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	Hate Crimes procedure




1.0 Introduction

The purpose of this procedure is to set out how Viridian staff will respond to reports of hate crimes from Viridian residents and deliver the hate crimes policy. Research has shown that hate crimes often go unreported and are only reported when things have reached a crisis point. Therefore it is essential that we provide an excellent and effective response to people reporting hate incidents. Many hate incidents will also be considered a crime so it is important that we work in partnership with external agencies to ensure an effective response in supporting victims and taking action against the perpetrator.

This procedure has been devised with challenging targets.  The desired outcome is to inspire confidence amongst victims by responding and progressing the case quickly. This procedure also sets out what actions an officer needs to undertake to effectively case manage a reported hate incident.

 

2.0 Responsibility for dealing with reports of hate crimes 

The Housing or Anti-Social Behaviour Officer with the victim’s address in their patch  is responsible for undertaking the investigation and the case management of the hate report.

The Senior Housing Officer / Anti-Social Behaviour Team Leader is responsible for supervising the case management of the hate report.

3.0 Dealing with the initial report. 

As soon as a member of staff receives a report of a hate incident, they should immediately forward this to the officer responsible for dealing with anti-social behaviour for the address of the victim. This will allow us to undertake an assessment of whether immediate or emergency action is required. 

Please refer to the Hate crimes policy for the definition of a hate incident.

 

	Action
	The officer responsible for ASB will complete an Initial Report Form with the victim (including the Diversity Monitoring Forum) either in person or via the telephone.


 

The Initial Report Form will prompt the officer to collect all the important details about the incident(s), the victim, perpetrator, witnesses and other agencies involved. Below is a checklist of issues to discuss with the victim at this stage.

 

	Checklist

	Emphasise our approach
	· Explain that Viridian Housing prioritise hate crimes and deal with all reports as an emergency

· Explain our victim centred approach

	Immediate safety (is it safe to return to current home?)
	· If not, assist with referral to local authority homeless persons unit 

· Action: Call unit and provide victim with referral letter

	Emergency repairs / security measures at current home
	· Seek authorisation of line manager

	Is incident reported to the police?
	· If yes, take police reference number and officer details

· If not explain that hate crimes are criminal offences

· Explain role of the Police Community Safety Units (who specialise in dealing with hate crimes)

	Emergency legal action by landlord
	· discuss matter with line manager and seek legal advice on proceeding with a without notice injunction particularly where there is actual or threatened violence

	Are there children affected by the hate incidents
	· Is there a risk to the children’s safety? If yes, report matter to Social Services Safeguarding Dept

	Complete Action Plan with Victim
	See section below

	Provide contact details of the officer dealing with the case
	· provide name, title, office address, e-mail address, direct tel. no and mobile phone no. (if appropriate)

	Provide ASB case number
	



3.1 Completing the Action Plan

At the end of the Incident Reporting Form there is an Action Plan outlining all the options for further action. Discuss each option with the victim and agree with them what further action they are prepared for us to take. Please note that applying a victim centred approach means only taking further action where the victim gives their consent. 

	Checklist for Action Plan

	Interview alleged perpetrator
	

	Contact police
	(offer for victim to use our phone to make call)

	Referral to other agency (eg social services / education / other)
	

	Take legal action
	See above

	Referral to support 
	(Ask whether they would like a specialist group eg Racial Equality Council / local Lesbian, Gay , Bi-sexual, Trans-gender group (LBGT) or Victim Support)

	Obtain information from other sources eg neighbours, doctor, hospital, Law Centre etc 
	

	Arrange temporary accommodation
	

	Special security measures 
	Seek authorisation from line manager

	Present case for management transfer
	

	Pursue transfer request
	

	Issue repair / remove graffiti
	

	Hold review meeting
	

	Parental Control Agreement
	

	Acceptable Behaviour Agreement
	

	Any other further action
	


	Action
	 After you have completed the Action Plan arrange to interview the victim in their preferred location (home or office) 

(Timescale:   within 24hours of first report )


  
3.2 Follow up actions after the Initial Report Form is completed

	Follow up actions

	Check the tenancy details of the tenant
	Check the tenancy status and history of the victim. Are there any of the following issues present:

· are there vulnerabilities and/or communication barriers

· are there health and safety issues relating to contact with the tenant (is there a do not visit alone flag on Universal Housing)

· is this a starter tenancy or tolerated trespasser

· is there ongoing action on a separate breach of tenancy eg rent arrears or past action such as old ASB cases

If this research identifies any issues please speak with your line manager before proceeding.



