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1.
Introduction

Nuisance and antisocial behaviour disrupts the lives of many people within our communities, bringing distress and fear. Tackling antisocial behaviour remains a very high priority for residents and is critical to them feeling safe in their homes and their neighbourhoods.

In summer 2010 we conducted a consultation exercise across the borough where we asked tenants to identify issues most important to them in their communities and their homes.

Of all the tenants that we spoke with 39% said that crime and antisocial behaviour was a priority for them. 

Kettering Borough Council has approximately 3800 properties. In 2009/10 the following actions were taken against tenants for breach of tenancy in relation to antisocial behaviour.

· 42 tenants were served with formal notification that we believed the tenancy to be in breach.

· 7 tenants were evicted for antisocial behaviour. 4 of those tenants were introductory tenants.

· The Council believes that every resident should be able to enjoy the peace and security of their homes and neighbourhoods.

· We will not tolerate antisocial behaviour within our properties and neighbourhoods.

· We will take a multi agency approach to deal with antisocial behaviour and will promote preventative activities, early intervention and enforcement, where necessary.

· We will take a victim centred approach and endeavour to protect potential witnesses.

· We will endeavour to identify ASB risk factors as soon as possible and work with individuals to prevent it.
Whilst this document refers specifically to tenants and leaseholders of Kettering Borough Council, residents of the borough should note that KBC works in partnership with many other agencies such as Police, Social Services and Youth Services to tackle incidents of ASB across the borough as a whole. Further information can be found in the Kettering Borough Community Safety Partnership Plan 2010-2013.
This document and the supporting Statement of ASB Policy and Procedures have been reviewed by tenants who indicated on the 2009/2010 Tenant Profile an interest in becoming involved in working groups regarding antisocial behaviour.
2.
Definition of Antisocial Behaviour

There are a variety of different definitions for antisocial behaviour; it can mean different things to different people. The general definition is set out in the Crime and Disorder Act 1998

“Behaviour that causes or is likely to cause harassment, alarm or distress to one or more persons not of the same household as the perpetrator.”
More detailed information can be found in Section 7 where the specific tenancy conditions in relation to antisocial behaviour are set out.

We recognise that failure to tackle antisocial behaviour effectively could:

· Substantially affect the lives of those individuals who are living with nuisance or antisocial behaviour.

· Impact on the local environment and hinder the development of sustainable communities.

3.
Key Objectives

Our main objectives in relation to antisocial behaviour are to;

· Thoroughly investigate all complaints of antisocial behaviour and neighbour nuisance.

· Take appropriate and proportionate action against the perpetrators of antisocial behaviour and neighbour nuisance whether it is being caused by them, other occupants of the property or their visitors.

· Provide as much support as possible to complainants and/or witnesses of antisocial behaviour, either directly or by referring to partner support agencies.

· Recognise that antisocial behaviour is often a symptom of more fundamental problems with the individual or within the household as a whole and that is possible to change poor behaviour through support from specialist agencies.

· Recognise that prevention is better than cure. By making use of our links to a wide variety of partners and promoting early intervention, we aim to resolve the majority of antisocial behaviour complaints without resorting to enforcement action.

· Monitor the service we provide by sending complainants a customer satisfaction survey when their complaint is closed and seek to improve our service based on the comments received.

The definition of antisocial behaviour includes a wide variety of behaviours that can impact the quality of another residents’ life. However, a distinction must be drawn by residents between genuine antisocial behaviour and activities that would be considered general living noise or lifestyle differences. For example:

· People mowing their lawns

· People vacuuming

· D.I.Y noise

· People using washing machines

· Children falling out with one another

· Cooking smells

· Day to day family noise

These are simply examples and the list is not exhaustive. Everyday living noise and lifestyle differences are not normally classified as antisocial behaviour. If you require further clarification or you think your problem is more serious, you can contact your Neighbourhood Manager to discuss it in more detail.

It is expected that residents whether they live in houses or flats will hear a certain amount of noise from their neighbours. This will vary according to the type of property you are living in and how easily noise transfers between adjoining properties. You are not, however, expected to endure unreasonable levels of noise nuisance. If you are in any doubt, contact us for advice and assistance.
4.
How to report an incident of Antisocial Behaviour

If you are suffering from any kind of antisocial behaviour, you are encouraged to report the problem as soon as possible. We need you to do this so that:

· We can give you advice on how we may be able to assist you or who you should speak to if we cannot help you.

