Respect Standard for Housing Management Compliance Document Self Assessment


	COMMITMENT 1
	BUILDING BLOCKS
	EVIDENCE

	Accountability, Leadership and Commitment 
Landlords need to make a visible commitment to the community, so that everyone is clear. They take issues of Anti Social Behaviour and respect seriously. They deliver what they say they will.   
	Demonstrate commitment to tackling Anti Social Behaviour and creating a culture of respect.
	· One of the business objectives set out in the business plan is to provide a safe and pleasant environment for our residents. 
· The company has produced an Anti Social Behaviour strategy which sets out its approach to preventing and tackling Anti Social Behaviour.
· In conjunction with Waltham Forest, the Councils’ tenancy terms and conditions were reviewed and updated in 2009 with stronger terms and conditions. 
· In conjunction with Waltham Forest, we implemented introductory and demoted tenancies.
· We have a history of taking enforcement action against residents. We employ our own legal team who efficiently carry out our anti- social behaviour litigation work.
· We are a signed member of the Councils Crime and Disorder Reduction Partnership and regularly participate in events and activities.
· We participate in a programme of youth diversionary activities. 
· We have an effective relationship with our partners to prevent and tackle anti-social behaviour.
· We have introduced good neighbour agreements in our sheltered homes.
· We have highly skilled and trained staff.
· We use a range of enforcement action and work with a mediation service.

	
	Backing up commitment by aligning capacity and resources and providing value for money.
	· We have a team of Tenancy Services Officers supported by managers who spend a large proportion of their time on tackling anti-social behaviour. 
· Our community development team works with residents to build communities. 
· Our budget resources mediation, activities and events and investigations. 
· We have an arrangement with a specialist mediation service and provide mediation services for anti-social behaviour cases.
· We work in partnership with the police and LBWF to obtain funding and resources to tackle issues.  
· We benchmark our service against other organisations.

	
	Assignment of responsibility so that everyone delivering service is clear about their role and what is expected of that. 
	· Our Tenancy Services Officers, Senior Tenancy Services Officers and Area Managers are set targets and objectives as part of the appraisal process.  These are monitored regularly through our supervision process.
· Our procedures clarify our approach to tackling anti social behaviour including authority levels for referrals and closing cases.
· Assistant Community Development Officers and Community Development Officers are set tasks as part of their appraisal on the resident involvement action plan.
· We have a portfolio holder for anti social behaviour.
· Directors approve policy change.

	
	Seeking out best practice and adopting new approaches 
	· We are members of benchmarking clubs including Housemark and the Social Landlords Crime and Nuisance Group and receive regular information on developments and costs.
· We receive regular updates from legal firms working in this field. In developing our strategy and procedures we have benchmarked with other organisations. 
· We regularly run training sessions on legal updates.

· We attend conferences and events. 
· We search the web for information.   

	
	Delivery of outcomes defined by measurable local targets. E.g. year on year increases in resident satisfaction by estate or neighbourhood as measured by regular surveys
	· We measure satisfaction with anti social behaviour through the Status survey. For 2009/10 a key target is to increase the level of resident satisfaction overall and we have targeted Area 4 for a local compact as a way of delivering improvements in resident satisfaction.

· We carry out a leaseholder satisfaction survey. In 2009, the results mirrored the tenant satisfaction survey results and therefore we see the local compact as a way of increasing satisfaction.
· We carry out surveys of closed anti social behaviour cases, which show a higher level of satisfaction.
· We have reduced the number of complaints and Ombudsman cases found against us for anti social behavior.
· We have recognised that residents are less satisfied with their experience of first reporting anti social behavior and have looked to raise this by introducing action plans and better information.

· We have developed our internet site to include more information about the process.
· We report performance to the Board’s Performance and Development Committee.

	
	Continually reviewing performance to inform improvement planning and engaging residents and partners in the process. 
	· We carried out a business process review of tenancy management and included residents on the working group.

· We have prioritised the development of our customer services module on Northgate to deliver improvements in performance.
· Anti social behaviour was a workshop at our residents conference in 2005.

· Performance on antisocial behaviour is reported to Contract Panels and Tenants Council and feedback is received.

	
	Commitment to robust policies of zero tolerance towards abuse of staff, residents representatives and voluntary workers in delivering their functions
	· The council’s tenancy agreement includes a clause on violence to staff. It also has clauses regarding violence, harassment and abuse of residents.

