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Introduction  

1.1. The purpose of this Anti-Social Behaviour Policy is to set out the Association’s policy in respect 
of anti-social behaviour and to provide a framework within which incidents of anti-social 
behaviour will be dealt with by the Associations staff. 

1.2. The Association is committed to ensuring that its homes and communities are pleasant and 
secure places to live. The Association recognises the rights of its tenants and their neighbours to 
peaceful enjoyment of their homes. The Association expects its tenants to respect the values and 
lifestyles of others within the community and to act reasonably and with consideration for others. 

  

1.3. This policy outlines Wishaw and District Housing Association’s (WDHA) policy on anti-social 
behaviour (ASB). The policy and associated procedures will outline the way in which complaints 
are dealt with taking account of current legislative provisions for dealing with anti-social 
behaviour and neighbour nuisance.  

1.4. If a tenant or applicant does not feel they have been fairly treated they are entitled to pursue their 
grievance via our Complaints Policy. If they remain dissatisfied then they also have recourse to 
appeal to the Scottish Public Services Ombudsman. 
 
 

1.0 Policy Aims and Objectives  

1.1 The Association will make every effort to ensure that its residents comply with their tenancy or 
residency conditions and can enjoy living in their homes and communities free from the effects of 

anti-social behaviour.   

1.2 The Association recognises the harmful effect that anti-social behaviour can have upon tenants 
and residents’ lives and will act consistently, effectively and proportionately to address causes of 

anti-social behaviour within its neighbourhoods, while supporting victims and witnesses.   

1.3 To achieve this, we will:  

• Take effective action to assist those who are affected or who are victims of anti-social 

behaviour.   

• Minimise the impact of anti-social behaviour through support for victims and witnesses, 

and by involving and empowering affected communities.   

• Support victims and witnesses of anti-social behaviour and in appropriate circumstances 

extend support to perpetrators to positively influence behaviour and sustain tenancies.   

• Provide tenants with the necessary support or help them obtain the necessary support and 

assistance they require to establish and maintain their tenancies.   

• Work preventatively to reduce anti-social behaviour at the beginning of tenancies through 
the promotion of the Tenancy Agreement and new tenants visits and in appropriate 

circumstances the provision of Short Scottish Secure Tenancies.   

• Help prevent anti-social behaviour through education, community initiatives, and 
prevention measures. 

• Investigate all reported incidents of anti-social behaviour in accordance within locally 
agreed target timescales, taking effective and proportionate action, including legal 
remedies, where alternative interventions have proven unsuccessful.  
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• Practice early intervention to prevent situations escalating and where appropriate, the use 
of alternative approaches to conflict resolution, such as mediation and referrals for 

support.   

• Maintain accurate records relating to anti-social behaviour and monitor case progress and 
outcomes, and regularly review our anti-social processes, learning from our experiences 
and customer feedback.  

• Provide tenants with clear information about what we can do in response to a complaint or 
dispute and also to make information available regarding the assistance that can be 
provided by our partners such as the Council, the Police and other agencies and support 
organisations.  

• Recognise the importance of effective communication and keep complainants informed of 
progress and actions arising throughout the duration of their complaint.  

• Work in partnership with all relevant agencies, including Police Scotland and the Council 
to identify sources of anti-social behaviour and strategically target resources to reduce 
their impact upon individuals and neighbourhoods.  

• Develop information sharing and joint working protocols between other agencies 
concerned with the management of anti-social behaviour, including Police Scotland, 

Scottish Fire and Rescue and the Council.   

 

  
2.0 Legal Background and Compliance 

 
2.1 The Anti-Social Behaviour Policy meets with legislative and good practice requirements 

including:  
 

•  The Scottish Secure Tenancy (SST)   

•  The Short Scottish Secure Tenancy (SSST) 

•  Housing (Scotland) Act 2001   

•  Crime and Disorder Act 1998   

•  Anti-Social Behaviour etc. (Scotland) Act 2004.   