· We can advise you of the information we need from you to investigate your complaint.

· We can take action as soon as possible in order to prevent the problem becoming more serious or affecting you more than it should.

You may be unsure who is the best agency to deal with your problem. If that is the case, speak to your Neighbourhood Manager who can advise you. There will be some problems that need to be dealt with by specific agencies, like the police, or other departments within the Council. 

However, all agencies dealing with antisocial behaviour work closely together and whoever you make your initial report to will make contact with any other agency that needs to be involved or advise you if they cannot be of assistance and who you should talk to instead.

As a guide, here are some examples of who you should speak to first if you are experiencing any of these types of problems. Housing Services will be contacted by the agency if there is a breach of tenancy and will take the appropriate action under the terms of the tenancy.

	Type of Antisocial Behaviour
	Organisation
	Email and Web
	Phone

	Threatening behaviour

Verbal abuse

Drug dealing

Vandalism

Alcohol related issues

Domestic abuse

Physical violence

Harassment

Intimidation

Hate or racist incidents

Vehicle nuisance

Prostitution/sexual acts/kerb crawling
	Police
	Contact your Safer Community Team through the  Police website http://www.northants.police.uk/default.aspx?id=sct&sctsector=kettering&sector=2 

Or email

northantspolicemailroom@northants.police.uk 
	Emergency

999

Non

Emergency

03000 111 222

	Graffiti

Noise nuisance

Dog fouling

Fly tipping

Littering

Abandoned vehicles
	Kettering Borough

Council 
	Complete the online form http://www.kettering.gov.uk/site/scripts/xforms_form.php?formID=187
Or email antisocialbehaviour@kettering.gov.uk 
	01536 

410333


It is important to acknowledge that agencies and individuals involved in a complaint of antisocial behaviour all have various responsibilities in order to get the matter resolved. This will be set out in more detail in the following sections. However, as a brief overview we have the following Service Promise which describes the commitment required by us as your landlord and you as our tenant/leaseholder.

Antisocial Behaviour – our promise to KBC tenants and leaseholders
	KBC Housing Services promise to
	In return we ask that you

	Speak to you within 1 working day of your antisocial behaviour report and give you the name of the person dealing with your report
	Report serious incidents including threats or acts of violence to the police as well as your Neighbourhood Manager

	Make a written report of any problem you tell us about
	Act in a considerate and reasonable way towards others and make sure that members of your family and visitors do the same

	Meet with you as soon as reasonably practicable if you ask us to.
	Try to sort out minor disputes by talking to your neighbours

	Agree an action plan with you and keep in contact with you on the progress of your case at least once a month.
	Keep a diary of incidents if we need you to collect evidence

	Support you in any way that we can either directly or by referring you to a specialist support agency
	Consider giving evidence in court to assist us in legal proceedings should it become necessary

	Notify you when a case is closed and why this is happening
	Give us your feedback on the satisfaction survey that we send you so that we can work to continually improve the service that you receive.


5.
The responsibility of complainants
When we receive a complaint of antisocial behaviour of neighbour nuisance, we will make contact with the complainant within 1 working day. At this time, we will be trying to gather further information so that we can give advice and agree an initial course of action.

It is very important that complainants recognise the importance of working with us to get their complaint resolved. They will be asked to respond to our calls/letters, collect information on the nuisance they are experiencing and be available for pre-arranged meetings and home visits.

Failure to make contact with a complainant may leave us no alternative but to close the complaint due to lack of contact.

If we feel that we have no alternative but to take legal action, we may request that complainants and/or witnesses provide us with a statement and attend court. Whilst it is possible to submit anonymous statements of behalf of complainants, experience tells us that the most successful legal actions are where complainants and witnesses are willing to attend court and describe the problems to the judge in person.

All complainants have a responsibility not to make complaints of a malicious nature about their neighbours, visitors or anyone engaged in a lawful activity in the locality of their property. We take malicious complaining very seriously and will take action against those found to be doing so.

Anonymous complaints will be accepted, recorded and investigated as much as possible on the information provided. However, staff will use their discretion and judgement in deciding what action to take on the basis of anonymous information.

