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PURPOSE & SCOPE

This policy explains Your Place's approach to preventing and responding to Anti-Social
Behaviour (ASB) and hate-related incidents across its services, in line with legal and
regulatory requirements. It applies to all services, including Anchor House, Hope Street,
Harbour and Wingfield Road Flats.

The policy covers internal ASB, including resident-to-resident issues in shared spaces, as
well as hate incidents, hate crimes and other ASB committed by residents against
residents, staff or others within our properties or the surrounding community.

This policy aligns with:

The Regulator of Social Housing's Neighbourhood and Community Standard
Anti-Social Behaviour, Crime and Policing Act 2014

Housing Acts 1985 and 1996

Equality Act 2010

Data Protection Act 2018 and UK GDPR

POLICY STATEMENT:

Your Place is committed to maintaining a safe, secure and respectful environment for
residents and staff. We do not tolerate harassment, intimidation, violence, hate incidents or
any form of anti-social behaviour. We work with residents, staff, local authorities, the police
and other partners to prevent ASB and respond promptly, fairly and effectively when it

OCCuUrs.
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Our response will be victim-centred, trauma-informed, and proportionate. We will support
those affected, hold perpetrators to account and, where possible, address the underlying
causes of the behaviour.

We are committed to:

e Preventfing ASB through clear behaviour standards, early support and positive
community living.

e Providing clear, accessible ways to report ASB and hate incidents so residents feel
safe raising concerns.

e Responding quickly and proportionately, with urgent action for serious risks such as
violence or hate crime.

e Supporting victims and witnesses with empathy, practical help and regular updates.

e Addressing perpetrators' behaviour fairly but firmly through warnings, agreements,
support referrals and legal action where needed.

e Working with the police, local authorities and other agencies to make full use of
available powers and support.

¢ Handling information appropriately and confidentially in line with data protection
and community safety requirements.

e Reviewing incidents, outcomes and feedback to improve our approach and keep it
effective and fair.

e Monitor and publish performance

DEFINITION OF ASB

For the purposes of this policy, Anti-Social Behaviour is defined as conduct that causes or is
likely to cause harassment, alarm, or distress to others, or behaviour that creates a
nuisance or annoyance in a housing context. It includes a broad range of unacceptable
activities such as:

e Harassment or infimidation of others e.g. verbal abuse, bullying, threats, stalking.

e Hate incidents or crimes, i.e. abusive or hostile acts motivated by prejudice against
someone's protected characteristics e.g. race, religion, disability, gender identity,
sexual orientation.

¢ Noise nuisance that is excessive and persistent e.g. frequent shouting, loud music at
anti-social hours.

e Actual or threatened violence towards any person.

e Vandalism, property damage, or graffiti.

¢ Unauthorised use of communal areas in ways that cause nuisance e.g. smoking in
prohibited areas, obstructing corridors or exits.

e Drug dealing or substance misuse that impacts others' safety or wellbeing e.g.
aggressive behaviour or discarded needles in shared areas.

e Any criminal activity taking place in or around our properties.

ASB does not include minor lifestyle differences or everyday living noise at reasonable
levels such as the sound of doors closing, footsteps, low level music or television playing
during daytime, or occasional gatherings that are unavoidable in communal living.

While these may cause irritation, they would normally be addressed through informal
resident dialogue or mediation, rather than formal enforcement.
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ROLES AND RESPONSIBILITIES

All members of our community have roles to play in preventing and addressing ASB. The
table below outlines key responsibilities:

Role / Person Responsibilities in ASB Management
e Behave responsibly and respect others in the
community.
e Report ASB or hate incidents promptly via available
channels.

Engage with investigations e.g. providing evidence or
statements, attending meetings and comply with
agreed actions or support plans.

e Refrain from retaliation or taking matters into their own
hands, allow staff and authorities to manage the
situation.

Residents & Visitors

e Acknowledge and record ASB/hate reports from
residents or colleagues.

e Conduct initial response and risk assessment promptly,
ensuring immediate safety measures e.g. call
emergency services if violence or serious threat.
Investigate allegations interview parties, gather
evidence in line with procedure.

e Support victims ensure they feel heard, safe, informed
and offer practical assistance e.g. advise on personal
safety or involve police if needed. Use professional
judgement to categorise cases and implement
appropriate interventions warnings, mediation, referrals
to support, etc. according fo this policy and the ASB
procedure.

e Keep detailed records of all reports, actions, and
communicafions.

