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1.0 Policy  
 

1.1 Community Housing takes Community Safety seriously. Our aim is to create safe 
communities by balancing enforcement action with intervention tools and programmes 
to address underlying causes, promote tenancy sustainment, support victims and 
witnesses.  
 

1.2 This Policy provides information about how we will work with relevant partners to 
prevent and tackle anti-social behaviour (ASB) in areas where we own properties, and 
how we will respond to wider community safety concerns where they arise.  

 
 

2.0 Aims and Objectives of Policy 
 

2.1 The objectives of this Policy are: 
 
2.1.1 We will make it easy for customers to report ASB through multiple channels. 

 
2.1.2 We will always seek to work in partnership with other agencies where it is 

possible to do so, and we will focus on resolving ASB and community safety 
problems having regard to the full range of tools and legal powers available.  

 
2.1.3 We are committed to ensuring our staff have the training and support 

necessary to manage ASB and community safety concerns.  
 

2.1.4 We will ensure customers are made aware of their responsibilities and rights in 
relation to ASB and community safety to prevent, and address, customer 
concerns.  

 
2.1.5 We will provide prompt, appropriate, and decisive action to respond to 

community safety concerns where it is reasonable to do so, and before it 
escalates.  

 
2.1.6 We will signpost to appropriate agencies and make referrals for support if 

relevant and helpful to the customer and the concerns reported to us.  
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2.1.7 We will attempt to resolve issues without the need for legal interventions where 
possible but will use all the legislative powers available if the evidence supports 
its use. 

 
 

3.0 What We Will Not Investigate  
 

3.1 Community Housing is committed to developing and maintaining sustainable 
communities. We expect a reasonable level of tolerance between neighbours and will 
seek to make a fair evaluation on whether complaints made are reasonable. An 
important factor of sustaining communities is the recognition and acceptance by our 
customers that the initial responsibility to resolve disputes with others lies with them.  
 
Community Housing will therefore not investigate the following: 
 
• Actions which amount to no more than customers going about their normal 

everyday activities, for example children playing. 
• Complaints which are not a breach of the terms of tenancy, for example, 

complaints of people staring.  
• Actions which amount to people not being pleasant to each other but are not 

sufficiently serious to justify our involvement.  
• Complaints about people being inconsiderate or thoughtless where there is no 

breach of tenancy.  
• Complaints about other people having lifestyles that offend others, for example 

issues about differences in parenting, who people socialise with, how people 
dress, what they do in their own homes unless the behaviour is a breach of 
tenancy. 

 
 

4.0 Preventing Anti-Social Behaviour  
 

4.1 We aim to prevent anti-social behaviour from happening by adopting a number of 
approaches including:  
 
• In some cases, in line with set criteria outlined in our lettings policy, we refuse 

access to our homes or refuse nominations made from other organisations.  
• Ensuring that all new customers are made aware of their rights and responsibilities 

in relation to anti-social behaviour harassment and intimidation. 
• Using starter tenancies in compliance with our lettings policy. 
• Where possible recommending and ensuring ‘Safe By Design’ standards on new 

and regeneration schemes. 
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• Taking an active role in local crime and disorder partnerships and other local multi 
agency groups and initiatives.  

 
 

5.0 Tackling Anti-Social Behaviour  
 

5.1 How each case is dealt with will depend on the specific circumstances of the 
complainants/victims and the perpetrators. Our aims are to: 
 
• Make sure colleagues are trained and supported to deal confidently with anti-social 

behaviour complaints and can prioritise complaints based on the seriousness of 
the case and risk of harm. 

• Ensure incidents of anti-social behaviour can be easily reported, for example 
during a home visit, or interview with a member of our team, observations made by 
partner agencies alerting us to problems, by letter, telephone, email, via the 
Community Housing website, by text, Twitter and Facebook.  