	Add case to ASB database

(or other ASB recording log of cases if used as an alternative)
	· Target: within 24 hours of first report

· Add the first report as a development on the case 

· scan on the Initial Report Form into the documents section

· update the Actions tabs with the dates that actions were completed

	Discuss case immediately with line manager (or other member of manager’s peer group if unavailable)
	Discussion should include:

·  Action Plan proposals

· consideration of security measures / emergency repairs 

· whether emergency legal action by landlord is necessary

	Is emergency legal action being considered?
	· Seek legal advice from the solicitor immediately. 

· Details of the legal advice received, decisions and reasons for decisions should be recorded on the ASB database by the officer eg if we decided against proceeding with legal action at this stage   since bail conditions gave the same protection, record these details.

	Is a specialist support agency requested?
	· Obtain the contact details so they can be presented at the full interview

· Make referral within 24 hours of agreement to accept support

	Inform the local Crime and Disorder Reduction Partnership of the hate incident
	· local arrangements vary but reports and statistics are usually collected by either the police Community Safety Unit  or local authority Anti-Social Behaviour Unit.

·  Where the victim does not consent to a referral, forward information for statistical purposes only such as details of the incidents (eg verbal homophobic abuse), diversity status of the victim and perpetrator and postcode of incident)

	Are special arrangements needed to enable communication?
	· Arrange for any special arrangements needed to overcome communication / mobility barriers (eg translators) when dealing with the victim



	Disclosure from police into incident
	· Complete information request form as appropriate


 

3.4 Full interview with victim (Target: 24 hours of first report)

Unless the victim requests otherwise the full interview must take place within 24 hours of the initial report being made. Where the victim has felt that all the relevant details have been provided at first report and an interview is not necessary, record this on the ASB database as a development. 

The purpose of the interview is to carry out an in depth investigation into the alleged incident(s). An interpreter must be arranged if required and the victim may have friends or family members present if they wish. The investigation should be a fact gathering exercise rather than being judgemental and should be carried out as sensitively as possible.  Reports should be carefully compiled especially in view of the possibility of legal action.

 

	Action at the interview
	· Emphasise the priority given to responding to hate crimes and our victim centred approach

· Obtain a detailed account of the incident(s) and its impact on the household

· Give details of relevant support agencies and agree referral
· Agree what the victim should do if any further incidents occur

· Explain that a letter providing an update on the progress of the investigation will be forwarded within 10 working days of the first report

· Agree a pattern of regular contact (this will depend on the victim’s support needs but should be at least once every 2 weeks)
· Get the victim to sign a copy of the Action Plan.


	Action after the interview
	Complete a full file note of the interview and save as a document in the ASB case file in the ASB database. The file note should record who said what, when, where and who witnessed the incident. You should also record the impact it had on the victim eg haven’t sleep since or I’m threatened to go home.

(Timescale: within 48 hours of the interview )


4.0 Repairs to the property

At initial report an assessment must be made of the need for emergency repairs or security measures. This can include removing graffiti, rubbish and excreta, securing the property or re-glazing. The officer should arrange for any damage to be photographed before it is repaired or removed. Maintenance staff or contractors must be told about the urgency of the situation and the need to behave sympathetically towards the complainant while in their home. The work should be treated as an emergency i.e. within 24 hours. Offensive graffiti must be removed within 24 hours   .

The Officer must get approval from their line manager for any requests to install:

· fireproof letterboxes;

· strengthened gates, doors and windows

· improved lighting;

· extra locks;

· extra fencing or walls; or

· alarms linked to the police.

