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 1.  Policy Statement

North Lincolnshire Homes believes that everyone should feel safe and secure and be able to enjoy living in their home without experiencing the anti-social behaviour of others.

We expect our residents and their visitors to be good neighbours who act reasonably and considerately and who respect the different values and lifestyles of others.  Where our residents fail to respect these values, we will take action to enforce the terms of their tenancy agreement or lease using civil and criminal legal measures and/or tenancy support interventions as appropriate to remedy the breach.

We treat every report of anti-social behaviour seriously and intervene at an early stage to prevent problems escalating.  We also work in partnership with others to develop initiatives to prevent anti-social behaviour, share information and respond jointly to issues.  

2. Introduction

This policy covers the following areas of activity for employees and customers:

· Recognising the difference between anti-social behaviour and harassment

· Partnership working arrangements and outcomes

· Prevention activities

· Reporting and investigation

· Remedies for anti-social behaviour

· Support for victims and witnesses

· Confidentiality and Data Protection

· Implementation and monitoring

3. Scope of the Policy

This policy applies to the organisation and its employees, committees, partners, tenants and leaseholders, and to any external organisation supported or engaged by North Lincolnshire Homes.  It does not apply to cases of harassment on the basis of race or ethnicity, age, gender, sexuality, mental or physical disability or faith and belief, as this is covered by a separate Harassment Policy.
The policy complies with our legal and regulatory responsibilities and supports our overall strategic objectives and corporate vision.

4. Aims of Policy

North Lincolnshire Homes aims to create neighbourhoods which residents are proud of and enjoy living in, and to build communities in which individuals flourish and treat each other with respect and dignity. 

This policy has been produced to ensure that NLH acts to prevent anti-social behaviour and responds effectively to reports received from customers.

5.   Principles of the Policy

5.1   Definition of Anti-social Behaviour

North Lincolnshire Homes apply the 1996 Housing Act to define anti-social behaviour as conduct which:

· is capable of causing nuisance or annoyance to any person; and

· directly or indirectly relates to or affects the housing management functions of  a relevant landlord; or

· consists of or involves using, or threatening to use, housing accommodation owned or managed by a relevant landlord for an unlawful purpose.

In this definition, the word ‘person’ means anyone who has the right to live in property owned or managed by NLH, those living in any other property in the neighbourhood (such as owner occupiers and tenants of other landlords) and anyone else lawfully in such property or in the locality.

The ‘housing management function’ means any activity that NLH would undertake in the day to day management of its homes and neighbourhoods such as resident involvement, repairs and maintenance, rent collection and neighbourhood management.

Matters that might ‘indirectly’ affect the housing management function could include housing support, environmental health, refuse collection and other services provided that help with the landlord function.

Anti-social behaviour includes things like:

· Aggressive and threatening language & behaviour.

· Actual violence against people or damage to property and land.

· People being harassed or attacked on the grounds of race, age, gender, disability, sexual orientation, religion, belief or nationality.

· Graffiti & vandalism

· Use of property or locality to use or sell drugs or for other illegal activities (e.g. storing stolen goods, burglary, prostitution, under-age drinking)

· Noise Nuisance (e.g. loud parties; shouting; banging; excessive volume from tv’s, radio’s and Hi-Fi’s)

5.2   Harassment, Racial Harassment and Hate Crime

North Lincolnshire Homes has a separate Harassment Policy and will deal with behaviour that is defined as harassment and Hate Crimes under that policy.
5.2.1   Definition of Racial Harassment

North Lincolnshire Homes adopts the definition of Racial Harassment as set out in the Macpherson Report, which is:

‘An incident or series of incidents intended to likely to intimidate, offend or harm an individual or group of individuals because of their ethnic origin, colour, race, religion or nationality’.

5.2.1   Definition of Other Harassment

We adopt a similar approach to defining other forms of harassment as:
‘An incident or series of incidents likely to intimidate, offend or harm an individual or group of individuals because of their gender, age, physical or mental disability, sexual orientation or faith and belief’

5.2.3   Hate Crime

Hate Crimes are offences motivated by prejudice or hatred toward a particular person or group of people on the grounds of race, ethnicity, gender, age, religion, sexuality, mental health or disability.  

