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Anti-social behaviour procedure

	Procedure title:
	Anti-social behaviour procedure  

	Purpose:
	To ensure that reports of anti-social behaviour are dealt with consistently, within our target response times and  in accordance with the anti-social behaviour policy

	Author:
	Colin Lydon (ASB Manager – Balham Office (Tel: 020 8333 6000 X401 colin.lydon@Viridianhousing.org.uk)   

	Date:
	September 2009  

	Review date:
	September 2010

	Notes:
	This policy is linked to the following policy and procedures; hate crimes, domestic violence, lettings, vulnerability, Equality and Diversity, estate inspections, data protection, ASB Strategy 2008 -2010 




Anti-social behaviour cases are frequently complex and flexibility is required to tackle the anti-social behaviour and the issues causing it. This procedure sets out the process for officers to deal with reports of anti-social behaviour.  
The stages of dealing with an ASB complaint

In dealing with an anti-social behaviour case the officer will progress the ASB case through the following stages as quickly and efficiently as possible (please refer to the visio process map):
	Stage 1
	Initial assessment:

(take details of report, set priority of case, undertake any emergency action)

	Stage 2
	Investigate the ASB as agreed in the action plan

 (such as interview complainant, witnesses, alleged perpetrators, obtain information from other agencies)

	Stage 3
	Actions following completion of investigation

(may include warning letters, legal action, referrals to support)  

	Stage 4
	Monitor case for further incident

	Stage 5
	If further ASB incident occurs go back to Step 1(new Action Plan will not normally be needed)

	Stage 6
	If no further incident occurs after monitoring for one month or more, close case


Essential actions in dealing with an ASB complaint
Outlined below are the tasks that must be undertaken in an administering all Category 1,2 and 3 ASB cases.
Please refer to workflow diagrams:

ASB flowcharts all.final.vsd 
	Actions in dealing with an ASB case


	Stage
	Description 
	Actions required
	Timescale

	1
	Initial Assessment
	Complete Initial Report Form + Equality Monitoring Form (if details are not on UH)

	Immediately

	1
	Initial Assessment
	Decide on priority of case (please see guidance below)


	Immediately 

	1
	Initial Assessment
	Inform complainant of:

· ASB case number, 
· priority, 
· officer handling case 
· expected response date for full interview (if full interview not completed at the time).


	Immediately

	1
	Initial Assessment
	Check UH for:

· tenancy status  
· communication barriers

· vulnerabilities  
· H+S alerts for all parties involved.
	Immediately

	1
	Initial Assessment
	Add ASB case to database, completing fields of:

· Category (get line manager authorisation), 
· priority , 
· address, 
· case officer, 
· update contacts field with details of complainant and alleged perpetrator,
· complete details of first report on ‘Nuisance Description’, 
· add initial report form to ASB case folder .


	Within 24hours of first report

	1
	Initial Assessment
	Add ASB case alert to UH


	Within 24hours of first report

	1
	Initial Assessment
	Send out information pack (including  cover letter, a copy of the Summary of the Anti-social behaviour policy and procedure and Viridian ASB and any other appropriate leaflets eg noise / mediation, Action Plan to be returned signed)  
	Within 24hours of first report

	2
	Investigating the report
	Undertake full interview with complainant. This may be conducted by phone. 
Where full details have been obtained at first report advise tenant that separate interview not necessary  
	Cat 1 – within 24hours of first report


	2
	Investigating the report
	Undertake full interview with complainant. This may be conducted by phone.
Where full details have been obtained at first report advise tenant that separate interview not necessary  


	Cat 2 – within 3 days of first report



	2
	Investigating the report
	Undertake full interview with complainant. This may be conducted by phone.
Where full details have been obtained at first report advise tenant that separate interview not necessary  


	Cat 3 and 4 – within 5 days of first report

	2
	Investigating the report
	Carry out actions per Action Plan 

Update database with dates that actions were completed and add to descriptions. 

If case involves noise consider whether it is appropriate to use the ‘Properties prone to noise’ procedure. Get line manager authorisation if you wish to instigate procedure
	Timescales 

- ASB d/base automatically generates targets which vary dependant on priority of case 


	2
	Investigating the report
	All progress to investigate an ASB case should be added as a development on the ASB database; actions should be added to the Actions screen of the ASB database eg “ interview complainant” or “chased police disclosure request”. 
Note: The development screen should provide a full chronology of the incidents and actions on an ASB case.

File notes should be completed for all interviews relating to ASB incidents 
Eg Interview complainant / witness / alleged perpetrator 
File notes can be hand-written but typed is the preferred format.
	Timescales 

- ASB d/base automatically generates targets which vary dependant on priority of case 

10 working days of interview

	
	Undertake a Needs Assessment
	Undertake a Needs Assessment of all involved parties. Please refer to the Vulnerability Policy.Potential vulnerabilities include:

· mental illness

· physical / learning disability eg blind / deaf 

· alcohol/ drug misuse

· mobility problems

· age

· other communication barriers

· domestic violence

· other abuse /exploitation

· social isolation.