6.
The responsibility of the wider community

The community as a whole has a responsibility not to engage in nuisance or antisocial behaviour, regardless of tenure. Tenants of other landlords could be subject to enforcement action in the same way as KBC tenants and leaseholders. Residents who own their properties could also be subject to legal action if they are shown to be the perpetrators of nuisance or antisocial behaviour.

7.
The responsibility of tenants and leaseholders

Tenants are responsible for abiding by the terms of their tenancy agreement. 

Leaseholders are responsible for abiding by the terms of their lease and must not cause nuisance and annoyance to their neighbours, visitors or anyone conducting lawful activity in the locality of the property.

In respect of nuisance and antisocial behaviour, these are the main responsibilities of a KBC tenant:

B1 You must keep to the conditions in your tenancy contract.

B1.1 When you sign your tenancy contract, you are agreeing to become our tenant. It is a legal document and contains details of your rights and responsibilities.

You may lose your premises if you do not keep to the conditions explained in the contract.

In most cases your council tenant neighbours have the same rights and responsibilities as you.

B1.2 When one or more person signs the tenancy contract (that is, a joint tenancy), each tenant has the full rights and responsibilities equal to the other tenant or tenants.

We may act quickly when tenants break any conditions in the tenancy contract.

B3 You are responsible for the behaviour of every person (including children and lodgers) and animal living in or visiting your premises. You are responsible for them in your premises, on surrounding land, in shared areas and in the local area.

B3.1 Some of your neighbours may have a different way of life to you. A good neighbour will accept and understand the different lifestyles other people may have.

We expect most people to sort out their own problems with their neighbours. If this is not possible, depending on the circumstances, we may help you sort out these problems in the most appropriate way.

B3.2 Nuisance

You must make sure that every person living in or visiting the premises (including children) does not do anything that causes or is likely to cause a disturbance or be a nuisance to anyone in the local area. This includes allowing animals to cause a nuisance.

Some examples of behaviour, which can cause a nuisance or disturbance, are:

· playing loud music, radios or television;
· arguing and slamming doors;
· dog barking and fouling;
· operating noisy machinery;
· dumping rubbish;
· blocking shared areas and access;
· dismantling and repairing motor vehicles;
· damaging premises;
· graffiti;
· alcohol abuse;
· playing ball games close to properties;
· skateboarding and cycling on footpaths;
· riding motorcycles anywhere but on the road;
· not controlling children’s bad behaviour;
· prostitution;
· not looking after your garden; and
· bonfires.

B3.4 Your animals and pets

Some of your neighbours will not like pets and may complain to us if they feel that any animals or birds are causing them a nuisance or disturbance.

If your animal is proven to be a nuisance, we reserve the right to insist that you remove it.

Wherever you live, you must not allow your pet to be a nuisance to your neighbours (this includes fouling in any shared area). If your pet fouls anywhere in the local area, you are responsible for removing any mess and getting rid of it hygienically.

You must not build a pigeon loft or aviary without our permission, in writing. You may keep pigeons and birds unless they become a nuisance or a risk to health. If they do, we reserve the right to insist that you remove them.

We will not allow the following animals:

· wild animals

· poisonous insects

· poisonous snakes

· all snakes longer than half a metre

· poisonous fish

· large reptiles

· dogs listed in the Dangerous Dogs Act

You may be allowed to keep certain livestock on the premises without our permission, in writing.

B4 You must not be involved in any criminal activity

B4.1 You must not use or threaten to use your premises or anywhere on the estate or block, or anywhere in the local area, to commit or plan to commit a criminal offence.

Examples of these activities include:

· bringing in, storing or selling illegal drugs;

· drug abuse;

· storing or distributing racist material;

· storing or selling stolen goods;

· burglary;

· theft from cars;

· joyriding;

· storing illegal or unlicensed firearms or weapons;

· arson;

· vandalism; and

· damaging premises.
B4.2 Council employees and contractors

You must make sure that neither you, nor anybody living with or visiting you (including children), are abusive to our staff or contractors at any time.

We will report all incidents of abuse towards our staff to the police. We will support our staff in taking the necessary action against anybody that behaves in an unacceptable way.

We may take legal action to evict you for antisocial behaviour and we may not have to find you another home. It can be difficult to find accommodation with another landlord if you have been evicted for antisocial behaviour.

B8 You are responsible for arranging to repair, renew or replace any items in the premises, which are damaged by you or anybody living in or visiting your premises.

