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1.  Introduction   
 
Dealing with anti-social behaviour, neighbour nuisance and harassment has 
always been an important part of managing housing in Newcastle. In recent 
years, the effects of nuisance, harassment and other forms of anti-social 
behaviour have become more evident. The need for effective partnership 
working and enforcement action to address these issues has become essential 
in order to provide housing that people want to live in.  
 
Your Homes Newcastle (YHN) is taking clear steps to deal effectively with anti-
social behaviour, nuisance and harassment, in line with recent changes in 
legislation, so that residents can enjoy a comfortable and safe environment to 
live in.  
 
YHN believes that residents are entitled to live in well managed homes where 
they feel good about themselves and their communities. In order to achieve this, 
the organisation will strive to work in partnership with others to reduce the level of 
crime, anti-social behaviour, neighbour nuisance and harassment, and will 
operate effective procedures to support victims and to take action against those 
who cause problems for their neighbours.  
 
 

1.1 Why is anti social behaviour a priority for YHN?  
 
The Government has increasingly made anti-social behaviour a top priority 
and the ‘Respect Agenda’ has afforded new responsibilities on social 
landlords in addition to existing provisions in the Anti-Social Behaviour Act 
2003, Crime and Disorder Act 1998 & Housing Act 1996.   
 
YHN, as management agent for the Council, has developed strategies, 
policies and procedures over a number of years to support its tenants and 
other residents and takes a lead role in the over-arching partnership ‘Safe 
Newcastle’. Newcastle City Council’s Community Safety Unit is central to 
developing the partnership’s `Anti-Social Behaviour Strategy` with YHN which 
aims to reduce nuisance, anti-social behaviour and disorder, and is 
committed to ensuring that everyone is entitled to live without harassment or 
fear.  
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1.2 Your Homes Newcastle’s mission statement   
 

Your Homes Newcastle’s mission statement to become the best housing 
provider in the North East have been developed in conjunction with tenants and 
staff and support the delivery of the aims of the Safe Newcastle Partnership 
and the City Council. Examples of how we do this include:  
 

• Contributing to Newcastle’s Anti Social Behaviour Unit through our 
specialist Housing, Anti Social Behaviour & Enforcement team 
(HASBET); 

• Tackling anti social behaviour consistently across all tenures to meet the 
Government’s ‘Respect’ standard for housing management, and 
therefore increasing demand for our properties and reducing void levels; 

• Carrying out home improvements using secure by design standards;   
• Tackling anti – social behaviour on estates promptly and effectively 

through our graded response; 
• Managing the Family Intervention Project on behalf of Safe Newcastle;  
• Increasing investment in security works and services such as controlled 

door entry systems and the concierge services.  
 
 

1.3 YHN’s policies & procedures  
 

Our policies and procedures have been brought up to date utilising available best 
practice and recent legislation to develop a clear policy statement on how we 
would manage anti-social behaviour, neighbour nuisance and harassment, 
including service standards for the service.   
 
These procedures centre around providing staff involved with clear guidance and 
suggested options for managing anti-social behaviour in our neighbourhoods. 
They are designed to ensure consistent, agreed action in line with service 
standards with an emphasis on support and feedback to victims as well as 
covering the range of activities which can be taken against perpetrators.  
 
 

1.4 Aims and objectives  
 

YHN has a number of aims and objectives in relation to nuisance and 
harassment. These are to:  
 

• Tackle anti-social behaviour, neighbour nuisance and harassment on 
estates promptly and effectively, through partnership working; 

• Continually improve our Housing, Anti-social Behaviour and Enforcement 
Team (HASBET) which supports local staff in tackling and reducing 
nuisance and harassment;  

• Provide guidance to all housing management staff through appropriate 
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training, policies and procedures that will be used consistently to meet 
the challenges presented by nuisance and harassment;  

• Provide appropriate support to individual victims, witnesses and 
communities who face problems in their homes and on their estates. A 
dedicated Victim Support worker is employed within HASBET;   

• Consult with tenants and other residents and work with them to reach 
appropriate and mutually beneficial solutions to problems, and;  

• Implement service standards in relation to nuisance and harassment, so 
that service users are clear about the service they can expect from us.  

 
 

1.5 YHN’s commitment to reducing anti social behaviour   
 
YHN provides a central role in managing and reducing antisocial behaviour, 
neighbour nuisance and harassment through the work of numerous staff and 
teams. As referred to earlier how we invest in our properties can have a great 
impact in improving security and also making residents feel secure. Similarly the 
services provided by concierge and associated services have a positive impact in 
this arena.  
 
YHN’s neighbourhood based housing office staff act on all reports of antisocial 
behaviour, neighbour nuisance and harassment that they receive acting as a first 
point of contact with residents. Most incidents are dealt with successfully at a 
neighbourhood level, through initial contact with local staff who discuss 
complaints with both victims and perpetrators.  
 
YHN’s policies and procedures have been shaped by the recommendations of 
the Respect Housing Management Standard 2007, the Audit Commission 
Inspections in November 2003, January 2005 and April 2008, and an external 
review of the way we manage anti social behaviour in November 2006.  
 
 

1.6 HASBET and victim support    
 

HASBET provides dedicated cross tenure support to estate based staff in dealing 
with nuisance and harassment, particularly where cases cannot be resolved at a 
local level. To support witnesses and victims an officer from Victim Support has 
been seconded into the HASBET team.  
 
HASBET uses a range of interventions to tackle anti social behaviour 
across the city. These have included diversion, prevention, education and 
enforcement as appropriate, including;  
 

• Support for the Children's Safety Education Foundation;  
• Early intervention warning letters and visits;  
• Acceptable behaviour agreements; 
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• Working in close partnership with Newcastle’s Drug & Alcohol support 
services and Youth Inclusion’s Intensive Intervention Support 
Programme;   

• Injunctions;  
• Anti social behaviour order and evictions;  
• Possession proceedings and evictions. 

 
 

1.7 Other YHN services that support residents 
 
 
1.7.1  YHN’s Young Peoples Services (YPS) and the Family Intervention Project 

(FIP)  
 
YPS aim to help young people make a success of their first tenancy with 
YHN. YPS offer help to;  
 

• Identify the ongoing support and help needed;   
• Understand the responsibilities of managing a tenancy and budgets;   
• Get recognition for the skills young people develop through living 

independently;   
• Get involved with the big decisions that affect the lives of people 

throughout Newcastle.  
 
There are 4 main parts of YPS work;  
 

• Providing practical and emotional support to young people in housing 
crisis which can lead them to living in their own tenancy for the first time; 

• Support young people to use the rights they have to make positive 
productive changes in Newcastle; 

• Recruit and train community volunteers to support the young people with 
the North East Open College Network (NEOCN). The YPS personal 
development programme is an accreditation programme that provides 
young people the opportunity to gain recognised certificates through the 
Open College Network;  

• Newcastle Family Intervention Project (FIP).  
 
FIP’s have been promoted by the Home Office as part of the Government’s 
Respect agenda in combating anti social behaviour. The projects are intended to 
focus resources on those families causing the most anti social behaviour in their 
communities. The resources are used to employ specialist staff who work with a 
very small number of families who are causing extensive anti social behaviour. 
They are there to deliver services to the families and to co-ordinate and ensure 
other agencies deliver services appropriately. The overall aim is to reduce or 
resolve the anti social behaviour the families are causing. If families do not 
engage with the project then enforcement action and powers (eviction, parenting 
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orders, ASBO’s, etc) will be the consequence. FIP staff will work with families to 
address the causes for their behaviour, alongside supervision and enforcement 
tools, to provide them with the incentives to change.  
 
The YPS team have been appointed to provide this service in Newcastle after 
winning the tender through the Council’s corporate procurement process.  
 
Three Project Workers work with a caseload of families intensively for 6 to 12 
months on average.   
 
 

1.7.2 YHN’s Concierge Service  
 
The Concierge Service provide 5,800 Council tenants and leaseholders living in 
flats across Newcastle with a comprehensive Concierge service including:  
 

• Building cleaning;  
• Reception duties;  
• Safety and security including an initial investigation of low level nuisance 

complaints raised by residents;  
• Inspections to shared areas;  
• The monitoring of a citywide CCTV system that helps make our 

communities safer, stable places to live;  
• Reporting incidents of anti social behaviour to the local housing office 

and HASBET team.  
 
 

1.7.3 YHN’s Sheltered Housing Service  
 
YHN’s Sheltered Housing Service provides 2 complementary services;  
 

• Mobile Warden Service - provides emergency help if customers are 
elderly, disabled or have other special needs. Anyone living in Newcastle 
can join the service regardless of the type of accommodation or who 
owns the property.  

• Sheltered Housing Service - helps customers stay independent but with 
the benefit of a warden on call for help if needed. It is housing that is 
purpose built or adapted specifically for the needs of older people. There 
are a limited number of flats that are suitable for older people with 
physical disabilities. The Senior Sheltered Housing Offices have a 
responsibility to investigate low level nuisance and anti social behaviour 
and refer appropriate cases to the HASBET team.  
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1.7.4  YHN’s Leaseholder Team 
  
The Leasehold Team provides a Housing Management Service to all flats and 
maisonettes which have been initially purchased via the Right to Buy Process. 
There are currently close to 1,400 Leasehold properties across the city. These 
properties can be found within pairs of Tyneside flats, low rise, mid rise or multi-
storey blocks.  
 