 
3.2 In terms of the Scottish Social Housing Charter, the Scottish Housing Regulator has identified a 

number of key indicators relevant to anti-social behaviour by which it will measure landlord 
performance, including the following: 

 

• Estate Management – tenants and other customer live in well-maintained 
neighbourhoods where they feel safe; 

• Participation – tenants and other customers find it easy to participate and influence their 
landlords decisions at a level that they feel comfortable with; and 

• Tenancy Sustainment – tenants get the information they need on how to obtain support 
to remain in their home; and ensure suitable is available, including services provided 
directly by the landlord and other organisations. 
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3.0 Expected Outcomes 
 
4.1 Key outcomes of operating an effective Anti-Social Behaviour Policy include: 

 

• Maximising tenant satisfaction within their neighbourhood 

• Minimising incidences of anti-social behaviour 

• Minimising evictions for serious anti-social behaviour  
 
 
4.0 Customer Engagement 

 
4.1 We will promote our Anti-Social Behaviour Policy through our annual report, newsletter and 

website.  Where we plan to make significant changes to the policy and/or procedures, we will 
consult with tenants and owners impacted by these changes via consultation exercises and our 
Resident Involvement Panel. As an Association, we are committed to working towards 
transparent self-scrutiny with our customers and providing the best level of service possible. We 
believe this will be achieved through active engagement and meaningful communication. Our 
commitment to supporting and engaging our customers, gives them the opportunity to take part, 
be heard and influence WDHA’s future.   

 
 
5.0 Equalities 

 
5.1 WDHA recognises that all tenants/residents should be treated equally and fairly and should not 

be discriminated against in respect to age, disability, gender reassignment, marriage and civil 
partnership, pregnancy and maternity, race, religion or belief, sex and sexual orientation. We will 
not discriminate in implementing this policy and its associated procedures. 

 
 
6.0 Data Protection and Confidentiality  

 
6.1 We will view all complaints of alleged anti-social behaviour or harassment from the complainant’s 

perspective and will investigate cases confidentially and impartially. Complaints about anti-social 
behaviour or harassment can be made in writing, via email or over the telephone. The 
Association’s staff will offer assistance where required and a sign or language interpreter can be 
made available and the complainant can have a family member, friend or other representative 
with them at all times, if they so wish. We will discuss complaints in a location where 
complainants feel comfortable and details of the alleged anti-social behaviour will be treated 
confidentially. 

 
6.2 WDHA recognises the importance of safeguarding personal privacy when dealing with tenants 

and other customers. This policy complies with the Data Protection Act 1998 in all respects. 
 
6.3 WDHA will treat all neighbour disputes or nuisance complaints in a confidential manner. Where 

data sharing is required, e.g. with Police Scotland, protocols will be in place with the external 
agencies that we work with. 
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7.0 Responsibility 
 
7.1 The Housing Manager has responsibility for overseeing the implementation of the ASB Policy 

and is responsible for key aspects of the day to day service delivery with delegation of specific 
tasks to appropriate staff. 

 
7.2 The Board, via the Housing Manager, will receive updates on the implementation of the ASB 

Policy so that they can have reasonable assurance that it is operating effectively in practice. The 
Audit Committee may also seek assurance in this regard. 

 
7.3 In line with the Delegated Authority Policy, in implementing the Association’s ASB Policy certain 

functions are the responsibility of the Housing Manager, although staff have delegated authority 
to undertake many tasks.  Examples of key functions / tasks are summarised below. 

 

Function / task Responsibility 

ASB Policy – review, amendment 
& approval 

Housing Manager is responsible for reviewing, 
amending and approving ASB Policy. 

ASB Procedures – development, 
monitoring & review 

Housing Manager to develop operational procedures 
that reflect the principles set out within the ASB Policy. 

Monitoring of ASB Cases Housing Manager and Operational Staff to oversee the 
effective monitoring of individual cases, reporting trends 
to Board. 

Repossession Actions Housing Manager to make recommendations to Chief 
Executive where approval is sought for repossession 
actions. 