Frontline Staff Support
Workers, Customer
Services, Housing
Officers, Night
concierge

e Oversee ASB case management: ensure timely action,
provide guidance to staff, review risk assessments and
case progress.

e Authorise escalated actions e.g. sending formal warning
letters, initiating legal action, or temporary
moves/evictions, ensuring decisions are proportionate
and justified.

e Coordinate multi-agency responses: licise with police,
local authority ASB teams, mental health or social
services where needed.

e Ensure staff safety: support staff dealing with aggressive
incidents, including debriefings and invoking Your Place's
staff safety/zero tolerance procedures if residents
threaten or abuse staff.

Service Managers,
Team Managers /
Deputy Managers

e Develop and review ASB policies and procedures in line
with regulatory standards and best practices

e Provide resources and fraining for staff on ASB, conflict
resolution, frauma-informed approaches, and legal
updates.

Head of Services /
Senior Management
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e Monitor performance and compliance: ensure ASB cases
are handled effectively and within set timescales; review
reports on ASB trends, outcomes, and lessons learned.

e Reporting & Accountability: Report to Board and
regulators on ASB management, compliance with RSH
Consumer Standards like Neighbourhood & Community
Standard

e Ensure transparency with residents (e.g. publishing
policies, providing updates on ASB initiatives and
improvements).

e Work with us to address ASB effectively.
e Police and community safety teams may assist with joint
interventions or enforcement e.g. injunctive action,
. . criminal investigation.
Folllsn, el Support services such as mental health, substance use
Support Agencies such upp Y . ' Su .
services help address underlying causes.
as CGL .
e Your Place collaborates with these partners through
information sharing agreements and multi-agency
meetings, while respecting resident confidentiality.

PREVENTION AND EARLY INTERVENTION

Setting expectations from the start

We aim to prevent ASB before it begins by setting clear expectations at the start of a resident’s
occupancy. Standards of behaviour, house rules and the consequences of ASB, including the
possibility of enforcement action or eviction, are explained through Licence and Tenancy
agreements, inductions and ongoing communication. We also promote a positive ‘good
neighbour’ culture throughout a resident’s time in the services.

External Partners

Early support and informal resolution

Staff are expected to identify and respond to early signs of conflict or nuisance before they
escalate. This may include informal conversations, mediation, reminders about occupancy
responsibilities and practical support to resolve tensions quickly. Where appropriate, we assess
underlying needs, such as mental health or substance misuse, and offer support or referrals to
relevant services at the earliest opportunity.

Using support and risk information

We use Support and Risk Management Plans and referral information to identify potential risk
factors and agree practical steps to reduce the likelihood of ASB. By building trusting
relationships with residents and addressing issues early, staff can often prevent or defuse
problems before they become more serious.

Creating a safe environment

We recognise that a safe, well-maintained environment is essential to preventing anti-social
behaviour. We carry out regular building and health and safety checks to identify and address
issues such as graffiti, litter, poor lighting, broken locks and faulty CCTV. Staff maintain a visible

presence in communal areas and increase checks at times when issues are more likely to arise,
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helping to deter ASB and reassure residents. Wherever possible, we aim to resolve concerns
informally and constructively, while taking prompt action when risks increase or behaviour
persists.

Safety of shared spaces

Your Place recognises that safe and secure communal areas are essential to the wellbeing of
residents and staff. We take reasonable steps to ensure that shared spaces, including kitchens,
lounges, corridors, stairwells, lifts, reception areas and external grounds, are kept safe, well
maintained and free from hazards.

e A 24-hour staff presence at Anchor House/Harbour Project

e Controlled access arrangements, including key fobs, secure entry and visitor sign-in
procedures.

e CCTV monitoring in appropriate locations, while respecting privacy and dignity.

e Regular inspections to identify and address risks such as faulty lighting, fire hazards and
damage.

e Keeping communal areas clean, well-lit and safe to use.

Shared responsibility

Maintaining a safe environment is a shared responsibility between Your Place and our residents.
We promote this by setting clear house rules for shared spaces and involving residents in
building a positive community culture.

¢ Residents and visitors are expected to behave considerately in communal areas.

e Corridors and exits must not be obstructed, and safety equipment and security doors
must not be tampered with.

e Residents should report concerns such as broken locks, aggressive behaviour or
maintenance issues to staff immediately.

o All reports will be taken seriously and acted on promptly.

Working with partners

Your Place also works with external organisations to help keep shared spaces safe. We liaise
with the police, the council’'s community safety teams and neighbouring landlords or agencies
where our premises adjoin or overlap with others. This helps us prevent and respond to threats
to the safety of our service environments through appropriate information sharing, coordinated
action on ASB or crime affecting our property, and participation in relevant multi-agency
initiatives around our services.