· We have an aggressive customer and violent incidents policy and procedure note and maintain a list which is updated and circulated monthly.
· We have a protocol which explains how residents should behave at meetings.

· We have a code of conduct for staff.

· We have a sign in our reception advising customers of our policy on aggressive and violent behavior.

	
	WORKING WITH PARTNERS
	EVIDENCE

	
	Working with partner agencies at strategic and operational levels (for example) the neighbourhood police, neighbourhood management, and other landlords including the private rented sector, social services and schools.
	· We are a member of the Waltham Forest Crime and Disorder Reduction Partnership and therefore are active members of the working groups e.g. hate crime, acquisitive crime groups.  As a part of the partnership we participate in activities and events such as, Our Area Matters where we attend walkabouts and carry out actions.
· We are also members of the Tactical Joint Action Group (TJAG) and identify actions as partners to prevent and tackle hot spot and problem areas.

· We have used TJAG to obtain funding to resolve issues such as installing fencing as St Stephens Close.

	
	Employing service delivery protocols where appropriate 


	· We are signed up to the information sharing protocol and regularly share information with the police for possession for injunctive action.



	
	Active partnership and effective participation on local organisation including Crime and Disorder Reduction Partnership where feasible and neighbourhood level structures where they operate e.g. regeneration partnerships and neighbourhood management.

	· We work with the council’s Better Neighbourhood Team to tackle deprived areas. This has included funding joint events such as the Big Lunch. Through the better neighbourhood work we have accessed funding from Well London and All Sports in Schools to run half term activities for young people and diversionary activities.
· We work with the Council and the Police to fund youth activities on estates and in the school holidays.


	
	Information sharing 


	· We share information with Waltham Forest and the Metropolitan Police Safer Neighbourhoods Team. They attend our case panels, provide evidence and attend court if necessary.
· For sheltered homes we have used the councils sheltered housing managers to gather evidence and attend court.
· The Safer Neighbourhoods Teams attend meetings, carry out joint visits, sign acceptable behavior contracts and attend court to give evidence.



	
	Making the appropriate links between strategy on anti social behavior and respect and other strategies, including homelessness, supporting people, gypsy and travelers, community cohesion and diversity.
	· Through the councils homelessness strategy and supporting people framework, we work to support tenants to sustain their tenancies, this is particularly important for vulnerable tenants who are both perpetrators and victims of anti social behavior.
· We manage the Council’s static traveller’s site at Peacock Close. Their licenses have recently been updated. We have worked with the council’s enforcement team to tackle fly tipping and have located a number of perpetrators. 
· We assist with community cohesion, by trying to develop communities through resident involvement including activities and events.
· We participate in tension monitoring meetings and the police gold group meeting where tensions are high or a serious incident has occurred.
· We have received training on the prevent strategy; our caretakers manage their areas to ensure they are clear of obstacles which could be used as weapons. 
· Our work ties in the Company’s diversity action plan; we have clear policies and procedures around Hate Crime.
· We offer translation and transcription services and try to accommodate individual needs such as women asking for female officers in domestic violence cases.


	COMMITMENT 2 
	BUILDING BLOCKS 
	EVIDENCE

	Empowering and reassuring residents- 

Landlords and community need to work as one by involving residents and giving them input into decision making. Engagement and effective communication act to measure and empower communities. 
	Involving residents, including young people, in setting local priorities as part of broader resident participation. 
	· We are developing a local compact in Attlee Terrace and South Walthamstow and have consulted residents about what they see as their priorities. Key issues raised by residents are anti-social behaviour and this has been built into the local compact.
· We run a number of activities for young people.
· Residents were involved in the development of our anti social behaviour strategy and policy and procedure. We held a workshop at our last tenant conference in 2005.
· Complaints feedback have been used to develop the anti social behaviour policies such as introducing action plans and four weekly updates.

	
	Delivering regular, meaningful and accessible feed-back sessions on issues of local concern involving partner agencies where appropriate (e.g. ‘face the People’ sessions).
	· We feedback to residents on an individual and group basis. For individual complaints we report back to residents on the results of our investigations and actions we have taken. Residents can ask for their anti social behaviour case to remain open if their concerns have not been resolved. We update residents at Tenants and Residents Associations meeting, residents meetings and Contract Panels.
· For residents who are witnesses to a case we will report back on action e.g.; where we have had cases in sheltered homes affecting all residents. For general reports we will anonymise the information e.g. Contract Panels.