B8.1 We have a policy of charging tenants for repairs we have to do that are not our responsibility (such as deliberate damage). These charges are based on the actual cost.

B8.2 Glass
You are responsible for replacing the glass in your windows and doors if it gets broken. We may sometimes consider requests for replacing glass from elderly or disabled tenants.
B9 You must keep your garden tidy and well maintained.

B9.1 You must keep your garden neat and tidy, and get rid of all the household and garden rubbish properly.

B9.2 You must do all that you can to keep the whole premises free from rats, mice and other pests. Rats and mice often make their homes inside old sofas, chairs and mattresses so you must not leave items like these in your garden.

B9.3 You must not store household items, such as fridges, cookers and so on, in your garden.

B9.4 You must not remove, alter, replace or plant any boundary hedge or fence at your premises without our permission in writing.

B9.5 You must not plant large shrubs or trees in a place that could cause a nuisance to your neighbours or damage premises. If any plants, hedges or trees do cause a nuisance, you must trim or remove them as necessary. This includes anything that blocks out your neighbours’ natural light, blocks or hangs over the footpath.

B9.6 You must not block any passageway, entrance, pathway or driveway that is shared or regularly used by you, your neighbours or visitors.

B9.7 You must not put up a shed or greenhouse without our permission, in writing. You may also need planning permission for this and we will tell you how to get it.

B10 You must not store any explosive or flammable materials in any premises we own.

B10.1 You must not store any explosive or flammable materials anywhere on the premises.

B10.2 You must not store paraffin, gas cylinder or bottles, or any appliance that is powered by gas, petrol or paraffin, except lawnmowers or garden strimmers.
B11 Neither you nor anyone living in or visiting your premises is allowed to park any vehicle anywhere on the premises unless a dropped kerb is used.

B11.1 You must have a dropped kerb or footpath crossing to bring a vehicle onto your premises.

B11.2 It is illegal to cross the footpath with a vehicle without a properly constructed crossing. You must also have a properly constructed hardstanding on the premises.

B11.3 You must make sure that emergency vehicles and rubbish collection vehicles have clear access at all times.

B11.4 You must not park a caravan, boat, motor home or trailer on the premises without our permission, in writing.

B11.5 All untaxed vehicles parked on the premises must display a Statutory Off Road Notice (SORN).

B11.6 You must not keep any illegal or unroadworthy vehicles anywhere on the premises or on any land owned by us. You must not store or repair a motorcycle inside the property.

B11.7 You must not park, ride, drive or tow any motor vehicle (including caravans, trailers and boats) on public walkways, grassed areas, verges, public open spaces or any land owned by us.

B11.8 You must not leave any vehicle part or parts on the premises or on any land belonging to us.

B11.9 You must not allow oil, petrol or other vehicle fluid to spill onto the road, footpath or shared car parking areas.

B11.10 You must not regularly carry out vehicle repairs on the premises or land owned by us, whether for payment or not.

B12 You must keep all shared areas clean and tidy, and free from rubbish.

B12.1 If you are a tenant of a flat or maisonette, you have extra responsibilities towards your neighbours and the building.

· You must not place or leave objects in share corridors, on walkways, on balconies, on stairways, in halls or in front of fire doors.

· You must not park or leave a vehicle in a forecourt, on a service road or in a parking area that may block another vehicle.

· You must not put up any type of aerial or satellite dish on the premises without our permission in writing.

· You must make sure that the building is always secure by using the door entry systems properly and keeping entrance doors and not wedged open.

· You must not store or repair any vehicles that are powered by petrol, diesel or paraffin in any shared areas.

· You must not damage or overload lifts.
8.
Working in Partnership

Antisocial behaviour is a complex issue and the most effective solutions are reached by working in partnership with other agencies.

Kettering Borough Council is a member of a number of multi-agency groups working together to prevent and tackle antisocial behaviour within the borough.

The main group is the Multi-Agency ASB Steering Group. This group meets monthly, but can be convened at short notice in an emergency and shares information regarding antisocial behaviour in accordance with an information sharing protocol.

Agencies with a particular interest in a case can attend as required, but the agencies that form the core group are:

· Kettering Borough Council
· Connect Law
· Northamptonshire Police
· Social Care and Health

· Probation

· Education Welfare

· Connexions

· U Turn Project

· Youth Offending Team

· Registered Social Landlords
When working with a family to resolve issues of antisocial behaviour, The Neighbourhood Manager and Housing Manager (ASB) may also attend child protection case conferences and core group meetings as required.