YHN remains responsible for the upkeep of the external structure of Leasehold 
properties and any common areas within the building. As Leaseholders have a 
financial interest in their property they are re-charged for any services (e.g. 
concierge, lift maintenance, communal lighting etc) and any external repairs they 
receive.  
 
The Leasehold Team are responsible for issuing the Annual Service Charge 
invoices and dealing with enquires relating to:  
 

• Services and associated costs;  
• Buildings Insurance;  
• Repairs;  
•  Neighbourhood complaints;  
• Anti-social behaviour;  
• Modern Homes Programme (External packages).  

 
When the Leaseholder Team receive complaints about anti social behaviour of a 
leaseholder, this is a breach of their lease agreement. The Leaseholder Team 
use HASBET graded response warning letters to support an initial investigations 
before referring the case to HASBET where legal action is required to resolve the 
complaint.  
 
 

1.7.5  Right to Buy Team  
 

The Right to Buy section is a front line service ensuring the delivery of a free, 
comprehensive service to tenants wishing to purchase their council home. The 
aim of the section is to provide a first class service that is supportive to applicants 
and delivers within legislated timescales. The section receives and evaluates 
applications from secure tenants who have expressed an interest in purchasing 
their home. The legislation specifies actions and timescales detailing the service 
our customers are entitled to. Essentially we assess the applicant’s entitlement to 
purchase their home and that the property is eligible for sale under the Right to 
Buy Scheme. Once those are established timely action is taken to ensure that 
the application progresses.  
 
The Right to Buy section will email the HASBET and Rent Recovery Team every 
week with a list of applications to check if there are any rent arrears, anti social 
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behaviour court action pending against the applicant.  
 
Before an application completes the Right to Buy team will contact the HASBET 
and Rent Recovery Team to check if there are any rent arrears, anti social 
behaviour or court orders.  
 
 

1.7.6  YHN’s Advice & Support Service   
 
The Advice and Support team can help you residents stay in your home 
and aim to prevent homelessness and help people sustain their tenancies.  
 
The team offer residents support if they need;  
 

• Benefits advice;  
• Debt counselling;  
• Help moving into your new home;  
• Help with rent arrears problems;  
• Help you stay in a tenancy;   
• Help to access accommodation and run their home well;  
• Help as refugees that have been given right to remain in the UK. 
 
 

1.7.7  YHN’s Asylum Seekers Unit (ASU) 
 

The ASU provides advice, support and accommodation for;  
 

• People who have applied to the Home Office for asylum;   
• People who have chosen to remain in Newcastle after receiving the right 

to remain in the UK.  
 
The unit aims to provide a supportive environment to all people in 
Newcastle who have applied to the Home Office for asylum. The service 
primarily:  
 

• Provides ongoing support – the ASU liaise with households whilst they 
await all their asylum application decisions;   

• Manages properties – the ASU is responsible for around 360 properties 
during the lifetime of YHN’s contract with the Home Office; 

• Raises awareness – the ASU aim to ensure that people seeking asylum 
are free from discrimination and prejudice whilst they stay in Newcastle 
upon Tyne.  
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1.8  Partnership working  
 

We work both strategically and operationally with a range of partners to tackle 
nuisance and harassment.  
 
 
Partner Partner Objectives   
 
The Safe Newcastle 
Partnership (previously 
called the Community 
Safety Partnership) 

 
The partnership has been working to tackle crime and 
anti social behaviour since 1998. It is made up of a 
wide range of agencies and partnerships working 
together to make Newcastle a safer place. Sharing the 
work and making use of resources in a joined up way 
means we are more effective in reducing crime. Safe 
Newcastle’s vision is: “To create a safe Newcastle by 
tackling crime, alcohol, drugs, anti-social behaviour 
and their impact. By working together we will develop 
effective, sustainable solutions to local concerns, 
improve confidence and build stronger communities”. 
 

 
Newcastle City 
Council’s Community 
Safety Unit 

 
The unit works strategically in developing partnerships 
and supporting effective and innovative community 
safety initiatives that make Newcastle a safe place for 
people to live, work and socialise. An example of such 
an initiative is ARCH (Agencies Against Racist Crime 
and Harassment). 
 

 
Newcastle City 
Council’s Public 
Protection and 
Regulatory Services 

 
The division takes action in respect of statutory noise 
and environmental nuisance. YHN staff work in 
partnership with Environmental Health Officers where 
legal action is appropriate to deal with noise nuisance 
or health and safety issues. We actively use noise 
abatement legislation to support tenancy enforcement 
to stop anti social behaviour at the earliest 
opportunity. 

 
Newcastle City 
Council’s 
Neighbourhood 
Services 

 
The division employs Neighbourhood Street Wardens, 
Rapid Response Operatives and a Graffiti Team to 
work on estates. YHN staff work with wardens to 
increase public safety and security and to deter anti 
social behaviour. Street Warden’s make reports to 
support the work of the police and our Housing, Anti 
social behaviour and Enforcement Team. Ward based 
Rapid Response Teams tackle small scale 
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environmental damage on estates that we have 
identified and the Graffiti Team give priority to racist or 
abusive graffiti. 
 
The main aim of the Newcastle Street Warden 
Scheme is ‘to create a clean, healthy, attractive, 
sustainable & safe environment in which people can 
live and work’. The Wardens aim to achieve this 
through the following scheme objectives:  

 
• To care for the physical appearance & 

management of the neighbourhood;  
• To operate as ambassadors for effective 

neighbourhood management through 
partnership working;  

• To increase public safety and security by 
patrolling designated areas with the view to 
deter anti social behaviour;  

• To establish close links and be a point of 
contact for residents and traders in the area 
and handle any complaints, comments or 
feedback about any issues of concern on 
behalf of the Council;  

• To reduce crime and the fear of crime and act 
as an enforcing team who are capable of 
delivering the requirements of related 
legislation, such as dog fouling, fly tipping etc.  

 
Street Wardens patrol a number of neighbourhoods in 
the City of Newcastle and are very distinguishable 
wearing highly visible yellow tunics and red jacket. 
The Wardens operate a service 7 days a week from 
2pm to 10pm.  
 
Representatives from the Street Wardens service 
attend Safe Neighbourhoods Action and Problem 
Solving (SNAPS) meetings and many local Tenant & 
Residents Association (TARA) meetings. 
 

 
ARCH (Agencies 
Against Racist Crime 
and Harassment) 

 
This partnership is made up from a group of agencies 
that work together to combat racism in Newcastle. 
These agencies include YHN, Northumbria Police and 
Victim Support. ARCH provides:  

• A free 24-hour phone line 08000 32 32 88 to 
report any racist incident anonymously and 
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confidentially. It operates 365 days a year, with 
live translation in over 100 languages;   

• 40 centres across Newcastle (including YHN’s 
Community Housing Offices) where any racist 
incident can be reported;  

• Support to victims and action against 
perpetrators;   

• Anti-discrimination and anti-racism training to 
professionals and young people. 

 
 
Northumbria Police 

 
The police service works with YHN to tackle incidents 
of anti-social behaviour, neighbour nuisance and 
harassment on our estates. We work with them at all 
levels both strategically through Safe Newcastle’s 
Operational Delivery Group and operationally through 
localised SNAPs Groups. YHN’s HASBET team 
progresses our Acceptable Behaviour Agreements 
with local police officers. 
 

 
Newcastle City 
Council’s Adult & 
Children’s Services 

 
We work in partnership with this service to sustain 
tenancies through joint working following the 
Prevention of Eviction Protocol.  
 

 
Additional agencies 

 
We work with agencies such as the Youth Offending 
Team, Educational Welfare and the Probation Service 
through the Safe Newcastle Partnership in a joined up 
approach to tackle anti social behaviour and nuisance.
 

 
Liaison with local 
groups 

 
Liaison with local groups is an important tool in 
addressing general issues of crime, anti-social 
behaviour, nuisance and harassment. Discussions at 
a local level with tenant’s & resident’s groups and 
representatives are important to gain support for those 
who are experiencing problems and can often lead to 
initiatives around ‘Neighbourhood Watch Schemes’, 
good neighbour agreements or security schemes 
through mainstream investment programming or the 
use of area project fund.  
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2.  What is Anti-Social Behaviour?  
 
‘Anti-social behaviour involves acting in a manner that caused or was likely to 
cause harassment, alarm or distress to one or more persons not of the same 
household’ (Crime & Disorder Act 1998.)  
 
‘Conduct causing or likely to cause a nuisance or annoyance to a person residing 
in, visiting or otherwise engaging in lawful activity in a locality’ (Housing Act 
1996).  
 
‘Anti-social behaviour is behaviour that unreasonably interferes with other 
peoples rights to the use & enjoyments of their home & community’ (CIH 
Good Practice Briefing).  
 