• Ensure compliance with the appropriate and relevant policies and procedures. 
• Deal with incidents sensitively and appropriately considering the impact the 

behaviour is having. 
• Investigate complaints fairly and impartially.  
• Ask at the outset what the complainant is expecting and what would be a 

satisfactory outcome for them, giving us the opportunity to be honest with them 
about what can and cannot be achieved. 

• Develop an action plan with the complainant and keep complainants informed of 
progress during the case in accordance with the agreed ‘contact contract’. 

• Maintain appropriate confidentiality and act in accordance with Data Protection 
legislation. 

• Ensure actual or potential perpetrators of anti-social behaviour are fully aware of 
the consequences of their actions. Where appropriate, identify any support needs 
and engage the appropriate support services to assist the perpetrator in modifying 
their behaviour. 

• Consider the most appropriate tools to use, including non-legal and legal remedies 
to resolve the problem according to the available evidence. 

• On a case-by-case basis tailor the support to victims, their families and any 
witnesses and identify any external support/witness services provided by other 
agencies e.g., Police, victim support or community support schemes and help 
them to access these. 

• Take swift and effective action against perpetrators where necessary. 
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• In very serious cases and where this is the most appropriate solution attempt to 
facilitate a move for the victim. This is subject to recommendations from statutory 
agencies such as the Police. 

• Use a range of methods including publicity to ensure a clear message that anti-
social behaviour will not be tolerated is communicated to our customers, the wider 
community and applicants for housing with Community Housing. 

• Where appropriate we may advise customers to approach neighbours directly in 
the first instance, rather than inflame a situation by Community Housing becoming 
involved straight away e.g. for low level noise or nuisance 

 
 

6.0 Legislative and Regulatory Context 
 
6.1 Customers have a right to feel safe in their homes, without the stress, fear and tensions 

that anti-social behaviour and crime can cause. The new Consumer Standards and the 
proposed Tenant Satisfaction Measures, introduces regulatory governance on how we 
deal with ASB and customer satisfaction. It places an emphasis on transparency, 
listening to our customers, responding appropriately and making it easy for customers 
to know how to get help to tackle ASB.  
 

6.2 The term ‘anti-social behaviour’ covers a wide range of activities that have a negative  
impact on the quality of life for people and the communities they live in. It can also  
prevent us from fulfilling our housing management functions where problems arise.  

 Community Housing uses the definition of anti-social behaviour as stated in the Anti- 
 social Behaviour, Crime and Policing Act 2014. 

 
6.3 Some examples of anti-social behaviour are: 

 
• Rowdy behaviour including verbal abuse, insults, bullying shouting, swearing 
• Noise 
• Pets and animal nuisance 
• Garden nuisance 
• Harassment 
• Hate related incidents 
• Drugs related 
• Alcohol related 

 
This is not an exhaustive list of behaviours that fall within the definition of anti-social 
behaviour. 
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6.4 Hate Related Incidents 
 

A hate related incident is any incident which is perceived by the victim as having been 
motivated by prejudice or hate, based on one or more of their protected characteristics 
under the Equality Act 2010. Community Housing is committed to supporting our 
communities and dealing with those who harass, or abuse others based on these  
protected characteristics 
 

6.5 Domestic Abuse 
 
We have a separate Policy for dealing with Domestic Abuse. 
 

6.6 Safeguarding  
 
6.6.1 We will consider whether victims, witnesses or perpetrators have any known 

support needs. We recognise the need to support customers who may have 
difficulty in managing their tenancy because of, for example, poor mental 
health, learning difficulties, physical disabilities or because of other 
vulnerabilities.  

 
6.6.2 Where we are considering legal action against an individual for breach of 

tenancy, we will undertake a Public Sector Equality Duty review pursuant to 
Section 149 Equality Act 2010. 

 
6.6.3 We will signpost and make safeguarding referrals for adults and children where 

there are concerns for their safety or wellbeing. Please refer to our 
Safeguarding Policy for further information. 