 

8.0 Definition of Anti-Social Behaviour  

8.1 Anti-social behaviour is a complex issue. Often what feels like a nuisance to some can have a 
very negative impact on others. The general range and scope of anti-social behaviour can range 
from relatively minor disputes involving noise and lifestyle clashes to serious and extreme cases 
including drug dealing and serious harassment. We assess each case individually against the 
definition outlined in The Anti-Social Behaviour (Scotland) Act 2004 which states the following:  

A person engages in anti-social behaviour if they: 

• Act in manner that causes or is likely to cause alarm or distress: or  

• Pursues a course of ‘conduct’ that causes or is likely to cause alarm or distress, to at least 
one person who is not of the same household (‘conduct’ includes speech and must involve 

conduct on at least two occasions).  

• The definition of what constitutes ‘anti-social behaviour is based upon what is viewed 
reasonable and unreasonable and this in turn requires a judgement to be made, The types 
of behaviour viewed as anti-social are likely to include: 

• Drug dealing; 

• Harassment; 

• Racism; 
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• Sectarianism; 

• Violence or threat of violence; 

• Noise; 

• Failing to control pets; 

• Failing to maintain the garden to an acceptable standard; 

• Failing to keep the communal areas clean and tidy (i.e. stairs, closes, back courts, bin 
areas etc.); 

• Failing to comply with instructions on the storage of rubbish/recycling goods and the 
storage and collection of rubbish/ recycling bins; and  

• Any other anti-social behaviour that WDHA reasonably defines as being unacceptable. 
 
9.2 While defined by the law as anti-social behaviour, relatively minor breaches of the Association’s 

Tenancy Agreement, such as failure to maintain garden areas satisfactorily, will not normally be 
classed as anti-social behaviour but will be dealt with under the Association’s Estate 
Management Policy. 

 
9.3 WDHA will endeavour to adopt a pragmatic approach reflecting the nature and seriousness of 

the conduct involved.   

 
 

9.0 Policy Statement on Drug Misuse   

9.1 The Association recognises that the misuse of drugs can have a serious effect on those who 
misuse them, their families and their communities. Involvement with drugs can often have a 
direct link to anti-social behaviour, particularly where the supply or sale of drugs is taking place.  

9.2 While each case will be considered on its merits, the Association will normally seek eviction in 
cases where its tenants or members of their families have been convicted of the sale or supply of 

drugs to others in their communities.   

9.3 Convictions for the possession of drugs for personal use will not normally result in the 
Association seeking eviction unless there are other aspects of anti-social behaviour involved, 
such as nuisance to neighbours, damage to property, etc. 

 

10.0 What Tenants Can Do To Help Tackle Anti-Social Behaviour 
 

10.1 The Housing Association cannot tackle anti-social behaviour alone. There are a number of things 
that we will expect our tenants to do to help us. These are:  

 

• Being aware of the mixed society we live in and show tolerance to other people who may 
have a different background or lifestyle, be of a different race, ethnicity, disability, sexual 

orientation, gender, age, cultural or religious beliefs.   

• Realising that your enjoyment of life at home should not cause a neighbour any distress.   

• Speaking to neighbours when a problem arises-using a friendly approach. Discussing the 
problem may resolve it much quicker and with less ill feeling than involving the 
Association.  

• Read and understand the terms of your tenancy agreement and ensure that all behaviour 

complies with this.  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• Make children and visitors aware of the need for good, neighbourly behaviour.  

• Reporting incidents to us and other relevant agencies such as the Police or the Council.   

• Keep us informed of details of ongoing problems;   

• Assist us with keeping records of nuisance and anti social behaviour;  

• Do not make malicious or vexatious complaints which are complaints without basis ; 

• Understand that we will use a range of measures to try and tackle ASB and resolve 
problems depending on the severity of the case. Legal Action is not appropriate in all 

cases and if we do decide to take such action it will be a last resort.   

• Understand the limitations we have as a Landlord when trying to deal with cases of anti-

social behaviour;   

• Co-operate with the Association in trying to resolve anti social behaviour, including 
attempting mediation.  