The behaviour of neighbours is regulated not just by law, but also by the 
generally accepted belief that everyone has a right to enjoy life in their own way, 
providing they don’t adversely affect the lives of people living near them. Simply 
reminding someone that their behaviour is upsetting the peace or lifestyle of 
others is often enough to resolve the problem.  
 
Anti-social behaviour constitutes a wide variety of activities that may cause 
nuisance and distress to others. Anti-social behaviour includes, but is not 
limited to the following:  
 

• Domestic violence;  
• Physical violence;  
• Harassment, Racist Harassment or Hate Crime;  
• Verbal abuse or other abusive behaviour;  
• Drug and alcohol abuse causing anti-social behaviour;  
• Involvement with illegal drugs;  
• Playing music loudly or making other noise;  
• Not keeping pets under control, including fouling;  
• Fly tipping, dumping rubbish and setting fires;  
• Damaging or neglect of property and garden;  
• Undertaking car repairs;  
• Illegal or immoral use of a property;   
• Graffiti;  
• Indulging in activities which we would consider to cause nuisance and 

annoyance to others. 
 

You will often first become aware of anti social behaviour when a resident makes 
a complaint about some one else’s life style or behaviour. Remember that a good 
neighbour should also be reasonably tolerant and understanding of the 
differences in lifestyle of others. On occasions you may need to tactfully 
remind complainants of this.  
 

 14



Behaviour which causes a nuisance or annoyance to one person, may not do so 
to another. When considering whether certain behaviour amounts to a nuisance 
or annoyance ask yourself:  
 

• Would this behaviour cause an ordinary reasonable person to be 
disturbed in the comfort and enjoyment of their own home?  

• Would it cause a nuisance or annoyance to someone living next door or 
nearby?  

 
If the answer is ‘yes’, then we should take action. Even if neighbours are not 
complaining, you may become aware of breaches of the tenancy agreement that 
relate to general estate management issues, such as the condition of a house or 
garden or through evidence from employees working in a variety of external 
agencies such as the police or public health.  
 
You can take action in relation to these breaches. Your line manager and the 
Housing, Anti-Social Behaviour & Enforcement Team will provide advice and 
support in dealing with these cases.  
 
It is common that many acts of anti-social behaviour or nuisance are also 
criminal acts. In all cases of this type, the complainant/victim must be 
encouraged to also report the incidents to the police.  
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3.  How to deal with a complaint  
 
 

3.1  Receiving the complaint  
 
A complaint about anti social behaviour can be made by a complainant, victim or 
a witness:  
 

• During a visit to the office;  
• At a home visit;  
• By letter or by telephone;  
• By E-mail;  
• Through the HASBET web site;   
• By a racist incident report from ARCH;  
• Through a third party, e.g., a Councillor, MP, Social Services or other 

internal or external agency;  
 
Complaints do not have to be in writing as people may have difficulty in 
expressing themselves. If a member of staff, who would not be dealing with the 
case, receives the initial complaint they should take the following details:  
 

• Name and address;  
• Telephone number – if offered. They should then;  
• Take brief details of the complaint;  
• Give the complainant the name of the officer who will be dealing with the 

complaint;  
• Pass the complaint onto the Housing Officer or Housing Assistant 

(Community Housing Office) or the Senior Sheltered Housing Officer.   
 
 

3.2  Acknowledging the complaint  
 
When the responsible officer receives the complaint, the following details 
need to be recorded:  
 

• Name, address and telephone number of the complainant;  
• Brief description of the complaint or incident;  
• How the complaint was received – phone, in person, letter or other;  
• Name of alleged perpetrator;  
• The information that you have given to the complainant, for example 

leaflets and/or incident diary;  
• Date set for the interviewing complainant;  
• Name of officer taking the complaint.  

 
Record the category (type) of complaint to allocate the appropriate ‘time scale’ 
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for response target and monitoring purposes; you will need to decide on the type 
of case that you are investigating as response times are allocated according to 
the severity of the case (see Introduction & Service Standards). You will also 
need to decide whether or not the complaint is anti social behaviour and consider 
investigating further. Use the advice in the section ‘What is Anti Social 
Behaviour?’ to help you.  
 
If the complaint regards racist harassment then the incident should be 
reported to ARCH. 
 

 
To report a racist incident to ARCH : 
 

• Ring the 24 Hour Reporting Line on 0800 032 3288 or; 
• Email xxxx@xxxxxxxxx.xxx.xx 

 
 
 
A receipt to acknowledge that we are dealing with the complaint should be 
given or sent to the complainant along with incident diaries for monitoring 
purposes.  
 
The case category should be noted on the form to enable monthly monitoring of 
anti-social behaviour incidents reported.  
 
 

3.3  Urgent cases  
 
If the case is urgent, and an appropriate ‘patch’ officer is not available, details of 
the case must be passed to the HASBET Team to consider an application for an 
injunction and further action. Urgent cases generally involve violence, threats of 
violence or racism where urgent action may be needed to obtain an injunction.    
 
 

3.4  Anonymous complaints  
 
Do not ignore a complaint just because it is anonymous. For example, if the 
complaint is about garden rubbish or car repairs you can check the validity of 
the complaint by calling round to the property. All anonymous complaints must 
be recorded accurately in case there are further complaints.  
 
If the allegation cannot be substantiated, think about whether evidence can be 
obtained by other means, such as from the police or by surveillance. Find out if 
any other residents in the area have experienced similar problems. Do not give 
out information that would identify a specific person or household. This could 
cause problems if the allegations are not true.  
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Ensure that all actions in respect of the complaint are recorded accurately.  
 
 

3.5  Petitions  
 
We have a duty to investigate petitions but we expect those who have signed a 
petition to substantiate any claims that they have made. Your manager may 
arrange for staff to write or visit all petitioners (where they can be identified) 
requesting that further details are recorded on incident diary forms. YHN has 
introduced corporate guidelines on the intranet about how to respond to petitions.   
 
 

3.6  Setting up a case file  
 
A case file is intended to hold all the information relating to one case or series of 
related incidents. If the case is to be investigated beyond the initial complaint 
form a case file should be set up. This will help you keep a track on the progress 
of your investigation.  
 
If there is no case to be investigated at this stage, file the complaint form in the 
tenancy file and write to inform the complainant of this.  
 
When setting up a case file the following guidance should be followed:  

• A case file should be set up in a folder distinguishable from other tenancy 
files;  

• Due to the sensitive nature of cases, case files should be kept in a filing 
cabinet and locked when not in use;  

• Only staff involved in managing the case should have access to this 
information;  

• Case files should be filed in address order according to the main 
perpetrator’s address;  

• If the perpetrator has a Warning Code on their tenancy file, ensure that 
this information is logged onto the Northgate I.T system, transferred to 
the case file and can be clearly seen by officers;  

• Try using a bullet point summary of your investigation progress on the 
inside cover of your case file to enable all staff involved in the case to see 
at a glance, how far matters have progressed;  

• For cases involving racist harassment ensure that you report the incident 
through ARCH.  
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4.  Interviewing the complainant  
 

When a complaint is received, it is usual to try to undertake an interview as 
soon as possible taking into account the response target times allocated to 
different categories of cases. You will have already decided on the type of case 
that you are investigating and allocated the appropriate response target time in 
line with our service standards.  
 
An appointment will need to be made for an interview to be undertaken in the 
office, in the tenant’s home, or somewhere else they may choose. Initial 
contact should be within the appropriate target time of 1, 5 or 10 working 
days depending on the type of case you are investigating. In serious cases, 
this should be undertaken within 1 working day. A guide to response times for 
different case categories is given in the introduction with the service standards. 
Note these are maximum target response times and you may respond quicker if 
you believe that your investigation warrants a faster response.  
 
If you decide to interview the complainant outside the office, take the Quick 
Reference Document ‘Interviewing the Complaint’ with you to help complete 
the interview.  
 
During the interview, the officer should obtain as much detail as possible about 
the complaint. This interview is important in gaining the complainant’s trust and 
confidence.  
 
Make a record of the interview. It is essential at this stage to keep a full written 
record of what you have discussed and what action you and the complainant 
have agreed to undertake. 
 
In cases of racist harassment, also complete an ARCH reporting form either 
electronically or by telephoning the 24 hour free phone number 0800 032  
The action you agree to take may be very basic. For example, the complainant 
may agree to complete incident diary forms and you may agree to discuss the 
matter with your manager to decide the best way forward.  
 
Remember: accurate notes made at an early stage are valuable evidence in 
Court.  
 
When undertaking the interview, the officer should ensure that enough time has 
been set aside to discuss with the complainant all the points outlined below. 
During the interview, about 80% of the time should be spent listening to the 
complainant and 20% of the time talking and answering questions.  
 