Other multi agency groups that deal with either prevention or emerging antisocial behaviour are:

· Prevention Through Learning Programme (PTLP – part of the Youth Offending Service.

· Local Operational Team’s (LOT’s – part of Children and Young People’s Services.

· Joint Action Groups  (Jag’s – part of the local policing Safer Community Teams).

· Community Safety Partnership (CSP – multi agency strategic lead on crime and antisocial behaviour)

In broader terms, Housing Services are signatories to the RESPECT standard committing to working towards delivering a high standard of service in respect of antisocial behaviour. We are also members of Housemark, a benchmarking service that helps us assess our performance against other similar organisations.

These various strategic and operational groups aim to reduce the barriers between agencies to ensure antisocial behaviour is tackled effectively across the whole borough. We will therefore exchange information regarding alleged perpetrators and the details of the problem at these meetings and agree the most appropriate way forward.

We will also keep appropriate groups and individual agencies updated on any actions we are taking.

9.
Housing Services – our approach to tackling ASB

We will always seek to resolve a complaint at the lowest possible level. It is recognised in most cases of minor dispute that more long lasting resolutions can be achieved when neighbours find ways to tactfully raise their issues with one another and agree ways to compromise in the future. 
If this is not possible, the Neighbourhood Manager will assist in trying to get the problem resolved. It is always our intention to get problems resolved as soon as possible for the benefit of the residents and to prevent enforcement action becoming necessary.

We will not move complainants or perpetrators as a means of resolving a dispute, except in exceptional circumstances. Our priority is to deal with the nuisance and get it resolved as soon as possible. Residents should note that social housing landlords have no legal power to simply move residents; this can only take place if the person concerned requests a move and the circumstances are sufficiently serious to justify this.

We will always seek to create a climate where residents feel comfortable in coming forward with information. Initial actions will be agreed with complainants at the time of the original complaint and we will liaise with the complainant regularly and agree any other actions necessary to get the matter resolved.

We will not disclose the names of complainants to alleged perpetrators unless they have given permission or have agreed to give statements and/or evidence in court proceedings. However, we cannot prevent alleged perpetrators from drawing their own conclusions about who may be making complaints against them.

If it becomes necessary to take a case to court, we will have agreed with the complainant whether or not they feel able to assist us by providing witness statements and giving evidence in court. 

When a case goes to court we may rely on other forms of evidence such as recording equipment, CCTV footage and professional witnesses where appropriate.

If we identify that environmental improvements are necessary to resolve acts of antisocial behaviour, we will attempt to address these in consultation with the residents of the area and where funds can be secured.

Possible responses to antisocial behaviour

An incremental approach is considered best practice when dealing with antisocial behaviour and the following responses are examples of the types of action that could be considered. Depending on the severity and the circumstances of the situation we will determine which action is the most appropriate

· We may suggest that the complainant speaks directly with their neighbour, if they feel safe and confident in doing so.

· Mediation

· Diversionary activities

· Support packages

· Acceptable Behaviour Contracts

· Warning letters

· Structured interviews

· Serving a Notice of Seeking Possession, either as a formal warning or because we intend to commence legal proceedings in the near future.

· Injunctions

· Antisocial Behaviour Orders

· Demoted tenancies

· Dispersal orders

· Family Intervention Project Services

· Family Intervention Tenancies

· Eviction

· Closure orders.

Introductory tenancies
Since 2007 Housing Services have been using introductory tenancies for all new tenants. An introductory tenancy applies to the first 12 months of a council tenancy. It is very much seen as a trial period before a secure tenancy begins. Tenants automatically become secure tenants after 12 months provided we have not served notice to end or extend the introductory period.

Tenants whose behaviour disrupt the lives of other residents and are in breach of their tenancy agreement can be evicted more quickly with an introductory tenancy. The Neighbourhood Manager will visit the tenant after 2 weeks and then every 3 months if necessary during the introductory period to offer support, advice and guidance on how to manage their tenancy. If problems occur and all reasonable steps have been taken to address the situation with the tenant, a notice of termination will be served on the tenant and subject to a right to review the Council can proceed to court after 28 days for possession of the property.
10. 
Support for vulnerable tenants

Antisocial behaviour is often a symptom of other issues with individuals and it may be that in the course of investigating and dealing with a complaint we identify support needs for those that are involved. Anyone we know or suspect has a vulnerability will be offered a referral to a specialist support agency, regardless of whether or not they are the complainant or the alleged perpetrator.