5.0 Working with the police

If the victim agrees to the case being referred to the police, or another agency, encourage the victim to report the matter there and then or offer to accompany them to a police station. It must be done prior to interviewing the perpetrator in case the police wish to carry out a criminal investigation so any evidence is not ‘contaminated’ by any allegation of witness ‘grooming’. If the complainant has already reported the incident(s) to the police, obtain details of the police station and officers dealing with the case.

6.0 Supporting the victim

A ‘victim-centred approach’ means:

· believing people who complain of harassment

· respecting their wishes as to how matters should proceed

· agreeing a course of action with them and delivering results

· keeping the victim informed of progress on the action being taken

It is not always possible for complainants to provide proof of harassment. One of the aims of a victim-centred approach is to ensure that complainants are believed, because no one is going to trust in the good faith of a landlord who is greeted by scepticism. The officer should offer information on organisations that can provide support. It may be helpful to arrange an appointment to visit them. Victim support and other local specialist agencies may be able to provide emotional support and counselling. 
Practical help with completing insurance forms, the loan of a mobile phone, paying for calls for reporting harassment, the loan of a video camera for gathering evidence, improving security of the house all indicate that the victim is being taken seriously. 

We will agree a frequency of contact which suits the victim eg fortnightly or monthly.  
	Action
	Through our regular contact we will:

· provide updates on progress with the case
· ask the victim how they are coping
· check on the assistance provided by other agencies (eg are the police / specialist support agency meeting their commitment
· agree any further action needed (eg contact the support agency to request urgent contact)
 


7.0 Requests for rehousing

Viridian’s lettings policy and procedures allow a panel including the Lettings Manager and the Social Housing Director to grant high priority to tenants subjected to hate crimes or requiring protection as a witness in exceptional circumstances. This can only be done after the preparation of a report by the case officer, detailing the reasons supporting a recommendation to award a management transfer.

If the victim fears for their safety if they stay in their home, the officer must help the complainant by seeking temporary accommodation either within our own stock or through the local authority or another registered social landlord.If the victim wants to move permanently, we must give them a transfer application form. The officer must treat the application as high priority in accordance with the Lettings Policy and work with other housing providers if we cannot provide a suitable transfer offer from Viridian stock within a reasonable time.

The Social Housing Director also has discretion to grant high priority for a transfer application to overcome a situation that is undermining the effective management of the accommodation or estate. This might include in some situations where it is desirable to move the alleged perpetrator to other accommodation. 

8.0 Witnesses

Where there are no known witnesses but the nature of the incident means it is likely that there were witnesses the officer should contact tenants in the immediate vicinity to seek evidence (where the victim has given their consent to do so). Where there are witnesses to the harassment the officer should arrange to interview them and obtain written statements. In the same way as the complainant can be supported, witnesses willing to provide evidence should also be supported. 

If a witness is unwilling for their evidence to be used this must be respected.

(Timescale – complete witness interviews within 5 working days of first report)

	Action
	 full file notes from interviewing witnesses must be completed and saved on the ASB database.  Update the Actions tab on the ASB database and add a development detailing the name of the witness and when the witness was interviewed

(Timescale: within 48 hours of interview)

Signed copies of the witness statements should be obtained




9.0 Interviewing the perpetrator

Where the perpetrator is a resident in a Viridian Housing’ property the interview should take place within 48 hours of the full interview with the victim. When the interview is not completed within this timescale (eg as a result of a direct police request) a record should be kept as a development screen of the ASB database on the reasons for the delay and this should be reviewed every 48 hours.

If the perpetrator is not the tenant of the property the officer should make contact with the tenant concerned and ask to interview the tenant and perpetrator together unless  the perpetrator is under 14 years old when the interview can be held with the tenant only. The perpetrator interview will normally be held at a Viridian office. Where an alternative location is proposed the officer should discuss the health and safety risks involved with their line manger and agree any actions necessary actions to protect the officer’s health and safety.