 
 
 

 19



4.1  Information the complainant needs to know  
 

• Explain to the complainant that the purpose of the interview is to gather 
facts that will enable you to agree on how to manage the case;  

• State clearly that you may not be able to answer all their questions at this 
interview, but that you will be contacting them again to provide feedback 
from action set out on the interview record sheet;  

• Explain that a further investigation may be needed before any action is 
taken or decisions can be made. Also explain that if we decide to take 
legal action, it may be necessary for the complainant to provide evidence 
at a court hearing later in the case (although housing officers may be 
able to give the evidence to the courts on their behalf as ‘hearsay 
evidence’);  

• Advise them that part of any investigation may involve gathering 
evidence and this may include completion of incident diary forms by the 
complainant. Make a note of the date that you have issued the incident 
diary forms and who to. If the complainant has not returned them in 5 
working days, contact them to see if there have been any further 
incidents. If there have been no further incidents, you should consider 
closing your investigation. If there have been further incidents, ask them 
why they haven’t completed the incident diaries;  

• Discuss confidentiality with them. You should reassure the complainant 
that their name and other details of the case are not disclosed. However, 
you should point out that the perpetrator could guess who has made the 
complaint, especially if you are investigating a neighbour complaint 
involving two parties;  

• You should explain that our policy is to resolve the problem by stopping 
the anti social behaviour. If the behaviour ceases then our action may 
stop; 

• The complainant should be urged to report the matter to the police if it 
involves a criminal action and to keep a record of incident numbers and 
the name of the police officer who dealt with the report;  

• You should explain that we will offer support to the complainant and 
where appropriate, with their permission, make referrals to other support 
agencies such as the dedicated Victim Support Service within the 
Housing, Anti Social Behaviour and Enforcement Team.  
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4.2 Interview structure  
 

The interview should be set out using the following structure:  
 
Required information  
 
Administrative 
information 

 
• Date of interview;  
• Name;  
• Address;  
• Telephone number;  
• Members of the complainant’s household. 
 

 
Information about the 
perpetrator 

 
• Name of the perpetrator if known;  
• Who lives with the perpetrator if known;  
• Ask the complainant if they have spoken to the 

perpetrator themselves. If yes, what was the 
outcome? If not, ask the reason why and make a 
note of this. Discuss with the complainant how they 
might do this; 

• Ask the complainant if they would be willing for you 
to speak to the perpetrator and if not, why not;  

• Stress to the complainant that if they refuse you 
permission to contact the perpetrator, your options 
in taking action are limited. However, if the 
allegations are of a serious nature, you should 
launch an investigation, which may result in the 
perpetrator being interviewed.  

 
 
Incident information 

 
• Date and time of the incident;  
• How long did the incident go on for;  
• Location of the incident;  
• What happened and what was said. This should be 

the exact words, including swear words, rather 
than abbreviations or statements such as “he 
swore at me”; 

• Who was involved, ringleaders, hangers-on;  
• Were there any witnesses, if so what were there 

names and addresses, if known;  
• Does the complainant know of anyone else who is 

having similar problems or who has witnessed any 
previous (related) incidents? If so, take the name 
and address;  

• Details of any other incidents. Each incident should 
be dealt with in date order;  
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• Have they made any written incident reports or 
completed incident diary forms;  

• Why does the complainant think the incident 
happened? This will only be the complainant’s 
view, but will help you decide if the matter is a 
“dispute” or “harassment”. 

 
 
Police involvement 

 
• Have the police been involved?  If so, ask for an 

incident number and the officer’s name and/or 
collar number. This information can be 
substantiated through the Safer Estates 
Information Sharing agreement with Northumbria 
Police;  

• If the police have not been involved does the 
complainant want you to contact them on their 
behalf?  

 
 
Have any other 
agencies been 
involved? For 
example: 

 
• Social Services;  
• Education Welfare;  
• Public Protection & Environmental Health;  
• Street Wardens;  
• Victim Support;  
• Mediation;  
• Youth Offending Team;  
• Play & Youth Services. 

 
Provide details of the agencies involvement.  
 

 
Have any other 
agencies or 
professional bodies 
been involved in this 
case? For example:  
 

 
• MP;  
• Elected member;  
• Solicitor;  
• Citizens Advice Bureau;  
• Shelter.  
 

 
Supplementary 
information:  
 

 
• Has the complainant been issued with incident 

diary forms?  
• How will the incident diary forms be collected and 

how often?   
• Would the customer prefer to use a dictaphone? If 

so, please contact the HASBET Team. Provisions 
can be made for people where English is not their 
first language by using the National Interpreting 
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Service; 
• In serious cases is the complainant willing to 

make a witness statement and attend court? 
• Is there further evidence that can be provided by 

the complainant such as:  
• Names of other witnesses; 
• Photographs;  
• Videos. 

 
 
 
Interview check list:  
 

✓ Explain the possible options that are available to try and 
resolve the problems at an early stage;  

✓ You will need to explain what action YHN can take and 
discuss this with them. However, do not promise any legal 
action until you have discussed the case with the HASBET 
Team.  

✓ Detail any other agreed action or investigation tools to be 
used. You may find them useful during your interview with 
the complainant/victim. 

✓ Agree how often the complainant/victim should be updated 
on the progress of the case;  

✓ Will you be referring the case to the HASBET Team?  
 
 
 

4.3 Follow up interviews with the complainant  
 

During the investigation process, you should update the complainant at least 
once a week on progress and record new agreements for action that you make. 
In addition, the complainant may want to report to you any further incidents that 
have occurred.  
 
Record any new information that you gain in the case file or on supplementary 
interview record sheets and place them in the case file.  
 
Note: do not record or discuss action that may compromise the case to anyone. 
For instance, details of surveillance operations or photographs YHN intend to 
undertake, or our contact with other agencies in respect of the perpetrator. Do 
not disclose private family details disclosed to you by the perpetrator later in 
your investigation. This information should be recorded and stored in 
accordance with the Data Protection Act.  
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4.4 After the interview – analysing information  
 

After the interview, you may need time to consider the information that has been 
presented to you and to make an assessment about how you intend to deal with 
the case. You may also wish to discuss it with the HASBET Team.  
You will need to spend some time analysing the information and decide what 
the nature of the case is (see below – dispute or harassment).  
 
Consider whether any other agencies should be involved. Check whether there is 
already involvement from any other agencies. Refer matters that you think are 
appropriate. Your manager and the HASBET Team will be able to help you 
decide who to involve in terms of multi-agency working. You should consider 
whether it is possible to resolve the case at this stage by using informal (non-
legal) action.  
 
If the perpetrators of racist harassment are council tenants then they are in 
serious breach of their tenancy agreement and advice should be sought from the 
Housing, Anti Social Behaviour and Enforcement Team in all cases.  
 
It is important that all incidents that are perceived to be racially motivated are 
recorded, even if YHN cannot deal with the problem directly.  
 
 

4.5 Dispute or harassment  
 

It is important to distinguish between a dispute and harassment. It is unlikely that 
you will be able to decide this immediately and you should treat all complaints the 
same at the outset.  
 
You will need to establish if the alleged perpetrator’s actions are deliberate or 
accidental. Many cases are obvious when the perpetrator is acting in a 
thoughtless manner rather than being deliberately malicious. However, a few will 
act deliberately to harass or cause distress to others.  
 
A dispute can involve:  
 

• Accidental actions;  
• Children;  
• Not liking each other;  
• Lifestyle difference;  
• ‘Six of one, half a dozen of the other’.  

 
These cases may be suitable for action such as informal warnings, mediation 
and increased tolerance. Take a conciliatory approach when dealing with the 
matter. Do not take sides without considering all the facts in case the picture 
changes at a later stage. You may find that the matter is a simple neighbour 
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dispute between two parties. 
  
You will need to speak to other independent witnesses to establish the situation. 
In these cases it may be difficult to establish which party is at fault. The matter 
may have to be closed when you have tried all appropriate action. Consider 
referral to a mediation service if both parties agree.  
 
Harassment must involve a victim and can involve:  
 

• Continuous action;  
• Deliberate intent;  
• Outsiders/non-tenants/visitors;  
• Motivation;  
• A number of people affected.  

 
These can be more serious as perpetrators are deliberately trying to cause harm 
to their victim. If the case involves harassment, you should always start from the 
position that the complainant is telling the truth. You will build up a clearer picture 
as the case progresses. 
 
You may have to complete the initial interview and interview the perpetrator and 
any other witnesses before deciding whether a complaint is a case of 
harassment or a dispute.  
 
Some complaints are mischievous so do not assume a perpetrator is 
guilty without investigation.  
 
In the early stages of a complaint, it is difficult to assess whether legal action 
will be needed. Therefore, it is important to make notes of all interviews, 
telephone calls or meetings and keep them safe in the case file booklet.  
 
 

4.6 Threats of violence 
 

If someone has been threatened with, or subjected to, violence you need to 
ensure that you obtain the following information during the interview:  
 

• Name and address of the perpetrator/s;  
• Details of the violent incident, including location, time and witness 

details;  
• Have the police been involved? If so, an incident number will be 

required and the Officer’s name and collar number;  
• Have Victim Support been contacted? If not does the complainant 

want you to refer their details to the YHN’s dedicated Victim 
Support Service in the HASBET Team;  

• Does the complainant still feel threatened;  
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• Details of any injuries suffered.  
 