· We also use the internet and Waltham Forest News to update residents on our work generally.
· We attend Hot Spot inspections and Our Area Matters and feedback to residents on our work, where possible we provide information for newsletters on general issues. We attended Waltham Forest Community Call for action in Selbourne Walk shopping Centre.

· Our Chief Executive attended a local radio session to update listeners on the work of the company.

	
	Engaging residents in developing and agreeing local standards of conduct (e.g. through Good Neighbour Agreements).
	· We have developed Good Neighbour Agreements which are in use in our sheltered homes. The Good Neighbour Agreements were developed in conjunction with residents. Sheltered homes residents were consulted on what Good Neighbour Agreements are, what they should contain and how they work. They made a number of suggestions about what could be included. 
· Sheltered homes managers were also consulted as well as information gathered by Ascham Homes on casework. All residents received a copy of the Good Neighbour Agreement as part of the consultation process on the changes to the council’s tenancy agreement and were invited to make comments.  The Good Neighbour Agreements were linked into the Council’s tenancy terms and conditions.

	
	Facilitating ‘community led audits’ of anti-social behaviour hotspots and environmental problems (e.g. estate walks to identify graffiti and fly-tipping).
	· Residents are invited to attend Hot Spot inspections and ward walks. Information is gathered from residents, councilors, police and staff on issues of concern and follow up action is taken.  Hotspot information is fed back through the newsletters.
· The Our Area Matters Ward walks are open to the Community and partners to attend and follow up is tracked by Waltham Forest and reported back through Waltham Forest News.   


	
	Providing residents with regular updates of actions you and partner organisations have undertaken to tackle anti-social behaviour (both positive activities and use of enforcement action) and how they might be involved in delivering solutions (e.g. leaflet drops etc).
	· Information is fed back to individual residents by their Tenancy Services Officer through letters and verbal report backs. 
· Residents receive feedback via newsletters, general letters, briefings given at Tenants and Residents Association meetings, Contract Panels, and through write ups in Waltham Forest News. 
· We provide information via the internet and have recognised residents who have worked with us to tackle anti social behaviour by nominating them for various awards e.g.: Taking a Stand and Social Landlord Crime and Nuisance Group award.

	
	Publicise use of enforcement tools (generally or specific uses where appropriate) so that the community is reassured and is aware of any terms and so they can help report suspected breaches. 
	· We have written two articles for Waltham Forest News on our anti social behaviour work and have had some successful actions reported in the local press. 
· Where we have obtained injunctions for anti social behaviour we have advised residents living in the area affected. 
· Briefings have also been given at Contract Panels and Tenants Council on introductory tenancies and demoted tenancies. 
· Briefing notes for Contract Panels include information about anti social behaviour work.

	
	Tailoring services to take account of diversity so that no one is unduly excluded through barriers to involvement, information and advice.
	· Our procedures provide the flexibility for officers to change where different workers have been requested in hate crime cases. 
· We have arrangements with the Big Word project for translations. The tenancy terms and conditions and introductory tenancy guide has been translated into the main community languages. 
· Through our community facilitators we have accessed the hard to reach parts of our community such as, Somalian women to discuss issues of concern for them. 
· We work with the voluntary groups and Waltham Forest to ensure all parts of the community access our service. 

	
	Rewarding positive ‘community minded’ behaviour (e.g. sponsoring activities for young people who contribute to the community or who successfully address their behaviour and celebrating residents who are prepared to ‘take a stand’ and give support to action to tackle anti-social behaviour).
	· We run a number of youth schemes including diversionary activities in the school holidays, which are open to young people on our estates. We run carnival workshops and provide a float in the Waltham Forest Caribbean Carnival. We fund community cohesion events run by tenant groups via our community cohesion initiative scheme including the Langthorne Youth Fest. 
· We offer apprenticeships via our decent homes partners and a bursary. 
· The Council support young people at risk of offending via the Family Intervention Support Panel (FISP) and we carry out any actions tasked to us. 
· We utilise the payback scheme for low level offenders organised by the Council. 
· We have our Community Achievement Night and awards process which celebrates the work of our community. 
· We nominate residents for the Taking a Stand Award, Tenant Participation Advisory Services (TPAS) Resident of the Year and Social Landlords Crime and Nuisance Group Resident Award. 