 
 

11.0 Working with Other Agencies 
 

11.1 We will contribute to and work in partnership with other agencies to prevent and manage ASB 
including: 

 

• Taking a multi-agency approach and working with perpetrators to improve their behaviour; 

• Working closely with local authorities relevant partners and agencies to ensure that an 
appropriate assessment take place prior to rehousing any perpetrators who may attempt 
to move from property to property; 

• Being part of formal information sharing protocols and other appropriate protocols to 
facilitate the exchange of relevant information; 

• Forming and maintain links with statutory and other agencies to work towards preventing 
and reducing ASB; 

• Being active members of key local partnerships e.g. Mediation Service and the Community 
Noise Team; and 

• Holding perpetrators accountable for their actions and ensuring that the full range of civil 
and criminal remedies is considered. 

 
 
12.0 Prevention 

 
12.1 The Association’s approach to the prevention and management of anti-social behaviour is 

integrated within our management of allocations and estate management. Procedures are in 
place to allow a quick turnover in vacancies by pre-allocation. Our houses are allocated to 

households in relation to their particular housing needs.   

 
12.2 The Tenancy Agreement outlines tenant’s responsibilities with regards to respect for others and 

these Tenancy Conditions will be enforced. A Good Neighbour Agreement may also be signed at 
the same time as the Tenancy Agreement where appropriate. 
 

12.3 Good neighbour relations are reinforced at the New Tenant Visit which is carried out within 6 
weeks of the tenant moving in. Effective estate management is regularly monitored and prompt 
action is taken when there is a failure to meet tenancy conditions. 
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12.4 Our Anti-Social Behaviour Policy will be publicised to existing tenants through information 
leaflets, tenants’ handbooks, newsletters etc. All new tenants will be made aware of their 
responsibilities when they sign their tenancy agreement. By doing so we will seek to ensure that 
all our tenants are aware of our views on anti-social behaviour and the standards of conduct 

expected of our tenants.   

12.5 We will not tolerate any forms of harassment. Our initial assumption will be that harassment 
exists if the victim perceives this to be the case. We will take all allegations of harassment very 
seriously and act promptly. 

 
12.6 ‘Harassment’ exists where one party acts to adversely affect the peace or comfort of, or cause 

offence tom another party (the victim). It is different from anti-social behaviour (as described 
above) in that harassment is usually deliberate and directed at one person/household, although 
the distinction can sometimes be confused and the terms used interchangeably. Often the 
harassment will be on at least one of the following grounds: 

 
12.7 Refusals to transfer - If a tenant has been found to have caused ASB, all requests to transfer to 

another property may be refused until a clear period of 6 months has passed without any further 

incidents. Please refer to the Association’s Allocations Policy for more information.   

 
 
13.0 Harassment  
 
13.1 We will not tolerate any forms of harassment. Our initial assumption will be that harassment 

exists if the victim perceives this to be the case. We will take all allegations of harassment very 
seriously and act promptly. 

 
13.2 ‘Harassment’ exists where one party acts to adversely affect the peace or comfort of, or cause 

offence tom another party (the victim). It is different from anti-social behaviour (as described 
above) in that harassment is usually deliberate and directed at one person/household, although 
the distinction can sometimes be confused and the terms used interchangeably. Often the 
harassment will be on at least one of the following grounds: 

 

• Race; Colour; Religion; Gender; Sexual Orientation; Disability; Illness; Age; Lifestyle; 
Political   Beliefs; or Occupation  

 
14.3 It is impossible to provide an absolute definition of the types of action that may constitute 

harassment, but the following list provides examples. 
 

• The use of slogans (in written or spoken form) that cause offence; 

• Violence or threats of violence (whether empty or not); 

• Berating the victim to others; or 

• Any action that makes the victim feels ill at ease or harassed. 
 