Discuss immediately with the HASBET Team whether an ex parte injunction is 
appropriate. If so the case should be referred to HASBET straight away.  
 
 

4.7  Re-housing  
 

During the interview, the complainant/victim may ask to be re-housed in order to 
resolve the nuisance. In this instance, you will need to explain our policy on re-
housing tenants in cases of anti-social behaviour. This information can be found 
in the lettings procedures on the YHN intranet.   
 
Although re-housing may be one option that you are considering, YHN will not re-
house a complainant as an automatic solution to a harassment case or dispute. 
Re-housing the complainant will not necessarily resolve the anti social behaviour 
problem if the perpetrator remains in the area and their behaviour is unchecked. 
All reported cases of anti-social behaviour will be considered on an individual 
basis and further investigation may be required before offering re-housing to the 
complainant. Individual cases will be considered for re-housing under the 
following provisions:  
 

• Part V11 (Homelessness) Act 1996;  
• Housing Management Let;  
• Priority Card;  
• Domestic Violence  

 
Where a Housing Management Let is appropriate, it is expected that an offer of 
suitable housing will be made when available.  
 
 

4.7.1   Serious harassment and violent cases (including domestic violence and 
racist harassment)  
 
In very serious cases of violence or harassment re-housing on a temporary or 
permanent basis may be required to protect the victim. For example, victims of 
domestic violence will normally be classed as being in ‘Immediate and urgent 
need’ and can either be housed through being given priority status or a ‘Housing 
Management Let’ depending on whether or not they are eligible to join the 
scheme. Re-housing should be considered where it is clearly identified that it is 
essential and urgent because of:  
 

• Threat of actual bodily harm;  
• Threat to their physical safety;  
• Severe mental trauma;  
• A treat to the physical and mental safety of individuals or 
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households acting as witnesses on behalf of YHN.  
 
 

4.8  Domestic violence  
 

Domestic Violence is where a person abuses or assaults someone that they are, 
or have been, in a close relationship with. The abuse can be physical, mental, 
sexual and/or emotional. Assaults can take the form of threats, attempted threats 
and/or actual violence. These assaults can take place either inside or outside the 
home, but in most cases the threat is to the safety of someone in their home. 
Most victims of domestic violence are women but men can suffer too.  
 
YHN has a Domestic Violence Policy to deal effectively with cases 
involving domestic violence. We will:  
 

• Ensure repairs and graffiti that result from violence are processed 
as a priority (YHN may attempt to recharge the perpetrator for the 
cost of any damage).  

• Where appropriate, use Housing Act 1996 powers to take 
possession proceedings against the perpetrator of the violence if 
the are a Council tenant. 

• Where appropriate, seek an injunction on behalf of the Council 
under section 152 of the Housing Act. An application can be made 
for an injunction against any person to prohibit them from engaging 
in or threatening to engage in conduct causing or likely to cause a 
nuisance or annoyance to others.  

 
The above powers also cover a partner living with or an ex-partner visiting the 
home of a council tenant. If the tenant perceives there is a real threat, the 
HASBET team can apply for an injunction with the power of arrest. This gives the 
police the power to arrest the perpetrator if the tenant reports that they have 
attempted to threaten or harm them.  
 
 

4.9  Racist harassment  
 

‘Racist incidents are incidents perceived to be racist by the victim or any 
other person’ (The MacPherson Report 1999)  
 
Any case involving racist harassment must be dealt with as a priority (allocate a 1 
day response target) and details also logged onto ARCH. Examples of racist 
incidents are:  
 

• Unprovoked assaults;  
• Damage or threats of damage to property;  
• Arson or attempted arson;  
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• Placing of excrement, rubbish, paint or any other noxious or offensive 
substances in letterboxes;  

• Sending of threatening and/or abusive correspondence;  
• Making threats and/or abusive phone calls;  
• Verbal abuse;  
• Harassment by use of dogs;  
• Offensive graffiti and/or slogans.  

 
These incidents cause great harm, not just in the many cases of verbal abuse 
that end in violence. The experience of racism can become routine and 
expected, and victims often change their everyday behaviour as they try to 
continue an ordinary life. Victims can become isolated as the effects go beyond 
the actual events, and whole families can be affected damaging interaction with 
the wider community.  
 
Through reporting racial incidents housing staff can:  
 

• Increase reporting levels and so give a more accurate 
picture of the extent of the problem;  

• Raise awareness of the different types of racist 
incidents and the support available to victims and their 
families;  

• Ensure that people understand their complaint is being 
treated seriously because they know that perpetrators 
have been approached, charged or interviewed; 

• Increasing the likelihood of successful prosecutions, 
which are then publicised in the local media, people 
will recognise a positive outcome and become more 
willing to report racist incidents. 

  
In all cases where a racist incident is reported to YHN staff (via ARCH or face to 
face) and the victim is identified, staff should always endeavour to make contact 
with the victim to discuss their concerns.  
 
 

4.10  Homophobic harassment  
 

Any case involving homophobic harassment must be dealt with as a priority 
(allocate a 1 day response target) and details also logged onto ARCH. Examples 
of homophobic incidents are:  
 

• Arson/Attempted arson;  
• Attack on property; 
• Attack on person; 
• Threatening behaviour;  
• Verbal abuse;  
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• Deliberately outed or threat of outing;  
• Offensive graffiti;  
• Fly posting e.g. sticker, posters;  
• Offensive written/printed material;  
• Malicious communications;  
• Threatening phone calls.  
 
 

4.11  Urgent & immediate housing need  
 

Where urgent or immediate housing need is appropriate, the ‘Your Choice 
Homes’ lettings policy has provision to offer Priority Card Status to assist 
households find alternative accommodation quickly. 
 
A ‘priority card’ can only be offered where the applicant is eligible to 
join the ‘Your Choice Homes’ lettings service and is normally time 
limited to 3 months.  
 
Where there are exceptional circumstances or where the person requiring re-
housing is not eligible to join the ‘Your Choice Homes’ lettings scheme, a 
Housing Management Let (HML) can be awarded at the discretion of the Housing 
Services Manager (for example for witness protection purposes or due to 
domestic violence).  
 
A HML will help identify priority housing of a similar type and demand to the 
applicants present home. Only one offer of accommodation will be made, if the 
offer is refused then the priority status may be cancelled.  
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5.  Interviewing the perpetrator 
 
 

5.1 When to interview the perpetrator  
 

If it appears that the case needs further investigation and that the 
complainant’s expectations aren’t unreasonable, then you must take further 
action. In very serious cases, where there is danger to people, you must refer 
the case to the Housing, Anti Social Behaviour and Enforcement Team who 
may opt for legal action immediately. If the case relates to drugs or other 
serious crime issues or a racist incident, an interview may not be appropriate 
at this stage. The HASBET Team and your manager will be able to advise you 
about an appropriate course of action in these cases. Your manager may 
decide to raise the matter at a local Safer Neighbourhood Action Problem 
Solving (SNAPs) meeting to discuss preventative solutions.  
 
In other cases, it is preferable that you interview the person responsible for the 
anti-social behaviour. If you wish to refer a case to the HASBET Team at this 
stage, then they will be happy to discuss the circumstances with you. Remember 
that the YHN tenant is responsible even if they haven’t been carrying on the anti-
social behaviour themselves and someone living with them or visiting them has. 
If the complaints are about children you may want to interview the parents with 
the child present. If so, make sure you arrange this out of school hours.  
 
 

5.2 Setting up the interview  
 

You will have discussed with the complainant/victim your intention to speak to the 
perpetrator. You will need to contact the perpetrator to arrange an interview. This 
contact will:  
 

• Inform the alleged perpetrator that a complaint has been made;  
• State the clause of tenancy agreement that has been breached or the 

type of behaviour that is unreasonable;  
• Invite the perpetrator to discuss the issue with you.  
 

Check the tenancy file for previous incidents connected with the perpetrator. Also 
check the details on the Northgate I.T. system for a PRI (Personal Risk 
Indicator). These may indicate that you should have someone accompanying you 
at the interview. If there is no record, use your judgement. If you think there may 
be a problem either visit in pairs or arrange for the perpetrator to come to the 
office for an interview.  
 
It will not be appropriate to visit alone if the perpetrator has a warning code 
status. Consider a joint visit with the Housing, Anti Social Behaviour and 
Enforcement Team or the Neighbourhood Police Officer.  

 30



It may be useful to have a colleague accompanying you to the interview in any 
event to take notes and act as a witness to the content of the meeting.  
If the perpetrator refuses to arrange an interview with you, you must write a 
warning letter to inform them about the allegations. The content of this letter 
should include:  
 

• The nature of the complaint;  
• The facts of the case – date, time, details;  
• The relevant terms of the tenancy agreement and how these have been 

broken;  
• A request to the tenant to stop the breach/behaviour;  
• A note that the perpetrator has refused to be interviewed and renew the 

invitation to meet with them.  
 
You must record attempts to visit or to make contact with them. If you don’t, they 
may try to claim at a later date that we did not attempt to contact them or carry 
out an interview in line with this procedure.  
 