	
	WORKING WITH PARTNERS
	EVIDENCE 

	
	Working with partner agencies and the local media to promote action/successes in tackling anti-social behaviour. Where appropriate this could involve a multi-agency communications strategy.
	· We use the Waltham Forest News magazine to promote the work that we do regarding tackling anti–social behaviour, we include information in Ahead, newsletters and the local Guardian newspaper. 
· We use our residents’ awards and award bids to publicise information about the work of local residents in tackling anti-social behaviour.

	
	Making links between respect and broader area-based work on community capacity building and community cohesion (e.g. facilitating projects to foster inter-generational understanding or community wide mediation to resolve local issues that generate tensions within a neighbourhood).
	· We use our community cohesion initiative budget to fund Tenants and Residents Associations and other groups to run local events. This has included funding the Priory Court Tenants and Residents Association showing young people how to make pottery. The Whittingham Roots and Shoots group showing local school children how to look after flowers, having children from Thomas Gamuel school entertain our tenants and residents association representative at the festive buffet and appearing at our Community Achievement Night. 

· The Langthorne Youth Fest entertains people from all age groups and we fund estate fun days.

	
	Working independently or with partner agencies to engage young people in constructive and purposeful activities (e.g. volunteering, community clean ups, sports and the arts and activities during school holidays).
	· We have involved our young people in activities such as making models from recycled litter. Our residents involve young people in their Tenants and Residents Association events. 
· Our decent homes partners have worked with schools and young families to clean up areas and produce things e.g.; bird boxes from recycled pallets. 
· We run carnival workshops for young people to design and make their carnival costume, design and learn a dance routine and appear at the Waltham Forest Caribbean Carnival. 
· We run music workshops and refer people to the local community based radio station where they can learn DJ’ing skills. 
· The council has involved schools in audits of their local area.

· We fund a youth club on Aldriche way and have funded the Priory Court estate and Attlee Terrace and Avenue Road youth groups. 
· In October 2009 we run half term activities in conjunction with All Sports in Schools. Various activities were provided including a day at the Duxford Air Museum. 
· We run an art competition and garden competition for local residents.


	COMMITMENT 3
	BUILDING BLOCKS
	EVIDENCE

	Prevention and Early Intervention –

Landlords can play a key role in preventing anti-social behaviour from occurring where it does addressing problems quickly often gets the best result. 
	Ensuring tenancy agreements and leases meet Office of Fair Trading (OFT) guidelines and contain clear prohibitions on anti-social conduct – linked where appropriate with Good Neighbour Agreements.
	· The Council has recently reviewed its tenancy terms and conditions. Tenants were consulted on the new terms and conditions in accordance with Section 105 of the Housing Act. The new terms and conditions contain clauses that meet best practice and Office of Fair Trading (OFT) guidelines. 
· Good Neighbour Agreements have been introduced for the councils 15 sheltered housing blocks and are linked into the tenancy agreements terms and conditions.

	
	Running user friendly sign up-meetings for new residents to include a clear explanation of your policies on anti-social behaviour, how problems will be addressed, what you expect of the resident and what they can expect from you in return.
	· We have 100% assisted viewings process and a sign up checklist which ensures that tenants receive consistent information about their home and tenancy terms and conditions. 
· We have a new tenants DVD which includes a section on anti-social behaviour.

	
	Undertaking full assessments of any potential problems that may require tenancy support when entering into new tenancy agreements.
	· The Council inform us of any new tenants who have identified support needs. All tenants are visited during the first 6 weeks of their tenancy. If any support issues are identified then a referral will be made to the Tenancy Support and Resettlement Team.

· The Tenancy Support and Resettlement Team will offer support to vulnerable tenants such as teenage mums during the first 6 months of their tenancy.

	
	Regularly reviewing allocations and lettings policies (including Choice based schemes) to ensure issues of respect and anti-social behaviour are fully reflected- e.g. sensitive lettings to avoid potentially problematic situations.
	· The Councils Choice Based Lettings scheme has been operating for a number of years. Information about the scheme has recently been reviewed following the changes to the Council’s tenancy terms and conditions. 
· Where tenants have been moved following racial harassment, the Council will ensure that the new tenant is made aware of the reason why the previous tenant left the property to try to minimise the impact of any potential harassment to them.