Offences include verbal and physical abuse, assaults, criminal damage, vandalism, hate mail and threats of violence.

5.3   Working in Partnership to Tackle Anti-social Behaviour

We actively work with other agencies to share information and best practice, to develop initiatives to prevent anti-social behaviour and to respond jointly to issues in our neighbourhoods.  The organisations we work with include:

· Safer Neighbourhoods

· Humberside Police, Probation and Fire and Rescue

· North Lincolnshire Council including Environmental Health and Adult and Childrens’ Services

· North Lincolnshire Primary Care Trust
· Victim Support

· Local support agencies
· Other social housing landlords
5.4   Preventing Anti-social Behaviour

We make our expectations of tenants clear in our Allocations procedure, Tenancy Agreement, Sign- up procedure and Tenancy Handbook.  We will also introduce Good Neighbour Agreements in particular estates as an addition tool in setting clear standards of behaviour.

We use starter tenancies for all new tenants of the organisation.  This is to ensure that tenants are able to meet their tenancy obligations before a standard tenancy is offered.  

Where an applicant for housing has a history of anti-social behaviour or unspent convictions, we will consider their eligibility for housing in accordance with our Lettings Policy.

We also promote expected behaviour through our newsletter and publicise the outcome of legal cases. 

5.4   Reporting and Investigation

5.4.1   Reporting

We encourage residents to contact us for advice and information when they have a problem and we recognise that this does not obligate them to make a formal report.  We will let people know what we can do to help and then they can decide whether they want us to record a formal report.

We accept reports of anti-social behaviour in person, in writing, by telephone or by email from tenants, leaseholders and other stakeholders such as Councillors, MPs, the Police and other agencies and community members.  We also offer a dedicated ASB reporting line which is available 24 hours per day.

When we receive anonymous reports, we will consider whether any other reports have been received about the alleged perpetrator and assess the risk of the report being malicious before deciding whether or not to act upon it.  

We acknowledge receipt of reports and start an investigation within 5 working days of receipt. We also provide a named officer to deal with a case and a copy of our Anti-social Behaviour Statement.

If we are unable to take action in response to a report of anti-social behaviour, we will let the customer know this, explain the reasons why and give advice on other solutions that may be available.

5.4.1   Investigation and Response
We will adopt a tiered approach to investigating reports of anti-social behaviour.  On receiving a report, we will assess the urgency and impact of the behaviour and will set a timescale for the initial response using the guidelines below:

	Urgency/Impact
	Examples 
	Response time

	Urgent
	Risk to health and safety of a person, offensive graffiti
	Within 24 hours

	Priority
	Serious noise nuisance, fly tipping, drug and alcohol related incidents
	Within 5 working days

	Routine
	Neighbour disputes, gardens, pet related incidents
	Within 10 working days


The Officer allocated to the case is responsible for keeping the customer informed of the progress of their case.  This is done by contacting the customer after any developments in the case and once a month for a general update.  

Investigations are carried out fairly and objectively and decisions are made based on the evidence obtained and in consideration of the rights and circumstances of all involved parties.  

Depending on the nature and severity of the anti-social behaviour, cases may be handled by the Housing Management or ASB team.  However, we will apply consistent standards and procedures in all cases including agreeing a case specific action plan with the complainant and reviewing it regularly with them as the case progresses.  We also ensure that we keep thorough and accurate records and evidence logs.  

We train staff and keep them up to date with changes in legislation, policies and good practice, and provide them with a guide to investigating and resolving anti-social behaviour.

5.5   Support for Victims and Witnesses

We recognise that reporting and giving evidence about anti-social behaviour is stressful and distressing for individuals who may be worried about reprisals from the perpetrator.  In order to help and give confidence we may:

· Signpost them to victim support services

· Put witnesses in touch with each other for mutual support

· Involve groups such as local Tenants Associations or Neighbourhood Watch to give support and corroborate evidence

· Facilitate access to recording equipment provided by Safer Neighbourhoods or the Council

· Improve home security and other target hardening measures either directly or through Safer Neighbourhoods Team

· Consider offering alternative accommodation on a temporary or permanent basis where the witness is at risk of violence or other health and safety concerns for the witness

· Consider involving professional witnesses

· Prepare and mentor witnesses through Court proceedings

Where witnesses are too afraid to give evidence, we explore other means of evidence collection to try to resolve the case.