 

5.3 Purpose of the interview  
 
The purpose of the interview is to inform: 
 

• To inform the perpetrator, or confirm, that there has been a complaint;  
• To put all the facts before them and give them an opportunity to 

comment;  
• To reach an agreement about future conduct;  
• To stop the breach.  

 
 

5.4  Interview preparation  
 
A well-planned interview will help you get to the truth quickly. The most important 
point is to get all the facts. Remember that you are there to improve the situation 
and get more information. The following tips on preparation should help you to 
undertake a successful interview:  
 

• Record the interview ensuring that you take detailed notes;  
• If you are outside of the office, take the interview quick reference 

document ‘Interviewing the perpetrator’ with you to help complete the 
interview;  

• Set aside sufficient time;  
• It is good practice to arrange for another officer to be present to confirm 

your notes or to take notes for you if the interview is likely to be complex; 
• Prepare an opening statement in advance. It should include an 

introduction of who you and the other officer are, and a brief explanation 
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as to why you are there;  
• Structure the interview. This will enable you to keep full control;  
• Start with the introduction;  
• Summarise events – you can plan this before the interview;  
• Explain the terms of YHN’s tenancy agreement and state how it was 

breached;  
• State how we view such breaches;  
• State the action we can take. For example, in serious cases this may be 

a Notice of Seeking Possession, an Injunction and/or an Anti Social 
Behaviour Order.  

 
 

5.5  The interview  
 

• Keep the interview impersonal. Avoid direct accusations; this will also 
help to protect the identity of the complainant. Keep referring to the 
tenancy conditions and YHN’s managing anti social behaviour policy.  
This will deflect personal criticism away from you and help focus the 
interviewee on the discussion;  

• If the breach is by someone other than the tenant, show them the 
tenancy conditions which clearly state the responsibility of the tenant 
towards guests and members of their household;  

• Stick to the point of the interview, i.e. their behaviour. They may try and 
distract you by raising other issues such as repairs or re-housing. Explain 
that they can discuss these at another time;  

• Keep calm at all times. If necessary keep repeating your message, this is 
known as the ‘broken record’ technique;  

• Do not get drawn into a discussion about who has complained. Maintain 
witness confidentiality. Do not give away information that you do not have 
permission to disclose, such as the source of the complaint;  

• You may have collected supporting evidence to show that the complaint 
is justified. The alleged perpetrator, in response, may still deny their 
involvement. In this instance, you can demonstrate that there are several 
people or organisations supporting the complaint. Say that unless the 
perpetrator can provide an explanation, you must assume the complaint 
is legitimate;  

• Give the person time to respond. If they don’t say anything ask them for 
their comments;  

• If they raise a counter allegation, treat them seriously. Ask them if:  
 

• They are willing to make a formal complaint;  
• They have reported these events;  
• They are willing to keep incident diary forms;  
• You should acknowledge their complaint and issue 

incident diary forms;  
• Undertake an interview as for a complainant. Make a 
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clear record if they are not willing to do this.  
• Let them know that you will be putting the counter 

allegations to the other party – the complainant;  
• Question them thoroughly about discrepancies in their 

version or counter-allegations.  
 
 

5.6  Ending the interview  
 

• Make sure you explain the seriousness of the situation. Warn of the 
consequences, e.g. they could lose their home or become subject to an 
anti social behaviour order;  

• Give a specified period of time to improve their behaviour;  
• Summarise the discussion using the key points and check to ensure they 

have understood;  
• Always make sure you record the time and date of the interview and all 

those present.  
 
 

5.7  After the interview  
 

Confirm the outcome of the interview in writing to the perpetrator. Specifically, 
confirm any agreements on future (good) behaviour including time scales for 
improvement and reiterate the fact that you will be monitoring the position 
carefully.  
 
 

5.8  Feedback to the complainant  
 

You will have informed the complainant that you would interview the 
perpetrator. They will be anxious to know the outcome. Inform them:  
 

• That the interview has been undertaken;  
• Advise the complainant that the perpetrator has been given a certain time 

to improve their behaviour;  
• Ask them to monitor for any further acts of anti-social behaviour on the 

part of the perpetrator in the period immediately after the interview;  
• You may need them to monitor for a specified period in the light of any 

warnings given;  
• Let the complainant know what action you have taken and what the 

outcome was. Ensure that this information does not breach the 
confidentiality of the perpetrator;  

• Advise them to continue using the incident diary forms and set up an 
arrangement to collect or forward these to you on a regular basis;  

• Ask them to let you know immediately if there is a serious problem;  
• Inform the complainant of any counter allegations. 
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6.  Tips about how to carry out an investigation   
 
 

6.1 The purpose of an investigation  
 

The purpose of your investigation is to focus your attention, and that of the 
complainant, on the steps that you can take to modify or stop the behaviour of 
the perpetrator. In the early stages it may be difficult to assess whether legal 
action will be needed. Therefore, it is important to record all interviews, telephone 
calls and/or meetings and to keep them in a case file.  
It is important to stress to the complainant that the aim is to achieve a 
modification of behaviour and not necessarily to evict the perpetrator. The 
action YHN intends to take will be reviewed and may change as the case 
progresses. There is a need for flexibility.  
 
Do not raise the expectations of the complainant about what can be 
achieved. This is relevant at all times.  
 
You should carry out enough investigation to determine if the matter can be dealt 
with in the early stages. For example, by warning the perpetrator, or by arranging 
conciliation between the parties; for example by using the available mediation 
service.  
 
 

6.2 Deciding who to involve  
 

Consider whether any other agencies should be involved. If you require the 
assistance of a third party in the investigation, discuss the case with them and 
agree the nature of their involvement. Check whether there is already an 
involvement in the case from other agencies.  
 
The Housing Service Manager or Housing, Anti Social Behaviour and 
Enforcement Team can assist you with multi-agency working by liaising with 
City Council departments such as Public Health & Environmental Protection 
Services, Social Services or Education Services, as well as external agencies 
like the police, Mediation & Victim Support. Many of these agencies already 
meet monthly through the Safer Neighbourhoods Action & Problem Solving 
groups (SNAPs). A SNAPs group operates at a local level in each Ward in the 
City of Newcastle.  
 
 

6.3 Safer Neighbourhoods Action & Problem Solving Groups (SNAPs)  
 

Safe Neighbourhoods has developed, within the ward structures, a programme 
across Newcastle that allows Northumbria Police, the City Council, Your 
Homes Newcastle, other relevant organisations/agencies and the public to 
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work closely together to solve problems of crime and anti social behaviour, and 
improve neighbourhood conditions and feelings of safety.  
 
Safe Neighbourhoods involves the coordination of staff at a local level from 
partner agencies working as a ‘virtual team’ to identify community safety 
issues and develop early, effective interventions, in partnership with local 
residents.  
 
Alongside the virtual teams, Safe Neighbourhoods is setting up Safe 
Neighbourhoods Action and Problem Solving (SNAPS) groups in each ward 
across the city of Newcastle. SNAPS are comprised of officers from the statutory 
services as well as voluntary, private and community sector representatives as 
appropriate to the issue being addressed. Information and community 
intelligence is fed into the SNAPS groups from local residents, elected members, 
and staff from the virtual teams working on the ground.   
 
Each SNAPS group decides its own membership, but must comprise, as a 
minimum, the following core members who can actively participate in the 
process:  
 

• Northumbria Police Inspector;   
• Ward Coordinator;   
• Neighbourhood Response Manager;   
• An elected member for the Ward;    
• A YHN Housing Manager.  
 
 

6.4 Interview other witnesses  
 

At the interview with the main complainant, you will have asked them whether 
they are aware of any other neighbours who are also suffering and if anyone else 
can provide supporting evidence. If the complainant gives you the names of such 
people then the next step is to arrange an interview with them.  
Use the interview structure set out for the complainant (Interviewing the 
Complainant) as a basis for your interview. Make a careful note of their 
responses. These notes should be dated and placed in the case file. Do not 
forget to ask them if they will keep incident diary forms and if they are aware of 
anyone else who may be able to provide further information.  
 
 

6.5 Maintaining incident diary forms  
 

Encourage people who complain of anti-social behaviour to keep an incident 
diary. If the complainant or witness has difficulty in completing their forms, 
consideration can be given to providing them with an audiotape facility. If 
required these are available from Housing, Anti Social Behaviour and 
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Enforcement Team.  
 
An advice sheet to provide guidelines on completing the form is included in the 
incident diary booklet and you should go through this carefully with the 
complainant or witness at their interview. All subsequent witnesses should also 
be issued with incident diaries.  
 
Make sure they understand the instructions. This is very important as the 
incident diary forms usually compose the basis of evidence if YHN takes legal 
action. The incident diary forms must record specific incidents that the 
complainant has witnessed himself or herself.  
 
An incident diary that is written at the time of the incident or very shortly 
afterwards, dated and signed can be used by a witness as a memory aid to 
give evidence in Court. Stress the importance of making the entries in the 
incident diaries as the event is occurring and of keeping the diaries in a handy 
location. There is a great temptation to embellish or exaggerate an incident if 
recalled several days later. A record made as the incident is occurring, or 
shortly afterwards, is more likely to be an accurate reflection of events.  
 