When a complaint of antisocial behaviour is made against someone we believe may have support needs, we will try to change or modify their behaviour by linking with relevant support services. It is the individuals’ choice whether or not to accept the support. However, if they are unwilling to engage we will make it clear that we will consider taking enforcement action should the situation fail to improve.

11.
 Complainant  support

When we are investigating a complaint of antisocial behaviour or taking any kind of action against an alleged perpetrator we recognise that it can be a frightening or distressing time for complainants. We will therefore do all that we can to minimise the distress as possible.

Where there is a danger of potential violence towards a complainant, we will liaise with all appropriate agencies to minimise this threat and offer appropriate support. This may include measures to make their property more secure or liaising with the Police to install equipment such as CCTV or panic alarms.

In severe circumstances we will consider requests for alternative accommodation.
12.
 Witnesses in court

Where witnesses are required to give evidence in court we will provide a full explanation of what they can expect on the day and arrange an advance pre-court visit if this is possible.

Witnesses can expect to receive the following support throughout the court process:

· Transport to and from the court if desired;

· A separate waiting room for our witnesses, subject to court availability;

· Accompanied throughout the case by the Housing Manager (ASB) or other appropriate officer;

· Refreshments and lunch throughout the hearing

· Compensation for loss of earnings.

In all cases that have been resolved by a court hearing, witnesses can expect support from officers in Housing Services for a period of time afterwards. This will be agreed on an individual basis.

All witnesses will have any support needs discussed with them and referrals made to the appropriate agencies according to their individual needs and availability of support. Witnesses who give evidence in criminal proceedings can be referred to Victim Support and/or any other appropriate support service.

 13.
Hate crimes and incidents

Hate crime is defined as ‘any incident which constitutes a criminal offence which is perceived by the victim as any other person as being motivated by prejudice or hate’.

These crimes could be motivated by:

· Race, colour, ethnic origin or nationality;

· Religion;

· Gender or gender identity;

· Sexual orientation;

· Disability.

Many incidents of antisocial behaviour do not necessarily constitute a criminal offence, but the behaviour is nonetheless considered unacceptable. Housing Services take seriously any act of antisocial behaviour that is considered by the victim or others to be motivated by prejudice or hate, whether or not is considered a criminal offence.

Housing Services are committed to:

· Eliminating unlawful discrimination and harassment;

· Promoting good relations between people of different racial groups;

· Maximising the reporting of incidents that are motivated by prejudice and hate;

· Supporting complainants and their families, and

· Taking action against perpetrators.

We will seek to work with all appropriate agencies in partnership to get these matters resolved as soon as possible. 

Domestic abuse

Domestic abuse committed by a tenant, family member or visitor in social housing could fall within the description of antisocial behaviour. We will always take a victim centred approach to this type of behaviour. We are aware of the need to access remedies specifically designed to deal with domestic abuse (for example, non molestation orders) and will refer to agencies specialising in advising victims of domestic abuse. Housing Services will not usually become involved in the legal process; however, we will advise and assist in tenancy related matters. If a perpetrator of domestic violence is remaining in a property we will normally take action to gain possession consistent with the Council’s duty to have proper respect for the home and family life of all concerned.
14.
 Closing cases

We will close cases when the situation has been resolved and the complainant is happy for us to do so.

In certain circumstances we will close cases even if the complainant does not want us to. These will be cases where we are satisfied that we have done everything reasonable and proportionate to get the matter resolved. We will write to the complainant advising the reasons the case has been closed and give them advice on what they can do next.

If a complainant fails to respond to our request for further information, we will have to assume the situation is resolved and close the complaint. However, we will endeavour to make contact with the complainant wherever possible to get an update on the situation.

15. 
Performance monitoring

We will monitor the quality of the service we provide by asking complainants to complete customer satisfaction surveys when we close cases.

Levels of customer satisfaction will be monitored and where a survey indicates a dissatisfied response this will be followed up by the Neighbour Services Manager within 28 days.