5.6   Remedies for Anti-social Behaviour

A varied toolkit of remedies is used to tackle anti-social behaviour.  We discuss the options available with complainants and agree the most appropriate action to take.  Our aim is to intervene at an early stage to prevent problems escalating, and to gain the co-operation of alleged perpetrators to resolve the problems without resorting to legal action.  Legal action is used if appropriate to resolve a case but only after consideration of the impact on other residents, action taken already, the individual circumstances of the perpetrator, the evidence available and the likely outcome of action.

5.6.1 Tenancy Support

Where anti-social behaviour is due to a tenant having difficulty in sustaining their tenancy, we aim to obtain tenancy support.  This may be directly provided by NLH Supported Housing Team or by an external provider such as Car Gomm, ROOF, Young Peoples’ Accommodation Team, Humbercare, Social Services, Cloverleaf, Crosby Community Association, Homestart, The Forge and The Junction.   
5.6.2 Mediation

NLH subscribes to Mansfield Mediation Service and will refer cases for mediation if both the complainant and the alleged perpetrator are willing to participate in the process.

5.6.3 Signposting to other agencies

We provide information about and referrals to other agencies that may be able to assist in resolving a particular case e.g. Safer Neighbourhoods Team, Environmental Health, the Police, Social Services, Education Department, Probation Service, Health Services.

5.6.4 Acceptable Behaviour Contracts (ABCs) and Cautions
We use voluntary ABCs and Cautions as a tool to modify behaviour by clearly identifying what unacceptable behaviour the person should refrain from and what effect that behaviour has on others.

5.6.5 Injunction

We seek injunctions either to modify behaviour by preventing the subject from specified behaviour and/or as an interim measure to protect others whilst other action is being taken.

5.6.6 Anti-social Behaviour Order (ASBO)

We seek ASBOs as a tool to modify behaviour by preventing the subject from specified behaviour and/or excluding them from specific areas

5.6.7 Demotion of Tenancy

We use the provisions of the Anti-Social Behaviour Act 2003 to seek an order to demote an Assured Tenancy where there is evidence that the tenant has committed anti-social behaviour over a period of time and where other action has failed to improve their behaviour.

5.6.8 Possession Procedings

We will initiate possession proceedings against Assured Tenants where the tenant has committed anti-social behaviour over a period of time and other action has failed to improve their behaviour.  Where a suspended possession order is obtained or a Warrant for Eviction is suspended, we monitor the case closely and will issue further proceedings if the suspended order is breached.

5.6.9 Termination of Starter Tenancy

We will bring to an end a starter tenancy where there is evidence that the tenant has committed anti-social behaviour and other action has failed to improve their conduct.

5.6.10 Actions against Leaseholders
In the event of anti-social behaviour being caused by one of our leaseholders we will follow the principles already set out in this policy. Where formal action has to be taken, we will, where necessary:

· Take injunctive action against the leaseholder to comply with the terms of their lease

· Work with the Local Authority to enable action to be taken under the Environmental Protection Act 1990

· Work with the Police to enable action to be taken under the Protection from Harassment Act 1997

· Work with the Police and Local Authority to obtain an Anti Social Behaviour Order and/or injunction against the perpetrator(s) of the anti social behaviour.

· As a final resort, and only for serious anti social behaviour, NSH will consider taking forfeiture proceedings against Leaseholders. The written approval of the Board will be required before forfeiture proceedings for anti social behaviour can be implemented.

5.7   Confidentiality and Data Protection

NLH will not disclose the identity of complainants to any other party without their permission.

We comply with data protection requirements and do not pass personal information about a person to other parties without their consent except under circumstances allowed by the Data Protection Act 1998.  This means we may tell complainants about the action we are taking in their case, but cannot provide information about the personal circumstances of others involved in the complaint unless we have permission to do so.   However, we may pass on personal or sensitive information if it is necessary for the progress of legal proceedings, exercise of statutory or police common law functions or any functions of the Crown or government department. 
5.8   Complaints and Review

Complainants and alleged perpetrators can ask for their case to be reviewed by another officer who is not involved in dealing with their case.  The review will be carried out by another member of the Housing Management or ASB Team and does not need to be carried out by a more senior staff member than the investigating officer.  The purpose of the review will be to check that the case has been handled in line with policy and that all available options of remedy have been appropriately explored.