REPORTING ASB & ACCESSIBILITY

We want residents and others to be able to report ASB easily, safely and in a way that works for
them.

e In person to any member of staff

e By email to tell-us@your-place.org.uk

e By phone on 0207 476 6062

e Online through our website link to form to be added
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Accessible and supported reporting

Residents may ask someone to report on their behalf, such as a support worker, advocate or
friend. Where possible, we will respect requests for anonymity and respond in a supportive,
non-punitive way to concerns raised.

We will make reporting:

Accessible in a range of formats, including translation, large print and interpretation services.
Available to people with additional needs or vulnerabilities.

When a report is made

When we receive a report, staff will listen carefully, take the concern seriously and record the
details. The incident will be logged through our ASB reporting process, and a named Case
Officer will be assigned to manage the case. We will contact the reporting resident as early as
possible to acknowledge the report, explain the next steps and offer immediate advice or
reassurance where needed.

Response times
We aim to respond to ASB reports within the following timescales:

e Acknowledge reports within 3 working days

e Assess risk and priority within 5 working days

e Agree an action plan with the reporter

e Provide updates at least every 10 working days

e Aim to resolve cases within 20-30 working days, depending on complexity

Cases involving violence, hate crime or other serious risks will be prioritised for immediate
action. We will aim to take initial action within one working day.

Emergency situations

If someone is in immediate danger or at risk of serious harm, they should call 999. If staff
witness an emergency or are responding to a serious incident, they will contact the police or
other emergency services straight away.

Risk-based response

Every report is assessed based on urgency, severity and impact. Cases involving an immediate
risk of harm or serious criminal activity will be treated as emergencies. In these situations, we
will contact and support the person affected as quickly as possible, take immediate steps to
reduce risk and work with the police or emergency services where needed.

Less urgent concerns, such as lower-level nuisance where there is no immediate safety risk, may
take longer to assess while we gather information and plan a proportionate response.

In every case, our response will be proportionate to both the seriousness of the behaviour and
its impact on the person affected.
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Keeping residents informed

Throughout the case, we will keep the reporting resident updated on progress and actions
taken. We will also explain the likely outcomes, expected timescales and any information we
may need from them, such as incident logs or witness statements.

RESPONSE AND INVESTIGATION PRINCIPLES

Our response to ASB is guided by speed, fairness and proportionality. We use a risk-based

approach so that serious or urgent cases, including violence, hate incidents, serious harassment
and safeguarding concerns, receive an immediate or same-day response. Lower-level nuisance
cases will be addressed within a reasonable timeframe using the most appropriate intervention.

Supporting victims and witnesses

The safety and wellbeing of victims and witnesses is a priority. After an incident, we will check
on those affected and take practical steps to help them feel safe. This may include safety advice,
involving the police, changing locks or considering a temporary room move where appropriate.
Each victim or witness will have a named staff contact and will receive updates in their preferred
way.

We will also help residents access emotional support, advocacy and specialist services where
needed. Where an alleged perpetrator has identified support needs, such as mental health or
substance misuse issues, we will work with relevant services to address factors that may be
contributing to the behaviour.

How we support people affected

e Carry out risk assessments and consider safeguarding needs, including MARAC where
appropriate.

e Provide regular updates and a clear point of contact.

o Offer practical and emotional support, including referrals to specialist services such as
Victim Support.

We recognise domestic abuse and hate crime as priority areas and will respond accordingly.
Key elements of support

e Listening with empathy and recognising the impact of the incident.

e Providing a named contact and regular updates.

e Putting in place safety planning and immediate protective measures where needed.
e Helping people access emotional support, advocacy and specialist services.

e Supporting witnesses and explaining the process clearly.

Gathering evidence and investigating concerns
We will investigate all ASB reports thoroughly, fairly and without prejudice. Where evidence is
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available, staff may gather witness statements, incident logs, staff observations, CCTV footage,
photographs and relevant information from the police.

We aim to establish the facts promptly while making sure all parties are heard and understand
the process. Information will be shared only when necessary and in line with the law and our
data protection responsibilities. Malicious complaints are rare, but where they occur, they will
be addressed appropriately.

Actions and enforcement

Once the facts are established, we will take action that is proportionate to the seriousness,
frequency and impact of the behaviour. Our aim is always to stop the ASB, protect those
affected and resolve the issue in a fair and effective way.

Wherever possible, we will start with the lowest level of intervention likely to be effective, while
taking stronger action where risks increase or behaviour persists.

e Informal action: For minor or one-off concerns, this may include verbal or written
warnings, reminders about expected behaviour, problem-solving conversations or
mediation where appropriate.

e Formal action: Where behaviour continues or is more serious, we may use formal
warning letters, Learning Change Agreements, tenancy or licence notices, or other
proportionate interventions.

¢ Legal action: In persistent or severe cases, we may work with the police or local
authority to seek injunctions, Criminal Behaviour Orders, possession proceedings or
eviction. Eviction will only be considered as a last resort, or where there is an immediate
and serious risk to others.