	Action
	Before contacting the alleged perpetrator.
Check the tenancy status and history of the alleged perpetrator. Are there any of the following issues present:

· is this a starter tenancy or tolerated trespasser

· is there ongoing action on a separate breach of tenancy eg rent arrears or past action such as old ASB cases

· are there vulnerabilities and/or communication barriers

· are there health and safety issues relating to contact with the tenant (is there a do not visit alone flag on Universal Housing 

If this research identifies any issues please speak with your line manager before proceeding.

After completing the interview

A full record of the interview must be completed and stored on the ASB database. This will usually be in the form of a typed note but handwritten notes can be scanned onto the file as an expediency.

Update the actions tab of the ASB database on the date the interview was completed   
(Timescale: within 48 hours of interview)


Where the person accused of the harassment (the ‘perpetrator’) is the occupant of another registered social landlord’s property, you must tell their relevant housing officer immediately and then send a written request for them to either interview their tenant within our timescale target or request for the interview to be completed jointly with you.

At this interview the officer must discuss:

· the nature of the complaint;

· our policy on dealing with such incidents; and

· the alleged perpetrator’s account of the situation and his/her other comments.

The intention of this interview is not only to discover the alleged perpetrator’s account of the events but also to ensure that further incidents do not recur and this fact should be made clear in the interview.

	Action
	Write to the alleged perpetrator (and tenant if this is another person)  warning or providing written details of the implications if they are found to have broken the tenancy agreement. As well as telling the perpetrator about the seriousness of the complaint, the officer must also tell them that they may face criminal proceedings. 

 (Timescale: within 48 hours of interview)


Where the alleged perpetrator fails to attend a meeting, another meeting must be arranged within 5 working days. If the perpetrator (or the tenant if another person is the alleged perpetrator) is unwilling to meet to discuss the complaints or fails to attend 2 arranged appointments a letter explaining the consequences of being proven to have instigated a hate incident should be sent.

10.0 Outcome of investigation

	Action
	· Within 10 working days of the initial report the officer should review the investigation with their line manager and write to the victim outlining the findings of the investigation and what further action should take place. The document should refer back to the Action Plan and detail what actions were agreed by the victim and the action taken. Where it has not been possible to progress an action plan item an explanation should be provided. 

· At this stage a letter should also be written to the perpetrator outlining the outcome of the investigation.

 (Timescale: within 10 working days of first report)


Where the investigation is not completed within 10 working days we should write to the victim explaining this with a revised target date for completing the investigation.

11.0 Dealing with further incidents

Where there is a further incident the process of investigation should start again. Whilst it is not necessary to complete a new initial report form again, the Action Plan should be revisited and the officer should reconfirm what action the victim agrees for us to take. If there are significant changes in the action agreed, a new Action Plan should be signed (eg if a victim agrees for us to interview a perpetrator when consent was not given previously).   

12.0 Case reviews

All hate crimes cases should be reviewed with the line manager at the following stages.

· Immediately after the report is received by the officer

· Within 9 working days of the initial report to review progress of the investigation

· Every two weeks thereafter until the case is closed.
	Action
	 The line manager should add an update in the review section every time the case is reviewed 


The line manager must be involved in agreeing what appropriate action we should take on a case.  

13.0 Action against the perpetrator

If hate based harassment is proved, we must take robust legal action against the perpetrator where the consent of the victim is given. Legal advice should be obtained and a record kept on the ASB database of the advice received, decisions on further action with reasons.  

Where the perpetrator is the tenant of another Housing Association or Local Authority their Director or equivalent should, where the facts warrant it, be notified by telephone and in writing of the complaint made and details of the incident and requested to take prompt action. The local Crime and Disorder Reduction Partnership must also be made aware of the incidents and the proposed course of action being taken. Where we are not satisfied with the action of the landlord against the perpetrator will be consider taking independent legal action or combined action with the Crime and Disorder Reduction Partnership. Where damage is caused to Viridian property and the cost of the works should be charged to the perpetrator(s) where their culpability can be proven.
	Action
	 All actions and decisions  should be added as a development on the ASB database. All correspondence and interview file notes should be stored in the documents section of the ASB database

When action is taken eg NOSP / Demotion / Injunction action is taken the appropriate action should  be added to the ‘ASB Actions tab of the case in the ASB database


14.0 Working with other agencies

Many local authority areas have established multi-agency forums which usually involve monitoring complaints, sharing information with the police and sharing good practice. This can be invaluable when it is necessary for action to be taken against tenants of other landlords or seeking alternative accommodation for a complainant or witness and just being aware of the local support services available for the complainants. In all areas where we manage property the Regional Housing Manger / ASB Manager will be responsible for identifying any local multi-agency forums for promoting equality and preventing hate crimes.