Discuss with your line manager and make a record that the assessment has been completed listing any identified vulnerabilities on the ASB database and on UH. Make referrals where support needs are identified.  


	

	2
	Investigating the report
	· Interview witnesses /potential witnesses (save details of interview as a file note) 
· add brief description as a development to ASB case eg interviewed Mr A he advised that he witnessed the verbal abuse (please see file note). 
· Undertake Needs Assessment.
	Timescales 

- ASB d/base automatically generates targets which vary dependant on priority of case 



	2
	Investigating the report
	Interviewing the perpetrator.

If the perpetrator makes counter-allegations, deal with this as a new case (starting the process again).

 Undertake Needs Assessment.
	Timescales 

- ASB d/base automatically generates targets which vary dependant on priority of case 



	3
	Outcome of investigation into incident
	After evaluating the evidence gathered,  review checklist of interventions with line manager 
(Type of ASB interventions.doc) and agree actions with line manager. Officer to record on database discussion of options considered, actions agreed, alternatives and reasons for agreed action.
All reviews of the case whether with other depts (eg legal or supported housing) or external agencies (CDRP) should be recorded as a development on the ASB database along with details of the discussion of options considered, actions agreed, alternatives and reasons for agreed action.
	Within 15 working days of first report

	3
	Outcome of investigation into incident
	Write out to complainant and alleged perpetrator with outcome of investigation (save letter on ASB database)

	Within 20 days of first report

	3
	Outcome of investigation into incident
	Take action against perpetrator. Save all warning letters / Notices on the ASB database
	Within 5 working days of writing on the outcome of investigation

	4
	Monitor case
	Contact complainant as agreed in Action Plan (must be at least monthly). This can be via phone or letter contact. Update developments and add an action in the actions tab that contact was made.

	At least monthly

	4
	Monitor case
	Line manager reviews case monthly with officer and update the case review field for the case on the ASB database.
	At least monthly

	5
	If further incidents occur 
	Return to step 1 (not essential to complete IRF and Action Plan)
	

	6
	Closing the case
	If no reports for 1 month
or
ASB has been resolved consider closing close. 

Officer requests authorisation from line manager to close case.
Line manager decides whether to close or whether further action is needed
	

	6
	Closure
	Officer either sends a closure warning letter or calls complainant (record as development)
	

	6
	Closure
	Closing a case on the ASB d/base: line manager marks on ASB database whether case is either:

· successfully resolved (please refer to Housemark guidance for definition)
or

· closed 

(please refer to Housemark guidance for definition)
	

	6
	Closure
	Officer:

sends out a case closure letter with satisfaction survey to the complainant for return (provide stamped addressed envelope)
also sends out closure letter to the perpetrator. If there is a valid reason not to do this the line manager should approve this action and record the reason on the ASB database.


	

	6
	Closure
	Officer removes live ASB flag from UH


	


Categorising the ASB case 

Please use the following guidance when deciding what priority a case may receive. The priority should be reviewed after each incident or at case review and may be increased or decreased.

	Category of Priority  
	Examples of cases with this priority
	Response time
	Authorisation  needed to set priority

	Priority 1
	Extreme intimidation, aggressive and threatening language and behaviour (this includes where the behaviour is directed at staff).

Actual violence against people and damage to property, which in the opinion of the Association, requires an urgent response. 

All Hate Crimes

All Domestic Violence cases
	Within 1 working day of initial report
	Approval needed from ASB Team Leader or Regional Housing Manager

	Priority  2
	Intimidation/harassment (which in the opinion of the Association, require a priority but not urgent response),

Serious or sustained noise nuisance, 

Verbal abuse (this includes where the behaviour is directed at staff),  

Using homes for drug dealing or other unlawful purposes,

Other  sustained breaches of tenancies despite warning e.g. undertaking frequent car repairs/ keeping large numbers of pets, 
	Within 3 working days of initial report
	Approval needed from ASB Team Leader or Regional  Housing Manager

	Priority 3
	Complaints of pet nuisance, 

minor noise pollution, neighbour disputes, 

litter, running a business without permission / 
	Within 5 working days of initial report
	Approval needed from ASB Team Leader or Regional Housing Manager  

	Priority 4 

(Housing Officer early intervention) 


	untidy gardens, 

frequent car repairs,

items left in communal areas
breeding pets in the property, leaving communal doors open,
graffiti, vandalism to communal areas, fly-tipping /inappropriate refuse storage
	Within 5 working days of initial report
	Housing officer 


Actions to tackle ASB 

Please refer to the separate Checklist of interventions when considering actions to tackle the various types of ASB.
Type of ASB interventions.doc 
The use of diary sheets

Where it has been agreed that the complainant should record incidents on ASB using diary sheets. A formal review to evaluate further action must be undertaken after 2 sets of diary sheets are completed by the resident. Our aim is to mitigate against residents continually completing diary sheets when there is little chance of Viridian taking further action. Such practices are also highly likely to generate dissatisfaction. If sound recording equipment is to be used it should be used at this stage.
Procedure for properties prone to noise nuisance 

(please see workflow diagram)
ASB flowcharts all.final.vsd  
This procedure will not be suitable in all noise nuisance cases and is only appropriate in cases where there is poor sound insulation. The officer must get their line manager’s approval to initiate this procedure. 