14.4 As part of our investigations, and with the agreement of complainants, we will work with relevant 
agencies (e.g. Police, local authority, victim support, etc.), regularly monitoring progress and 
initiating follow-up action if required. We may issue complainants with a diary so that they can 
note any incidents of harassment. 
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14.5 Staff will be required to use their reasonable professional judgement on the best way to address 
a case of alleged harassment, with steps taken depending upon the circumstances of each 
individual case. We will keep a detailed record of action taken – the type of action is likely to 
include: 

 

• Interviewing the alleged perpetrator (if appropriate); 

• Interviewing neighbours; 

• Seeking information from the Police, Social Work or any other agency likely to have 
information; 

• Interviewing others who have witnessed the harassment; or  

• Photographic evidence (of offensive graffiti, for example) 
 

14.6 If we are satisfied that alleged harassment has taken place, we will consider the following 
factoring determining the most reasonable way to proceed; 

 

• Nature of the allegation/s; 

• Seriousness of the allegation/s; 

• Level of evidence available to support the allegation/s; 

• Degree of risk faced by the alleged victim if harassment is to continue; 

• Wishes of the alleged victim; and 

• Likely effectiveness of one option versus another. 
 

14.7 Potential remedies include; 
 

• Social Work; 

• Mediation service; 

• Police (usually for corroboration of, for example, excessive noise); 

• Anti-Social Task Force; and 

• Legal and other remedies (including Interim Interdict; Anti-Social Behaviour Order; Short 
Scottish Secure Tenancy; legal proceedings to recover the tenancy; and management 
transfer). 

 
14.8 In addition to the above, where there is a suggestion that the perpetrator may have committed a 

criminal offence – for example under the Race Relations Act 1976 – we will assist the victim in 
taking the case to the Police or another organisation that may be better placed to offer advice. 

 
 
14.0 Taking Complaints Seriously 

 
14.1 All reports of anti-social behaviour will be taken seriously and individuals will be provided with the 

opportunity to discuss their concerns with staff.  
 

14.2 It is not necessary for initial complaints to be made in writing; however, we will provide forms to 
complainants to assist in this and to ensure that records of complaints are accurate. Verbal 
reports of complaints which are received and recorded by staff may need to be signed by the 
persons making the complaints.  
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14.3 The Association will often need evidence in order to take action against someone who is 
behaving in an anti-social manner. Complainants may be required to complete diary sheets to 
record what has been seen or heard. In serious cases complainants may be required to give 
evidence in Court 

 
14.4 Anonymous complaints will be followed up where the matter is serious and there is independent 

evidence – e.g. obvious vandalism, damage or graffiti to a property – available to the 
Association. We acknowledge that anonymous complaints are sometimes an indication of fear of 
reprisal or intimidation. Where possible, anonymous complaints will be substantiated by 
requesting a Police Report.  

 
14.5 In consultation with the victim, the Association will consider all the evidence and information 

available and taking account of the wishes of the victim will pursue an appropriate course of 
action. The Association will respond within locally agreed targets to complaints of anti-social 
behaviour as we recognise that a speedy response can often result in issues being resolved 

before they escalate into more serious incidents.  In dealing with reports of anti-social behaviour 

we will log all reports or complaints and will provide an acknowledgement within agreed 

timescales.   

 
14.6 A consistent approach will be adopted to complaints which respect the rights of both the 

complainant and the alleged perpetrator(s).  Where the Association is satisfied that one of its 

tenants is involved in anti-social behaviour then it will be proactive in trying to resolve the 

problems being caused.   

 
 

15.0 Enforcing the Tenancy Agreement 
 
15.1 We will take action to ensure residents are aware of their responsibilities including; 

 

• Making new residents aware of their responsibilities to behave in an acceptable manner at 
the point of sign-up, with the terms of their tenancy clearly explained; and  

• Providing a summary of our Anti Social Behaviour Policy in our Tenant Handbook and 
through our website 

 
16.2 We will take prompt action against tenants who breach their tenancy agreement. This action will 

initially be a warning letter or an interview with the tenant to discuss the issues. In the event of 
the tenant continuing to breach the agreement, the action will become more serious and may 
lead to legal action such as an Anti-Social Behaviour Order (ASBO) or a Notice of Proceedings 
that could ultimately lead to eviction. Our Anti-social Behaviour procedures contain full details of 
how we deal with breaches of the tenancy agreement in terms of anti-social behaviour. 