	
	Adopting introductory or starter tenancy schemes for new residents where appropriate.
	· The Council introduced Introductory Tenancy’s in May 2009. This applies to all new tenants after this date.

	
	Designing out anti-social behaviour through environmental gating schemes and improvements (e.g. security lighting).
	· We work with the Police’s Crime Prevention Officer and our Property and Investment team to survey blocks or estates and design out crime. E.g. Avenue Road, we have installed a new entry phone system.  We introduced a gating scheme on Lennox Road estate to reduce the number of publicly accessible areas, we have installed controlled entry to contain blocks so that they cannot be used as rat runs to other areas, this has assisted the Police by preventing people being able to run away using multiple exists and entrances. On Attlee Terrace we have installed security gates to prevent people gathering at the rear of the blocks. 
· Our lighting has been upgraded on many estates and we have increased the level of natural surveillance by reducing the height of shrubs 

	
	Deploying robust screening processes to determine whether mediation is appropriate at the earliest possible opportunity. Where it is – making appropriate referrals. 
	· We use mediation to resolve anti-social behaviour cases particularly in the case of neighbour disputes.  Both parties have to be in agreement to use mediation for it to be successful. This is identified as part of the action planning process at the start of our investigation.

	
	Providing clear warnings backed up by evidence of past action taken against perpetrators of anti-social behaviour. 
	· We have publicised our enforcement action in Waltham Forest News, Ahead and the local Guardian. We have written letters to residents where anti-social behaviour orders have been obtained. 
· Where we have had dispersal orders, leaflets have been posted in the communal areas of blocks informing residents and including a copy of the map showing the dispersal zone.

	
	Using early intervention tools like Acceptable Behaviour Contracts (ABCs) (and Parenting Contracts if available) linked to provision of support where appropriate. 
	· We use Acceptable Behaviour Contracts which are served where appropriate.

· We issue warning letters and carry out visits with the police for young people identified at risk of offending. 
· The Council has a Family Intervention and Support Panel which coordinates support for families. We hold case conferences where support services attend and sign up to actions.

	
	Taking swift action on environmental damage (e.g. rapid removal of graffiti and clearance of fly tipping) to give a strong signal that action will be taken.
	· Offensive graffiti is removed within 24 hours, all other graffiti is removed within 3 days. 
· We remove fly tipping within the shortest possible timescale and work with the councils’ enforcement team to identify and take action against perpetrator. This has been publicised in the Waltham Forest News.

	
	WORKING WITH PARTNERSHIP
	EVIDENCE 

	
	Sharing information when making/accepting nominations to identify any issues with past behaviour and establishing support needs.
	· We have as information sharing protocol and are a signed up member of the Waltham Forest Crime and Disorder Reduction partnership. 
· The Council will refuse mutual exchanges where tenancy agreements have been breached as a result of anti-social behaviour.

· We will refuse board nominations and right to buy applications where tenancies have breached as a result of anti-social behaviour,

	
	Providing evidence to partner agencies and working with them to identify anti-social behaviour hotspots and areas where incidents appear to be emerging and contributing to the delivery of tailored strategies to address these problems.
	· Through TJAG (Tactical Joint Action Group) we work with the Council, Police and other partners to identify crime trends and plan actions. 
· The Council has a top 20 hotspot areas of anti-social behaviour, a lead officer is appointed for each area to task solutions. 
· Ascham Homes has its own hotspot policy which has identified 15 estates in need of extra intervention because of anti-social behaviour and other estate based issues. These areas are inspected quarterly; partners, residents and Councilors attend the inspections. Actions are agreed and residents informed of the actions via a newsletter. 
· We provide quarterly anti-social behaviour information to the Council, who collate data from all social landlords in the borough and Police to identify hotspot areas.

	
	Working with partner agencies to provide a visible presence in hotspots (e.g. community support officers/police and wardens patrols).
	· For hotspot estates we carry out more intensive estate inspections with residents and our partners.

· The Police Safer Neighbourhood Teams will spend more time patrolling the hotspot areas than other areas in the ward. 
· Our officers focus a large proportion of their time on these hotspot areas.

	
	Working closely with warden schemes where available including sponsoring schemes where appropriate.
	· The Borough does not have neighbourhood wardens in place. Ascham Homes has agreed to sponsor additional police patrols in hotspot areas and this is under consideration. 