Some complainants/witnesses are concerned about the way their incident diaries 
are presented. They like them to look neat and tidy. They make their original 
records on scraps of paper and rewrite them in more detail later when they have 
more time. This is fine as long as the original scraps of paper are also kept for 
later use. Ideally they should be stapled to the incident diary. Consider providing 
a folder for them to keep all their records in one place. 
  
You will have arranged as part of the complainant’s interview for them to return 
the incident report forms on a weekly or more regular basis. Arrange to view the 
completed incident diary forms after 7 days. If you require more evidence of the 
anti social behaviour, inform the complainant of this and ask them to complete 
more diary forms for an agreed period of time.  
 
Consider making arrangements to collect these forms if the complaint requests 
this. The incident diary forms should be date stamped as they are received at 
the Community Housing Office. A copy can be made available to the 
complainant or witness if they request this.  
 
Put the dates for receipt/collection of diaries in your electronic calendar and/or 
personal diary so that you do not forget. Do not allow the case to drift. If the 
complainant/witnesses have not returned any incident diaries or evidence to 
support their complaint, contact them and ask if they have completed any diaries. 
Keep checking with the complainant even if the incident diaries do not record any 
incidents. This could give you more information on which to base decisions about 
the case and whether or not to close the case if no completed incident diaries are 
returned. 
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6.6 Covert surveillance and the use of cameras  
 

The use of some surveillance equipment is governed by the Regulation of 
Investigatory Powers Act (RIPA) 2000. The Housing, Anti Social Behaviour and 
Enforcement Team can arrange for the use of covert surveillance cameras to 
provide evidence in certain circumstances, for example in cases of harassment 
or serious anti social behaviour.  
 
Cases must be referred to the Housing, Anti Social Behaviour and 
Enforcement Team if covert surveillance is required.    
 
The Housing, Anti Social Behaviour and Enforcement Team will advise whether 
covert surveillance can be justified under RIPA legislation. If neighbourhood 
teams request advice on covert surveillance then they should consult with their 
Housing, Anti Social Behaviour and Enforcement Officer. The Tenancy Services 
Manager has responsibility for ensuring that the requirements under RIPA are 
complied with on behalf of Your Homes Newcastle.  
 
 

6.7 Digital Audio Tape (DAT) noise monitoring equipment  
 

HASBET and the City Council’s Public Protection & Regulatory Services have 
noise monitoring equipment that can be installed in a complainant’s home to 
measure levels of noise. This can help to substantiate noise nuisance 
complaints independently.  
 
It should be remembered that installation of a DAT recorder to monitor the 
noise levels in council residences falls within the remit of RIPA legislation.   
Complainants must provide some evidence to satisfy RIPA legislation of the 
noise nuisance, such as completed incident diary forms for a short period of 
time (for example a week).   
 
Where the City Council’s Public Protection & Regulatory Services install 
recording equipment they will ensure that the requirements of RIPA are met.  
To request the installation of noise monitoring equipment in a complainant’s 
home the case should be referred to the Housing, Anti Social Behaviour and 
Enforcement Team once evidence (for example incident diaries) have been 
provided by the complainant.  
 
 

6.8 Home videos  
 

Video evidence undertaken by a third party can be used to confirm whether a 
problem actually exists or if complaints of nuisance are being exaggerated. Be 
aware that this may be fraught with difficulty due to the following:  
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• The quality of the video; 
• The positioning;  
• The lack of sound;  
• This may inflame the situation;  
• This may invade personal privacy and be outside the law.  

 
Also take note of the following:  
 

• The recording should have a time and a date on it. If not, a written record 
of what has been taped and when the incidents took place will be 
needed;  

• Always watch the video yourself. Do not rely on the complainant’s word 
about what has been recorded;  

• If YHN intends to use the video in court, it will have to be disclosed to the 
defence prior to the hearing and we will need to retain the tape for the 
duration of the investigation. We need to be aware that allegations can 
be made that the recorded incident is concocted, or that the complainant 
provoked the behaviour by only filming the reaction and not the 
provocation. 

 
 

6.9 Photographs  
 

Photographs are very important in certain cases, such as repairing cars, 
vandalism or overgrown gardens. These may be provided by the complainant, or 
taken by staff if this is appropriate and safe to do so. If you have any doubts 
about safety seek the advice of your manager.  
 
In many cases a series of photos taken on different dates is useful. Ideally, the 
camera used will show the date and time (such as the digital cameras located at 
all Community Housing Offices). If not the photographer should write the date 
and time on the back. All photographs should be signed on the back by the 
photographer.  
 
 

6.10 Gathering additional evidence  
 

Cold calling or door knocking on neighbours likely to be affected by a nuisance 
can provide useful information. If they have any information about the complaint 
arrange an interview with them. Record the interview. Use the quick reference 
document as a guide to the interview questions. Keep the name of the original 
complainant confidential. If neighbours say they have had no problems, find out 
why.  
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They might say:  
 

• They know about the problem but don’t want to get involved;  
• They are worried about what will happen if they give evidence;  
• They are aware of the problem but it doesn’t bother them;  
• They are not aware of the problem.  

 
Remember that some people may have anxieties about our involvement or 
that of the police and other agencies. There are a number of ways in which 
we can persuade witnesses or victims to come forward:  
 

• If they give evidence they will be supporting their neighbours and 
community and there is more likelihood of the problem being solved;  

• Fear of reprisals is the biggest single reason why someone will not give 
evidence. In reality the level of reprisal is very small;  

• The more people who give evidence, the likelihood of a reprisal is further 
reduced;  

• We can support all witnesses throughout the investigation including the 
Victim Support worker in the Housing, Anti Social Behaviour and 
Enforcement Team;   

• We can obtain an injunction when we take action to protect witnesses if 
necessary;  

• We will advise the police if we are taking action and people have been 
threatened. In some cases emergency alarms can be provided by the 
Community Care Alarm Service or the police.  

 
There are other ways of gathering additional evidence, for example, a letter 
drop to a defined area or contacting residents by telephone. The Housing, 
Anti Social Behaviour and Enforcement Team can arrange to carry out a 
postal survey (using pre-paid envelopes) of all residents living in an area 
subject to anti social behaviour where evidence is not forthcoming.  
 
 

6.11 The police and sharing information  
 

The police often witness anti-social behaviour. We can ask the police to provide 
statements and computer printouts of the calls to an address and ask for 
statements of anti-social behaviour that they witness. Information can only be 
requested under the Crime and Disorder Act 1998 and the ‘Safer Estates’ 
protocol with Northumbria Police. YHN must be able to say that it is necessary to 
have the information in order to take action and that the action we take will 
reduce crime and disorder in the City of Newcastle.  
 
There is already an established procedure for requesting this information from 
the police called ‘Safer Estates’ that has operated since 1994 to allow the 
relevant agencies to work together as partners to tackle crime and anti-social 
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behaviour. Information is exchanged through the Safe Neighbourhoods Action & 
Problems Solving (SNAPs) groups where YHN Housing Service Managers are 
core members.   
 
Sometimes we can use the perpetrator’s criminal record to show that they are 
causing a nuisance if the offences have occurred within the locality of the 
tenancy, i.e. burglaries and drug dealing.  
 
A conviction for an arrestable offence (e.g. theft, criminal damage, burglary) is 
also a Ground for Possession under the Housing Act. To use a conviction as a 
Ground for Possession under Section 2(b) of Schedule 2 of the Housing Act 
1985 and for this action to be ‘reasonable’, it will be necessary for the conviction 
to very serious and/or relevant.  
 
Additionally YHN must be able to show that the criminal behaviour 
leading to the conviction has caused a nuisance or annoyance to others 
in the locality.  
 
Other cases where it may be reasonable to ask for possession are cases where 
the criminal activity has resulted in damage or loss to YHN or the Council, for 
example, criminal damage. This applies even if neighbours have not provided 
evidence that the criminal activity causes them a problem.  
When exchanging information care must be taken to ensure that only relevant 
information is exchanged as we have to comply with The Data Protection Act, the 
Freedom of Information Act and The Human Rights Act. When requesting 
information from the police be aware that it must be relevant to the case that you 
are investigating and relevant to the perpetrator’s tenure and behaviour.  
 
If you are in any doubt as to what information can be exchanged consult your 
manager or the Housing, Anti Social Behaviour and Enforcement Team.  
 
 

6.12 Street Wardens and Concierge  
 

The Street Wardens and Concierge staff often witness anti-social behaviour. 
Wardens and Concierge record all incidents that they witness during their 
patrols and may be able to provide photographic evidence and provide 
statements in respect of any anti-social behaviour that they witness. Many of 
the concierge lodges have access to overt CCTV camera footage which can 
provide vital evidence to support an investigation.  
Other agencies that may witness events and may give evidence are:  

 
• Social Workers;  
• Youth Workers;  
• Public Health and Environmental Protection Services;  
• Fire Brigade;  
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• Police Community Support Officer (PCSO)  
 
 

6.13 A vulnerable perpetrator or victim  
 
As well as investigating the complaints, you may find that you need to consider a 
multi-agency approach to tackle the problem if the perpetrator or victim, or 
member of their household, is vulnerable or has special requirements. This may 
arise due to the perpetrator or victim:  
 

• Being elderly;  
• Having young children living with them;  
• Having an elderly person living with them;  
• The perpetrators may be the tenant’s children who are under the age of 

18 and have a number of convictions;  
• Having a drink/drug addiction;  
• Having a mental health condition.  