Any decision to end a resident’s tenancy or licence because of ASB will be carefully reviewed
and approved by a Head of Service. We will make sure relevant support considerations and
legal requirements have been considered before action is taken.

PARTNERSHIP WORKING

Working with partner agencies

Effective action on ASB depends on strong partnership working. Your Place works closely with
the London Borough of Newham, the Metropolitan Police and other agencies, including mental
health services, substance misuse services and community mediation providers, to address ASB
and related concerns. We also take part in local community safety partnerships and other
relevant multi-agency meetings where appropriate.

Multi-agency case work

Where needed, we will lead or take part in multi-agency case reviews, particularly for high-risk
cases or where safeguarding action is required. We also support wider work to reduce crime
and ASB in the local area, where resources allow.

By coordinating action and sharing information appropriately, we aim to protect residents, hold
perpetrators to account and reduce ASB in the communities around Anchor House and
Harbour Project.
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Information sharing

We manage information sharing with external agencies carefully and lawfully. Personal
information is shared only with consent or where there is a legal basis to do so, such as
preventing crime or serious harm, in line with the Data Protection Act 2018.

We have agreed protocols with local authorities and the police to support safe information
sharing, and staff are trained to follow them.

Key partners

e Police

e Local authorities

e Community Safety Partnerships

e Social care and support services
We share information only where necessary, lawful and proportionate, in line with data
protection legislation, to help protect individuals and communities.

Community Trigger (ASB Case Review)
What the Community Trigger is

The Community Trigger, also known as an ASB Case Review, is a statutory process for people
who feel repeated reports of anti-social behaviour have not been dealt with effectively. It allows
a multi-agency review of how the case has been handled.

Threshold in Newham

In Newham, a Community Trigger can usually be requested when one of the following
thresholds is met:
e Three separate ASB incidents reported within six months to the Council, the Police or
Your Place, with no effective action taken; or
e One hate-related incident reported within the last six months, with no effective action
taken.

Support available from Your Place

If a resident believes the threshold has been met, we will support them to submit a request to
Newham's Community Safety Partnership. We will also explain that the Community Trigger is
separate from our internal complaints process, and that both routes can be used at the same
time if appropriate.

What happens after a request is made

Once a Community Trigger is accepted, Your Place will cooperate fully with the review. This may
include sharing relevant case information and attending multi-agency meetings. We will also
consider and, where appropriate, implement any reasonable recommendations made through
the review to improve the handling of the case and help prevent further ASB.
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COMPLAINTS AND APPEALS

We aim to resolve ASB concerns fairly and effectively. If anyone, including the person reporting
the incident or the alleged perpetrator, is unhappy with how we have handled an ASB case,
they can make a formal complaint through Your Place’s Complaints Procedure.

The complaints process is separate from the ASB case management process. It provides an
impartial review of whether we followed the policy and took appropriate action. We will make
sure residents and others are aware of their right to complain, and we will use feedback from
complaints to improve our services.

Escalation and external review

If a resident remains dissatisfied after completing the internal complaints process, they may
refer the complaint to the Housing Ombudsman Service. Residents may also request a
Community Trigger (ASB Case Review) where the relevant criteria are met. The complaints
process and Community Trigger are separate routes and can be used alongside each other
where appropriate.

GOVERNANCE AND TRANSPARENCY

Equality, access and monitoring

We are committed to fair and equal access to our services. We will make reasonable
adjustments for people with disabilities or additional needs, provide translation and
interpretation services, work to ensure no group is disadvantaged, and monitor outcomes
across protected characteristics.

Performance and management oversight

The management team will monitor how this policy and the supporting ASB Procedure are
implemented. Performance information, including ASB case volumes, response times, outcomes
and resident satisfaction, will be reviewed regularly at management meetings. Serious cases
and emerging trends will be escalated to senior leadership to support accountability and
appropriate resourcing. We will publish annual performance information for residents.

Board oversight and policy review

The Board will maintain oversight of ASB management through regular reporting. This policy
will be reviewed at least every three years, or sooner if legislation, guidance or regulatory
expectations change.

Confidentiality and information handling

We handle information carefully, confidentially and in line with GDPR and data protection
requirements. Information will only be shared where it is necessary, lawful and proportionate.
e Treat personal and case information as confidential.
e Share information only where it is necessary, lawful and proportionate.
e Store information securely and handle it in line with data protection requirements.

Resident involvement and communication
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Residents will be involved through feedback and surveys, resident forums or panels, and
consultation during policy reviews. We will keep residents informed about our approach to ASB
through appropriate communications such as handbooks, newsletters and meetings, and we
will invite feedback to help improve our services.
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