If complainants or alleged perpetrators are dissatisfied with the way their case has been dealt with, they can make a complaint in accordance with our Complaints and Customer Feedback Policy.

6. Monitoring and Responsibilities
The Board and the Director of Housing are responsible for ensuring that this policy is implemented.  

The Head of Housing Management has responsibility for monitoring the service and ensuring that it complies with the requirements of this policy.

All employees who are involved in receiving reports of, investigating and responding to anti-social behaviour are responsible for ensuring they comply with the requirements of this policy.

We carry out satisfaction surveys of customers who have reported anti-social behaviour when their case has been closed by us.  The results are reported to the senior management team on a quarterly basis.

7. Key Performance Indicators

The Board has set the following performance targets:  

	Performance Indicator
	Target 2009/2010
	Target 2010/2011
	Target 2011/2012

	Number of ASB cases as a percentage of stock
	5%
	4%
	3%

	Percentage of tenants satisfied with neighbourhood as a place to live
	79%
	83%
	83%


Performance is reported to the senior management team on a monthly basis, to the Board at each meeting and is scrutinised by the Operations Committee on a quarterly basis.

In addition, we will report performance to the Operations Committee on a bi-annual basis relating to:

· The number of anti-social behaviour reports received
· The diversity profile of victims

· Legal action taken and evictions carried out

· The number of temporary and permanent transfers approved

· The number of cases resolved
8. Legislation

North Lincolnshire Homes will meet its legal obligations under the following legislation:

· Housing Acts 1985 and 1996

· Crime and Disorder Act 1998

· Protection from Eviction Act 1977

· Regulation of Investigatory Powers Act 2000

· Anti-social Behaviour Act 2003

· Disability Discrimination Act 1995

· Protection from Harassment Act 1997

· Human Rights Act 1998

· Data Protection Act 1998

· Home Office ASBO Guidance (August 2006 and August 2007)

9. Links to Other Policies, Strategies and Procedures

This Anti-social Behaviour Policy links to our:

· Anti-social Behaviour Strategy

· Harassment Policy

· Domestic Violence Policy

· Allocations and Lettings Policy

· Complaints and Customer Feedback Policy

· Service Standards

It also links to the Service Level Agreement we have with Humberside Police and North Lincolnshire Council.
10. Value for Money

We use Housemark to benchmark our services against those provided by similar organisations to ensure that services are value for money.  We also consider the views of resident’s and ask whether they consider the service Value for Money in our satisfaction surveys.

Implementing the policy will lead to efficiency savings by preventing anti-social behaviour problems from escalating and improving the sustainability of our neighbourhoods.

11. Equality and Diversity

We aim to ensure that all customers have equal access to our anti-social behaviour service and that the service is tailored to meet the diverse needs of our customers.  To support this aim, we:

· Provide information about the service in a variety of formats and languages

· Provide a wide range of methods to enable customers to report anti-social behaviour

· Tailor investigation and evidence gathering to meet the needs and abilities of individual complainants

· Recognise support needs of individual complainants and alleged perpetrators

· Apply the provisions of the Disability Discrimination Act and other legislation where anti-social behaviour is found to be due to a person’s disability, mental health or drug or alcohol abuse

An Equality Impact Assessment was carried out during the development of this policy and as a result the following actions will be taken:
· A separate Harassment Policy will be produced

· Staff will be trained to recognise harassment and on how to respond appropriately 

· ASB and harassment services will be better promoted 

12. Communication

Managers must ensure that employees are made aware of written policies, procedures and good practice.  This policy is available to all staff via the intranet site. 

A summary is available to members of the public on the NLH website and in leaflets at our offices.  A summary is also included in the Tenants’ Handbook.  Where required, it will be reproduced in alternative languages and formats and a full copy of the policy will be made available to members of the public on request.

13. Training

All members of staff who are involved in any part of anti-social behaviour management procedures will receive training to enable them to comply with the policy.

14. Review.

This policy is due to be reviewed in May 2011 unless there are any substantial changes to legislation or regulation, or deficiencies are found which necessitate an earlier review.
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