cases re-housing. 

Prevention of anti social behaviour

The Housing Division needs to be able to act quickly to counteract anti social behaviour where it occurs however where possible an approach is required to prevent anti social behaviour occurring. This includes ensuring estates are in good condition and do not suffer from disrepair, vandalism and abandoned cars. 

The Housing Division can use a range of approaches in preventing anti social behaviour:

· The Estates Team has a pro-active approach. 

· Tenants are encouraged to work with the Housing Division to act quickly against nuisance behaviour

· Tenants are advised at the start of their tenancy what behaviour is acceptable

· A mediation service is available in conjunction with a voluntary agency 

· A rolling programme of multi agency visual audits are carried out

· Acceptable Behaviour Contracts are used 

· We are involved in multi agency partnerships. 

· We have floating support schemes for young people, young parents, domestic violence sufferers and people misusing drugs

Rehabilitation of perpetrators and support for vulnerable groups

The Housing Division facilitates a multi agency North Warwickshire Accommodation Forum. This forum brings together organisations who offer support as well as housing for specific groups. It includes statutory organisations such as the Probation Service and Social Services as well as representatives from the voluntary sector. The Forum promotes partnership working, establishes protocols and ensures that work is undertaken to prevent homelessness and provide appropriate support. The Housing Division is committed to establishing and promoting support networks. This work includes partnerships with:

· Community Drug Teams

· Community Mental Health Teams

· Community Alcohol 

· Voluntary services acting to assist young people

· Voluntary services acting to assist domestic violence sufferers

Data protection and information exchange

There are a number of areas of legislation that relate to the sharing of personalised information. North Warwickshire Borough Council is committed to sharing information in accordance with the legislation and the ‘Warwickshire Sharing of Information Protocol’.

Confidentiality

For successful action to be taken against perpetrators of anti social behaviour the Housing Division needs information and evidence from witnesses and victims. It recognises that it will only receive this information and evidence if people are assured that when it is received it will be treated absolutely confidentially and only used to take action by agreement with the complainant. 

Information is shared with other agencies on the basis of the framework set out at 5.7 above. All information provided for complainants about how the Housing Division will act against anti social behaviour provides a commitment to confidentiality. Information will only be shared or used by agreement. 

Cross Tenure Issues

The Housing Division can take action to protect its own Tenants and against its own Tenants. Nonetheless nuisance issues may involve more than the Councils own stock. Community safety is a cross tenure issue. The Housing Division is committed to contributing to community safety through its role in the Crime and Disorder Partnership. If a nuisance issue is reported to the Housing Division and it does not just involve its own Tenants a partnership approach will be taken. 

2 Statement of Procedures

2.1 Receiving and dealing with complaints

General Information

Information leaflets about how Council estates are managed and how complaints are dealt with are readily available from the Housing Division. 

· The ‘Being Neighbourly’ leaflet outlines the complaints that may arise, who to complain to and how the complaint will be dealt with. 

· The ‘Action Against Harassment’ leaflet states how the Housing Division will act in cases where harassment is reported.

· The ‘Estate Management Services’ leaflet provides information about how the Housing Division manages the Council’s properties and works with other Divisions to ensure communal areas are kept in good order. 

Receiving Complaints 

Complaints of anti social behaviour can be received in any form. This can include: telephone, visit to the Council’s offices, letter, e-mail or fax. Complaints of anti social behaviour do not have to be in writing before we investigate them. However we usually request that the complaint is made in writing in order to ensure we have a clear outline of the nuisance complained of. This prevents misunderstanding. Anonymous complaints will be considered. However action taken will depend on the information received and any subsequent investigations.

Any individual or group can make complaints. This can include: the alleged victim, their friends, relations, neighbours, witnesses, other agencies or Councillors. However before there is any contact with the alleged perpetrator a discussion with the victim and proposed action plan will generally be agreed. 

All complaints are taken seriously and investigated promptly.