 
16.3 There are a number of non-legal remedies available for the Association to use to help affect a 

change in behaviour from tenants who are failing to adhere to the terms of their tenancy, this 
includes: 

 

• Acceptable Behaviour Contracts; 

• Written Warnings; and;  

• Mediation. 
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16.0 Malicious or Vexatious Complaint 
 

16.1 The making of malicious or vexatious complaints can be a form of harassment or anti-social 
behaviour whereby an innocent resident is subject to unfounded, exaggerated or dishonest 
complaints by someone seeking to cause a detriment to that innocent resident. 

 
16.2 A vexatious complaint is a complaint without any merit which has been made solely to harass or 

intimidate another resident or a member of staff.  
 
16.3 A malicious complaint is a complaint that is false and the intention is to cause harm or damage to 

another resident or a member of staff.  
 

16.4 Whilst Housing Association staff will respond to complaints made in line with the policy, part of 
their investigation may have to include the possibility that the complainant may have certain 
motives for making the complaint. 

 
16.5 Staff will need to be aware of such possibilities when investigating complaints and if it becomes 

clear that the complainant is malicious or vexatious then the appropriate action will be taken 
against the perpetrator as would be for any other form of harassment or anti-social behaviour.  

 
 
17.0 Categorisation of Disputes and Response Times  

 
17.1 The Association recognises that anti-social behaviour can range from very minor to very severe. 

The categorisation is based on the seriousness of the complaint and will determine the 
processes and timescales which will be followed in responding to the complaint. 

   

17.2 The Association, in consultation with its tenants, has developed a system for categorising 
complaints and has agreed timescales for dealing with each type of complaint. Information about 
these categories and current timescales can be found in Appendix 1 of this policy.  

 
17.3 Following an investigation into an incident of anti-social behaviour, The Association will send a 

written summary of the investigation’s findings to the concerned parties. This should be done 

within 5 working days of the conclusion of the investigation.   

 
 

18.0 Appeals and Complaints 
 

18.1 Appeals or complaints against our operation of this policy and the procedures for handling anti-
social behaviour complaints will be processed through the Association’s complaints handling 
procedure.  

 
 

19.0 Alternative Formats 
 

19.1 On request, the Association will provide translations of all documents, policies and procedures in 
various languages and other formats such CD, large print, Braille etc., these can be obtained by 
contacting the Association office. 
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20.0 Review  
 
20.1 The policy will be subject to a full review on a three-yearly basis. However it will be amended as 

necessary to reflect relevant changes in any new or revised legislation, guidance and/or 
recognised good practice. 
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 APPENDIX 1 

Anti-Social Behaviour Policy 
Complaints Categories 

 
 
 

We will take a course of action appropriate to the nature of the complaint. To assist we have agreed 
three complaint categories as follows: 
 

Category A (24 Hour Response) – Very Serious complaints which, if prove, will result in eviction 

proceedings being commenced. This category complaints which concern of drug dealing; criminal 
behaviour involving threats of violence towards any member of the public, including members of staff or 
contractors, house breaking, assault, criminal threats, serious harassment, racial harassment and 
serious damage to property including fire raising. 
 
 

Category B (5 Working Day Response) – Serious complaints which may result in the 

commencement of eviction proceedings. This category includes complaints which concern allegations 
of aggressive or abusive behaviour, frequent disturbances, vandalism, drug/solvent/alcohol abuse, 
verbal and/or written harassment and frequent and persistent noise. 
 

 
Category C (10 Working Day Response) – Nuisance complaints which are unlikely to result in 

eviction proceedings unless they develop into Category B complaints. These include boundary 
disputes, untidy gardens, children causing a disturbance, noisy parties and lifestyle clashes.  
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APPENDIX 2 
 

Wishaw & District Housing Association 
 

ANTI-SOCIAL BEHAVIOUR – KEY PERFORMANCE INDICATORS 
 

Key Performance Indicators 
 

Target 
 

Percentage of anti-social behaviour cases resolved 
within locally agreed targets – Indicator 19 

90% 

Number of court actions initiated for anti-social 
behaviour 

3 

Number of tenants evicted for anti-social behaviour N/A 

Percentage of tenants satisfied with the management of 
the neighbourhood they live in 

 
<95% 

 
  
 
 