 
If we take legal action in any of these circumstances we need to show that our 
action is reasonable and that we have weighed up the needs of the perpetrator 
and/or their dependants. These considerations should be balanced against the 
rights of the neighbours and victims.  
 
This means that you will need to contact other agencies and see whether they 
are already involved and whether they can contribute to a support plan to stop 
the anti social behaviour or support the victim(s). See details about how to do this 
in YHN’s protocol to prevent repeat homelessness and evictions on the 
intranet site.   
 
Follow up any telephone contact with other agencies in writing (or use 
email), requesting that they inform you of any steps they propose to take. 
Ask the agency for a timescale for their action so that you can tailor your 
investigation and do not let the case drift. In some cases it may be appropriate 
to take enforcement action alongside the action of other support agencies. If 
the relevant agency is not already involved, write to them explaining the 
problem in as much detail as you can. Bear in mind the need for confidentiality. 
Ask that they carry out an assessment of the perpetrator/tenant’s needs and 
inform you of the outcome. If you do not receive a response, chase them up.  
 
The earlier you get other agencies involved the better. You stand a better 
chance of working with them to find a solution. A social worker, for instance, 
requires sufficient time prior to a court hearing, to work with their client and 
assist you with your investigation.  
 
As the case progresses you may need to call a case conference. This is meeting 
with all the relevant professionals involved (for example police, Environmental 
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Health Officer, Education, Social Services, Probation Officers). Each party will 
share information at the meeting to reach a decision on the best way forward. 
This may mean an action plan tailored to support the perpetrator and/or legal 
action to stop the anti social behaviour. YHN stands a better chance of 
convincing the court that any legal action is appropriate if we can say that we 
discussed the case in detail with other professional bodies and all agreed an 
eviction or and injunction was the only way to stop the nuisance.  
Ensure that someone takes detailed notes of the meeting and keep an 
attendance list. The meeting notes can then be circulated to the attendees.  
 
Note: You may need to take action despite the involvement of other 
agencies, if the circumstances of the case warrant it.  
 
If you reach this stage you should have already involved the Housing, Anti Social 
Behaviour and Enforcement Team. They can help you co-ordinate and record the 
meeting.  
 
 

6.14 Concluding your investigation  
 

When you have completed your investigation and explored all avenues that 
would reveal information about a case, you will need to analyse the information 
that has been collated and presented to you. Look at:  
 

• The nature of the evidence;  
• The quality of the evidence;  
• How serious and urgent the case is;  
• Your knowledge of the parties involved;  
• The level and type of involvement by other agencies;  
• The outcome of reports and joint meetings.  

 
Having undertaken this analysis, you can decide what action to take.  
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Appendix 1  
 
Quick reference document – interviewing the complainant interview 
structure  
 
Ask questions about the perpetrator:  

 
• Name of the perpetrator;  
• Who lives with the perpetrator; 
• Ask the complainant if they have spoken to the perpetrator themselves. If 

yes, what was the outcome? If not, ask the reason why and make a note 
of this. Discuss with the complainant how they might do this;  

• Ask the complainant if they would be willing for you to speak to the 
perpetrator and if not, why not; 

• Stress to complainant that if they refuse you permission to contact the 
perpetrator, your options in taking action are limited. However, if the 
allegations are of a serious nature, you should launch an investigation, 
which may result in the perpetrator being interviewed.  

 
Incident information:  
 

• Date and time of the incident;  
• How long did the incident go on for;  
• Location of the incident;  
• What happened and what was said. This should be the exact words, 

including swear words, rather than abbreviations or statements such as 
“he swore at me”; 

• Who was involved, ringleaders, hangers-on;  
• Were there any witnesses, if so what were there names and addresses, if 

known;  
• Does the complainant know of anyone else who is having similar 

problems or who has witnessed any previous (related) incidents? If so, 
take the name and address;  

• Details of any other incidents. Each incident should be dealt with in date 
order; 

• Have they made any written incident reports or completed incident 
diaries;  

• Why does the complainant think the incident happened?  This will only be 
the complainant’s view, but will help you decide if the matter is a “dispute” 
or “harassment”.  

 
Have any other agencies been involved:  
 

• Have the police been involved? If so, ask for an incident number and the 
officer’s name and/or collar number. If no, does the complainant want you 
to contact them on their behalf?  
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• Are other agencies involved? Social Services, Education, Environmental 
Health? Please give details of their involvement;  

• Has any other agency or professional body been involved in this case? 
For example, an MP or Solicitor.  

 
 
Supplementary information:  
 

• Has the complainant been issued with incident diaries – how will they be 
collected and how often. Would they prefer to use 
audiotape/dictaphones?  

• Is the complainant willing to:  
• Make a witness statement;   
• Attend court.  

• Is there further evidence that can be provided by the complainant:  
• Names of the witnesses;  
• Provide photo’s and/or video’s.  

 
 
Check list:  
 

✓ Explain the possible options that are available and to try and 
resolve the problems at an early stage;  

✓ You will need to explain what action YHN can take and discuss this 
with them. However, do not at this stage promise any legal action 
until you have discussed the case with the Housing, ASB & 
Enforcement Team;  

✓ Detail any other agreed action or investigation tools to be used; 
✓ Agree how often the complainant should be updated on the 

progress of the case;  
✓ Will the Housing Office be referring the case to the Enforcement 

Team? A record of the interview should be signed by the 
complainant and a copy given to them. If you are completing the 
interview away from the office (at the tenants’ home), on your return 
you should copy it and send it back with a covering letter.  
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Appendix 2 
 

Quick reference document – interviewing the perpetrator 
 
The interview: 
 

• Keep the interview impersonal. Avoid direct accusations; this will also 
help to protect the identity of the complainant. Keep referring to the 
tenancy conditions and YHN’s policy. This will help deflect personal 
criticism away from you and help focus the tenant on the matter at hand; 

• If the breach is by someone other than the tenant, show them the 
tenancy conditions which clearly state the responsibility of the tenant 
towards guests and members of their household;  

• Stick to the point of the interview, i.e. their behaviour. They will try and 
deflect you by raising other issues. Explain that they can discuss these at 
another time;  

• Keep calm at all times. If necessary keep repeating your message; this is 
known as the using the ‘broken record’ technique; 

• Do not get drawn into a discussion about who has complained. Maintain 
the witnesses’ confidentiality; do not give away information that you do 
not have permission to disclose, such as the source of the complaint. 

• You may have collected supporting evidence to show that the complaint 
is justified. The alleged perpetrator, in response, may still deny their 
involvement; in this instance, you can demonstrate that there are several 
people or organisations supporting the complaint. Say that unless they 
provide an explanation, you must assume the complaint is legitimate; 

• Give the person time to respond. If they don’t say anything ask them for 
their comments. 

• If they raise a counter allegation, treat them seriously. Ask them if:  
 

• They are willing to make a formal complaint;  
• They have reported these events;  
• They are willing to keep incident diaries.  
 

• You should acknowledge their complaint, issue Incident Diaries and 
undertake an interview as for a complainant. Make a clear record if they 
are not willing to do this; 

• Let them know that you will be putting the counter allegations to the other 
party – the complainant;  
Question them thoroughly•  about discrepancies in their version or counter-
allegations. 

 
Ending the interview: 
 

• Make sure you explain the seriousness of the situation. Warn them of the 
consequences – i.e. they could lose their home;  
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• Give them a specified period of time to improve their behaviour; 
• Summarise the discussion using the key points and check with them to 

ensure they have understood;  
• If possible get a record of the interview signed by the tenant. Always sign 

this yourself with the time and date of the interview;  
• Record the names of everyone in attendance and note who they are. File 

the record of the interview in your case file.  
 
After the interview  
 
Confirm the outcome of the interview in writing to the perpetrator. Specifically, 
confirm any agreements on future (good) behaviour and reiterate the fact that 
you will be monitoring the position carefully. You now need to inform the 
complainant that you have interviewed the perpetrator.  
 

• Advise the complainant that the perpetrator has been given a certain time 
to improve behaviour;  

• Ask them to monitor for any further acts of anti-social behaviour on the 
part of the perpetrator in the period immediately after the interview (you 
may need them to monitor for a specified period in the light of any 
warnings given);  

• Let the complainant know what action you have taken and what the 
outcome was. Ensure that this information does not breach the 
confidentiality of the perpetrator;  

• Advise them to continue using the incident diaries and set up an 
arrangement to collect or forward these to you on a regular basis;  

• Ask them to let you know immediately if there is a serious problem. 
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