Processing Complaints

All complaints are given an initial classification on the same day as receipt. The classifications are:

· Category 3 (Minor) includes most neighbour disputes, minor breaches of conditions of tenancy, (domestic noise such as the noise of the vacuum cleaner, washing machine or other every day noise), complaints regarding pets, refuse, parking, abandoned cars, fly tipping, graffiti or the condition of a tenant’s property.

· Category 2 (Serious) includes serious breaches of tenancy condition, heated verbal arguments and serious disputes, noisy neighbours, allegations of petty criminal activity, threats or threatening behaviour, intimidating behaviour from groups or individuals, complaints that have the potential for rapid progression to a category 1 complaint.

· Category 1 (Very Serious) includes harassment on the grounds of race, sexuality or disability, any other harassment and actual violence or threats of violence, any other serious criminal activity. 

The Area Estate management Officer will normally deal with category 3 complaints in the first instance. The Tenancy Enforcement Officer will normally deal with category 1 and 2 complaints. Racist incidents will also be reported to the Council’s Race Equality Support Officer. 

Contact with the Complainant

The first contact will always be with the complainant. In some cases the complainant will not always be the victim i.e. where the complainant’s representative or a witness has made a complaint. Where the complainant is not the alleged victim, the alleged victim must also be contacted at the same time as the complainant. 

The investigating officer has a specific target time to undertake the initial contact: 

· Category 3 – 10 working days 

· Category 2 – 5 working days 

· Category 1 - the same day

The initial contact can be by letter; telephone call or a home visit in the case of category 3 and 2 cases but must always be by telephone or personal visit in category 1 case. 

Taking Action

Once clear information has been received and the exact nature of the nuisance caused, and its persistence established, what action can be taken will be discussed and a way forward agreed. The complainant will be given written information about how the Housing Division would normally address issues of anti social behaviour and what information is required from them. The complainant will also receive a letter confirming what action has been agreed. 

In general once a full account of the history and pattern of the incidents has been obtained the next step is to decide on how the investigation should progress. There are four main options: 

· If appropriate encourage the alleged victim to speak to the alleged perpetrator

· Visit and interview the alleged perpetrator and any witnesses 

· No further action other than to monitor the situation 

· Refer to a more appropriate agency or Division within the Council 

As the investigation proceeds the complainant will be kept informed both verbally and in writing about its progress. In most cases the officer who makes first contact will be the case officer, however if this changes the complainant will be informed. The complainant will have the name of the Officer dealing with their case and their direct telephone line. This should give the complainant confidence that they are contacting someone who knows the details of their case and that it is being dealt with confidentially.

Supporting Complainants 

The Housing Division recognises the importance of witnesses to the process of resolving issues of anti social behaviour. Quality evidence is required to ensure success and effective work with witnesses will empower them to act. Victims of anti-social behaviour can experience repeated incidents and problems day after day. We want people to report problems of anti social behaviour to us and to ‘take a stand’. In order to enable people to do this the Housing Division makes a commitment to deliver on promises, manage expectations and to ensure that there is an open, honest and regular dialogue. 

Case Management

Often, after a case has been opened and initial contact/ investigation made, it can drift with no action being taken on it for some time. This can be because of: 

· The anti social behaviour is either minor or intermittent

· Because of lack of evidence to take any action 

· Lack of response from partner agencies or support agencies

(Although it should be noted that the Council will work closely with partners to ensure, where possible this does not happen.)

Complainants will be informed that their case will be reviewed on a monthly basis to take stock of progress. Following the review they will be informed of how the case is going to be moved forward, this can be in the form of a visit, telephone call, or letter. However, during the monthly review, consideration will be given to closing the case where no appropriate action can be taken. The agreement of the alleged victim is usually required before a case can be closed. However, it may be closed without the consent of the alleged victim in the following circumstances:

· No incidents have occurred for two months or longer

· There is a dispute that does not involve breach of tenancy conditions

· There is a dispute that does involve an alleged breach of conditions of tenancy but where there is a claim and counter claim and no independent corroboration of the facts.   