 
If the ASB case involves noise the officer needs to visit the property (if they have not attended previously) when investigating the complaints.
When deciding whether to use this procedure, the officer needs to consider:

· the design / layout / of property eg certain conversions are very prone to noise travel

· where the noise is coming from 

· the type of noises reported as ASB (eg conversations, TV, toilet flushing)
If the complaints relate to everyday living noises (such as toilets being flushed, washing cutlery) then it is likely that the property is prone to noise.  Viridian does not normally consider everyday living noises (such as toilets being flushed, washing cutlery) to be anti-social behaviour even if the complainant is being disturbed by them. This will make it very hard to determine whether noises such as music being played can be considered anti-social behaviour.
If this procedure is initiated the complainant should be advised verbally and informed in writing within 10 working days of the interview.

Please note that the case may involve noise nuisance as well as other ASB eg threats / abusive behaviour. If this procedure has been completed and other ASB issues are still ongoing the ASB case should remain open for their investigation. A development note should be added to the ASB database confirming that the ‘prone to noise’ procedure is completed.

If the line manager approves the use of this procedure a letter should be sent out to the complainant advising them that:
· we will only take further enforcement action on the noise if there is evidence or a suspicion of statutory noise nuisance
· that we recommend the best way of resolving the problem is through them participating in mediation with their neighbour
· if they are not prepared to consider mediation then we will close the case.

· We will only re-open the noise case if there is evidence of statutory noise nuisance or we suspect that a statutory noise nuisance has occurred.

Please find attached the standard letter for this purpose which can be altered to suit each individual case.
property prone to noise letter.docm 
Home visits and health and safety

Officers should use the Guardian 24 safety system for all appointments outside the office.

We will not normally undertake home visits to alleged perpetrators. Such visits should only ever conducted on approval of the line manager.
Early intervention cases
(please see workflow diagram: ASB flowcharts all.final.vsd )
There are incidents where the Housing Officer intervenes to resolve problems before they escalate into anti-social behaviour eg items left in communal areas / gatherings in communal areas / graffiti or vandalism . Given that issues are at an early stage we recommend that the term ‘anti-social behaviour’ is not used when responding to issues in this procedure.
With line manager it is possible that a category 3 ASB is dealt with this procedure if it is considered the best way to resolve the case. 

Full records of conversations, actions and discussions should be stored on the U Drive property folder or on Contact Manager.

Action if the matter is unresolved at this stage

If after completing this process the problems have not been resolved, the Housing Officer should discuss with their line manager whether it is appropriate to refer the matter to their ASB counterpart.  
Even if the matter is not resolved it may not be appropriate to refer the matter to ASB. In such circumstances (eg failure to remove unauthorised pet from property) the Housing Officer should agree further action with their line manager.

If the line manager recommends a referral to the ASB Officer, the matter should be discussed with the ASB Officer. If it is agreed that the referral should be made the Housing Officer should arrange a handover and forward records of all conversations, file notes and letters relevant to the case. In cases of disagreement on who should deal with the matter, the senior officers from the 2 teams will decide. 
Differentiating Housing / ASB officer responsibilities

Please refer to the document in the below link for the breakdown of responsibilities between the Housing Officer and ASB Officer. Please refer to the line manger if clarification is needed:
 
Housing Management and ASB Service Level Agreement.revised 08.docm
	Priority 4 cases

Housing Officer early intervention process



	Stage
	Description 
	Actions required
	Timescales

	1
	Initial Assessment
	Discuss the issue with the complainant and agree actions to be taken 
Complete file note of reported incident 

Save to U Drive property folder or record on Contact Manager

	Within 5
working days of incident reported 

	1
	Initial Assessment
	Confirm in writing report and agreed action


	Within 5

working days of agreeing action with resident

	 2
	Investigation of report
	 Complete investigation 

If necessary speak to neighbours to identify cause of problem 


	Within 10 working days of initial report

	3
	 Outcome of investigation into incident
	 Write out to all parties involved confirming action taken / issuing any appropriate warnings

	10 working days of initial report

	4. 
	Monitor case
	Review progress 
	within 10 days of outcome letter sent

	5.
	If matter is unresolved
	Agree further action with line manager (may include further warning or escalation to ASB team)
	

	6.
	Closing the case
	Write out to complainant advising that you consider this matter resolved. Inviting them to contact Housing Officer is they do not agree to close case.
	Within 5 days of decision to close 
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