 
6.7 Violent Offenders and Sex Offenders 

 
We understand a secure home contributes to the rehabilitation of offenders and we will 
work with partner agencies to house applicants where it is feasible and reasonable to 
do so. This will be done in a manner that balances the needs of the individual with that 
of the risk to the community. 
 

6.8 Absolute Grounds for Possession 
 
We will apply discretion to rely on mandatory grounds for possession in circumstances 
defined by legislation on a case-by-case basis supported by appropriate impact 
assessments. 
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6.9 Risk Register 
 
Risk Warning Markers may be used on customer records where it is considered 
necessary to help manage the safety of our customers, employees or contractors. 
 

6.10 Violence Against Employees 
 

We have a zero tolerance of abuse or violence against employees and contractors, 
and we will take appropriate action in conjunction with the Police and victim’s wishes.  
We will aim to record incidents of violence and aggression to learn from experiences to 
create safe working practices. 
 

6.11 Data Protection and Confidentiality 
 
We will comply with the General Data Protection Regulation 2018 and best practice 
guidance. We will ensure we have all relevant Information Sharing Agreements in 
place to enable us to share information within the confines of the law. 

 
 

7.0 Equality, Diversity, Inclusion and Belonging 
 
7.1 Community Housing is committed to Equality, Diversity, Inclusion and Belonging and 

has appropriate policies and procedures in place. Community Housing will ensure 
employees and contractors are committed to promoting and following the Equality, 
Diversity, Inclusion and Belonging policy. 

 
7.2 An Equality Impact Assessment has been undertaken in respect of this policy to 

understand the impact that it may have on groups or individuals in May 2022. There 
was no direct impact identified from the policy with regards protected characteristics 
however it was recognised that there is scope for race, religion and belief, and 
sexuality to be a factor in alleged ASB cases. These are classed as Hate Crime and 
will be dealt with in line with the Hate Crime procedure. 

 
 

8.0 Complaints  
 

8.1 If you feel unhappy about how we have dealt with your complaint or with a decision 
made relating to ASB you can make a complaint through our Complaints Procedure.  
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9.0 Assurance and Review 
 

9.1 ASB reports and community safety cases are monitored through regular one to one 
and case reviews to maintain good practice and proportionate actions in contact with 
the complaints.   
 

9.2 This policy will be monitored through the regular presentation of information to the 
Leadership Team and Operations Committee as appropriate. 

 
9.3 We will establish a number of Key Performance Indicators that measure the 

effectiveness of this Policy, which include: 
 

• Number of new ASB incidents reported  
• Breakdown of types of reports and any trends 
• Reports dealt within timescales (TBC) 
• Number of reports received relating to anti-social behaviour, relative to the size of 

the landlord (TSM) 
• Tenant satisfaction with landlord’s handling of anti-social behaviour (TSM)  

 
9.3.1 Performance against targets will be recorded in the Company’s performance 

monitoring system and reported to Operations Committee on a quarterly basis 
with a commentary provided where performance is significantly below target. 

 
9.4 This Policy and its procedure will be reviewed in 3 years after commencement, unless 

there is a significant change in legislation in which case it may be reviewed earlier.  
 
 

10.0 Associated Documents / Policies 
 
10.1 Internal 

 
• Community Safety/ASB Procedure  
• Domestic Abuse Policy & Procedure 
• Lettings Policy  
• Tenancy Agreement  
• Tenancy Management Policy 
• Neighbourhood Management Policy 
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10.2 External 
 

• The Charter for Social Housing Residents: Social Housing White Paper 2021 
• Regulatory Standards 
• Antisocial Behaviour, Crime and Policing Act 2014 
• Antisocial Behaviour in Social Housing Parliament UK 2015 
• Antisocial Behaviour Act 2003 
• Equality Act 2010 
• Housing Acts 1998 as amended 
• Children Act 2004 
• Data Protection Act 2018 
• Police and Justice Act 2006 
• Community Trigger – this is a victim led initiated process which requires Local 

Authorities, the Police, Housing Associations and local health teams to jointly deal 
with ASB 
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