We will co-operate with all local authorities who have set up multi-agency groups for preventing hate crimes in areas we own property. We will actively participate in such groups in the local authority areas where we have a significant number of homes or in local authorities where we have had incidents involving our tenants in the past. The Regional Housing Manger / ASB Manager is responsible for monitoring our ongoing involvement and commitments (e.g. receive minutes, protocol’s, procedures, maintain lists of contacts etc) with multi-agency groups and decide which staff should represent Viridian in the relevant groups. Where the local multi-agency procedures conflict with Viridian’s own procedures the normal response should be to accept the local procedures, unless the Regional Housing Manger / ASB Manager believes this will be detrimental to the complainant or to Viridian. In this case the Regional Housing Manger / ASB Manager can either exercise their discretion or seek advice from the Social Housing Director. 

	Action
	  Where a hate crime case been discussed at a partnership meeting, this should be recorded as a development on the case history.

Where Viridian attend forums dealing with Hate crimes we will store these on the X drive to provide evidence of partnership working


15.0 Preventing hate crimes

A number of actions can be taken to prevent of hate crimes:

Making all tenants aware of Viridian’s policy on hate crimes and of the action we are prepared to take against perpetrators will act as a deterrent. 

We will: 

· Make all new residents aware of the clause in their conditions of tenancy/occupancy which states that they must not be involved in or allow harassment (racial, sexual, religious or otherwise).

· Issue the tenants’ handbook to all new tenants which explains Viridian Housing’ policy on hate crimes and that we will take legal action against those who commit hate crimes. 

· Use tenants’ newsletters to explain our policy on hate crimes

· Provide careful publicity of action actually taken against perpetrators

· publicise anti-hate crime strategies in the wider community

· Offer advice, training and financial assistance to tenant’s and resident’s associations which encourages them to ensure full involvement from diversity groups and to support any residents experiencing hate based harassment.

· Work in co-operation with Local Authorities and other statutory and voluntary agencies

16.0 Monitoring

The Regional Housing Manager /ASB Team Leader will review all hate based cases within their area every 2 weeks.  The Regional Housing Manager /ASB Team Leader will monitor the progress of individual cases ensuring the policy and procedures are complied with (recording the reasons for any variances) and that agreed individual case action plans are followed up and implemented and adequate records are kept. The Regional Housing Manager /ASB Team Leader will ensure consistency in the application of the policy and procedures within and between regions.  Feedback will always be obtained before closing the case file.

The Operations Director will be responsible for ensuring the policy and procedures are reviewed at least every 3 years to ensure that it is effective and complies with current good practice.   

17.0 Closing hate crimes cases

We will normally only close a hate crimes case with the consent of the victim. 

	Action
	 The Regional Housing Manager /ASB Team Leader decides whether the hate crime was successfully resolved (ie our actions meant that the incidents stopped) or merely closed (no ASB proven / non engagement from complainant / unable to take action) and adds the appropriate marker on the ASB database.

When a hate crimes case is closed the victim will be sent a satisfaction survey to obtain their views on how we handled the case.


18.0 Training 

All staff new who may come into contact with victims or perpetrators will be briefed as part of their induction training about the hate crimes policy and procedures and have a clear understanding of their own role. This briefing must be repeated following the bi-annual review of policy, when procedures may also need to be reinforced and updated. 

Staff likely to receive the initial complaint (Customer Service Officers, some receptionists) and staff who are responsible for carrying out the investigation and monitoring the progress of cases (i.e. the HSO and RHSM/TSM) need to have specific training to deal with all aspects of the hate crimes policy and procedure. 
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