	COMMITMENT 4
	BUILDING BLOCKS 
	EVIDENCE 

	Tailored services for residents and provision of support for victims and witnesses- 
Success rests on people being prepared to report and then give support to agencies in taking action. Every case and every person deserves a robust, tailored and sensitive response. 
	Making sure reporting is easy by offering a variety of reporting methods (i.e., telephone hotlines, emails, and reporting centres). This should be open to all (ie using jargon free plain English) and pay regard to diversity (ie translation of material, sensitivity in reporting hate crime).
	· Residents can report anti-social behaviour and hate crime using the telephone, via email, in writing, in person or via another party, e.g. the police, LBWF. Our web site includes information about our anti-social behaviour work and offers advice on what to do. 
· Hate crime can be reported to a number of non-police reporting sites.  Ascham Homes and Friday Hill Tenant Management Organisations are non police reporting sites.  
· Translation facilities are offered via the Big Word group.

· Complainants can be interviewed by a member of staff from the same equality group providing staff are available.

	
	Ensuring the first point of contact is helpful, courteous and sensitive to the stress reporting incidents often involves.
	· We have briefed all front line staff on our anti-social behaviour policy and procedures. All of our staff are trained on customer care and therefore have good customer care skills. 

	
	Making sure all staff are clear about what procedures should be followed when they complaint.
	· We have a set anti-social behaviour policy and procedures that everyone follows. 
· We have anti-social behaviour, introductory tenancy and demoted tenancy guides for residents. 


	
	Delivering to achievable but challenging deadlines for each key stage of the process and agreeing appropriate action with the complainant. On occasions where deadlines cannot be met explanations should be given as soon as possible.
	· Our procedures include timescales for actions and an action planning process.  
· Action plans are agreed with residents so they are clear from the start what actions will be taken and within what timescales.
· Complainants are updated regularly on the progress of their case.


	
	Providing complainants with regular updates of progress of their case from the point of complaint to resolution and beyond, including the outcomes of any court hearing.
	· All complainants are updated on a regular basis on the progress on their case; this is monitored as part of our supervision process. 
· In legal cases, our legal team keep complainants and witnesses updated.

· Complainants are advised of our intention to close cases and can ask for their case to remain open for an agreed period.

	
	Minimise burdens on complainants in collecting evidence (e.g. short focused use of diary sheets rather than prolonged use with no clear outcome).
	· Our intention is to progress cases within the shortest possible timescale this is measured via our caseworks database. As part of the supervision process cases are checked to ensure delays are not occurring.  

	
	Where attendance at court is required, full explanations of the procedures and pre-visits to court should be offered in advance and support offered throughout, including escort to court and mentoring. 
	· Our in house legal team will advise witnesses of the legal process including what will happen at court. We have a witness support leaflet which explains how we help witnesses. Where possible we will either escort a witness to court or arrange transport for them.

	
	WORKING WITH PARTNERSHIP
	EVIDENCE 

	
	Carry out full assessments of support needs of individuals who report anti-social behaviour or agree to provide evidence/act as a witness. 
	· Our Tenancy Services Officers will work with complainants to assess if they need any support or assistance in dealing with their case. This could be re-housing, additional security, or support through the Council’s Tenant Support and Resettlement Team. Our legal team will advise witnesses on the court process and agree what support they need through the court process; this could include anonymising their identity escorting them, transport, security. 
· Victim Support will provide support in criminal proceedings.

	
	Systematically supporting victims either directly or in conjunction with specialist care and support agencies  (e.g. witness support services and networks )
	· The Victim Support service and Police will support witnesses involved in criminal proceedings.

· Where re-housing is required, an officer will present a report to the Council’s panel for consideration for a move.
· Emergency accommodation is provided by the Council where violence or risk of violence exists.

	
	Prompt deployment of reassurance measures where appropriate including regular patrols and (housing officers, wardens, police etc.) visits, provision of personal alarms and CCTV systems.
	· Tenancy Services Officers and our legal officers will keep in contact with witnesses and may also involve the police if the case involves criminal proceedings.  The Police will consider providing support through the local Safer Neighbourhood Teams’ such as additional patrols.  

· Personal attack alarms have been issued when available. 
· The Council have installed a number of CCTV cameras on housing estates, including all of the sheltered housing blocks. Following a number of anti-social behaviour cases an additional CCTV camera was installed in Holland Court.