· Where, following investigation, the complaints are found to be malicious or spurious. 

When a case is closed the complainant will be informed in writing that this is the case and the reasons for it. If a complainant is unhappy with the progress of their case they can make a complaint using the Council’s complaints procedure. A leaflet outlining the procedure and with a form to complete is readily available to customers. 

2.2 A Guide to Tools the Council can use against Anti Social Behaviour

Deciding on which Tool

The Housing Division will decide on what action to take once it has investigated the complaint and has sufficient facts to make a decision on the most productive course of action. In most cases giving clear advice on what is acceptable behaviour and what action can be taken if the nuisance persists is sufficient to prevent any further anti social behaviour. However in other cases further action may be required. Once the type of tenure of the perpetrator has been identified, a menu of options will be considered which are available for that tenure group. The most appropriate tool to bring about the impact required will then be chosen. Sometimes a combination of tools will be required. Key partners will also be identified. In some cases the Housing Division will act alone but in others relevant partners will be involved. The views of the complainant will be taken into consideration when a decision is made on the most appropriate action. 

Warnings 

Clear warnings to the alleged perpetrator are very important. Verbal warnings will always be followed up in writing to prevent misunderstanding. The letter will give clear information on about the allegations, what action they should take to stop the breach of their tenancy and advice on the sort of action that will be taken if the anti social behaviour does not stop. The letter should not identify the victim unless this has been specifically agreed. A clear time scale should be given for both the alleged perpetrator to act and for action that the Housing Division will take. 

Types of Action

The Housing Division will consider what action is required to solve a particular problem on a case by case basis. In some cases of nuisance a broader approach can be taken. There may be an argument for environmental improvements and other agencies may be contacted to help set up other activities for the young people on an estate. If this is the case the Estate Management Officers will co-ordinate action with the Maintenance Section and other Divisions to establish the issues and a time scale for action. In other cases a particular tenant may require support services in order to resolve issues. If this is the case the Housing Division will work in partnership with service providers to work to put the support in place. 

The following outlines some of the types of action that the Housing Division can use in cases of complaints:


Mediation Service (Any Tenure)


Acceptable Behaviour Contracts (Any Tenure)

Injunctions (Applicable tenure varies depending on the type of injunction)

Demoted Tenancies (Council & Housing Association Tenants)

Possession (Tenants) 

In some cases it will be reasonable for the Housing Division to take action in others a more multi agency approach will be required. The Housing Division is an active participant in a number of multi agency groups and meets with partners such as the Police and local Housing Associations to address common issues. Together we can consider other actions such as:

Noise Abatement Notices (Any Tenure)

Anti-Social Behaviour Orders (Any Tenure)

Dispersal Orders (Relates to a Designated Area)

Restraining Orders (Any Tenure) 

Abandoned Cars

Fly Tipping and Graffiti

Monitoring Complaints of Anti Social Behaviour and Actions Taken

The Housing Division will monitor and evaluate its own procedures and actions with regard to dealing with anti social behaviour and will work with partners to evaluate initiatives and joint actions. The purposes of data collection are to enable the Housing Division to:

· Identify geographical hotspots of anti social behaviour and specific behaviour that is a problem in the locality

· Target resources to tackle anti social behaviour appropriately

· Evaluate the success of actions taken to address anti social behaviour

· Monitor cases of racial harassment

Reporting

Monitoring reports will be submitted to Councillors and Tenants. Councillors will receive information reports quarterly. Tenants will receive monitoring reports quarterly at the Borough Wide Tenant Forum and as part of the Annual Report to Tenants. Data collection will include:

· A count of reports of anti social behaviour - identifying the type and action taken

· Details of Court action

· Analysis of hotspots identified by the multi agency Community Confidence Group

· Analysis of visual audits

· Tenant consultation

The full Statement of Policies and Procedures and other information leaflets referred to here are available from the Housing Division. Please call 01827 719214.
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