The Neighbourhood Services Manager will talk to both the complainant and the officer dealing with the case to establish whether everything that has been done to resolve the complaint has been attempted.

The Neighbourhood Services Manager will confirm the outcome of the review in writing to the complainant advising them whether the complaint will be reopened for further investigation or will remain closed.
16.
 Links to other policies
This policy has been produced in context with other existing policies
Housing Strategy

Housing Services has a strategic aim to build balanced and vibrant communities in partnership with residents. The service priorities to meet this aim are:

· To promote a better quality of life by improving the appearance of our estates, enhancing estate security.
· To build the confidence and resilience of local communities in dealing with antisocial behaviour.

Kettering Keyways

Kettering Borough Council operates a Choice Based Lettings system in order to allocate its properties. Housing in short supply in the borough and only those with a genuine housing need are likely to be successful in gaining social housing tenancies. Applicants whose behaviour in a previous tenancy has resulted in them being evicted or could have been subject to eviction are unlikely to be given any priority for housing and may even be excluded for the register for a period of time.

Kettering Borough Community Safety Strategy 2010-2013.
The current strategy runs until 2013 and has strategic priorities to deal with crime and disorder, including antisocial and other behaviour adversely affecting the local environment. It implements initiatives to achieve this in partnership with other statutory agencies. The overall aim is to reduce crime and help residents feel secure in their local communities by reducing the fear of crime.

17.
Confidentiality and Data Protection

We respect the rights and confidentiality of our residents and we will always request their permission before sharing any information they give us with others.
We will comply fully with the requirements of the Data Protection Act 1998. This would include passing on personal information where authorised by the Act e.g. to law enforcement agencies and in other circumstances where the Act allows it.
As well as treating complainant information confidentially, we must also do the same with information regarding alleged perpetrators. This will invariably mean that there will be information that cannot be disclosed to complainants or discussed in any way. 
We appreciate that this may lead to complainants feeling that there are elements of their complaint that are not being addressed. However, we are bound to have regard to the confidentiality of all parties to a complaint.

18.
Publicising success

Publicity is essential if local communities are to support us in tackling antisocial behaviour. Where applicable, we will publicise successful results of both legal and voluntary actions we have taken to resolve problems in our tenant magazine Connect and the local press.

When an Antisocial Behaviour Order is obtained (ASBO) or an Antisocial Behaviour Injunction (ASBI) the Multi-Agency Antisocial Behaviour Steering Group will circulate relevant information regarding the individual unless the court has imposed restrictions.

19.
 Protection of staff

When new tenants sign their tenancy contract, they are made aware of our policy on treatment of Council employees and contractors.

The tenancy contract states:

You must make sure that neither you, nor anybody living with you or visiting you, (including children), are abusive to our staff or contractors at any time.

We will report all incidents of abuse towards our staff to the police. We will support our staff in taking the necessary action against anybody who behaves in an unacceptable way.

20.
 Staff training

Housing Services will ensure that all members of staff have training in dealing with antisocial behaviour, relative to their position within the department. Staff will be aware of reporting channels to ensure residents who wish to make a complaint are referred to the correct member of staff for appropriate advice and action.

Housing Services will also provide training to Customer Services staff, along with regular updates.

Elected members and tenant representatives will also receive training in taking complaints of antisocial behaviour, including maintaining confidentiality and impartiality.

21.
 Legal framework

We are required to take account of legislation relating to management of local authority housing and antisocial behaviour. Neighbourhood Managers are required to have an understanding of legislation relevant to the tasks they are performing.

Examples of legislation relevant to Housing Services and antisocial behaviour are:

· Race Relations Amendment Act 2000

· Crime and Disorder Act 1998

· Disability Discrimination Act 1995-2005

· Human Rights Act 1998

· Homelessness Act 2002

· Data Protection Act 1998

· Housing Act 1985 and 1996

· Environmental Protection Act 1990

· Statutory Nuisance Act 1993

· Antisocial Behaviour Act 2003

· Clean Neighbourhoods and Environment Act 2005
22.
 Complaints and compliments

If you are pleased or dissatisfied with the service you receive, you can make contact with the Neighbourhood Services Manager in the first instance.
23.
Monitoring and review of the policy
This policy will be regularly reviewed by the Housing Manager (ASB). As a minimum, the review will be carried out annually, and in response to new legislation, good practice or changes to other policies.
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