	
	Focus on ‘target hardening’ – (e.g. fire proof letter boxes and wide angle spy holes) liaising with Crime Prevention services as necessary. 
	· HEET install security measures including spy holes, chains and fire proof letterboxes for all residents. 

· Police officers visit victims of burglary and recommend target hardening works to us for action.

	
	Liaison with court services to minimise the stresses of a hearing (e.g. secure holding areas)
	· Our legal team attend the court users’ group meetings at Bow County Court, where they can raise any issues of concern. Requests can be made to assist the witness in giving evidence.

· The local Magistrates’ Court provide separate waiting areas and video facilities for witnesses. 


	COMMITMENT 5
	BUILDING BLOCKS 
	EVIDENCE 

	Protecting communities through swift enforcement  
Government has provided landlords with the tools they need to tackle a wide range of anti-social behaviour. Landlords need to understand  how these tools work and be prepared to use them quickly to protect communities
	Ensuring staff are aware of the range of tools available and can identify how each will be used either alone or in line with broader policies and procedures. This should include use of introductory/starter tenancies, ABCs, ASBOs, Injunctions, Parenting Contracts/Orders, Demotion, Right to Buy measures and possession action. 
	· A large proportion of our Tenancy Services Officers and both Senior Tenancy Services Officers completed a National Vocational Qualification Level 3 course on anti-social behaviour which was accredited by the Charted Institute of Housing. This course covered the process plus the various enforcement actions available. 
· We employ our own legal team who participate in case conferences to advise on appropriate actions and provide in house training for staff. We have used a variety of legal enforcement actions.

· The Council has an introductory tenancy scheme which is used for all new tenants. We have a history of using a wide range of actions to tackle anti-social behaviour including preventative action such as a new tenant DVD and run youth diversionary activities with partners.

· We use a variety of actions to target nuisance cases including mediation and working with support agencies. 

	
	Ensure staff are provided with training on how the tools operate and what each demands in terms of evidence gathering and consultation with other agencies. 
	· Our legal team provide training to staff on introductory tenancies, the Council’s tenancy terms and conditions, legislative updates and legal action.
· We have produced an introductory tenancy and demoted tenancy guide to support our anti-social behaviour policies.

· We have produced an anti-social behaviour policy guide for residents and guidance on our intranet. 
· We work with the Council and its partners agencies and have attended meetings, training sessions and briefings with them and partners on anti-social behaviour issues. 
· We are members of the Social Landlords Crime and Nuisance Group and receive regular briefings, information and newsletters from them.

· We receive briefings from solicitors on anti-social behaviour issues. 
· We are signed up to ASB action net.

	
	Having clear procedures in place to minimise the use of eviction, wherever possible (through use of other tools to tackle anti-social behaviour in situ (e.g. injunctions etc.)
	· Our anti-social behaviour procedures are focused on changing people’s behaviour rather than evicting them. We therefore use injunctions, acceptable behaviour contracts and anti-social behaviour orders to target the behaviour.

· We evict very few tenants for anti-social behaviour; those that we have evicted have resulted because other interventions have failed. 
· We have support and diversionary activities in place to assist tenants to change their behaviour, referrals can be made by ourselves or partner agencies i.e. the Police Safer Neighbourhood Teams our focus is to use injunctions because it stops the behaviour and allows a resident to remain in their home. 

	
	Ensuring robust case management procedures are in place which enable fast-tracking of legal action where required (e.g. systems which facilitate pursuing interim injunctions at short notice and enforcement of breaches).
	· We have a caseworks database which we use to manage anti-social behaviour cases. Introductory tenancies are managed via our Northgate system. Our Senior Tenancy Services Officers carry out one to one supervisions and carry out case work checks to ensure action plans are being followed and the appropriate actions are being taken.  Urgent cases are referred speedily to our legal team who will expedite legal action. 

	
	Proactive gathering of evidence of anti-social behaviour from a wide variety of sources.
	· As part of our evidence gathering we will identify any potential witnesses including staff, partners and other residents. We use professional witnesses where they exist and they attend court.

	
	Commitment to visibility upholding standards of behaviour in public space and challenging those who do not wherever possible.
	· Our staff and the Police Safer Neighbourhood Teams will challenge people if they are caught causing anti-social behaviour. Enforcement actions have been taken against fly tippers and arrests have been made for breaches of injunctions. 

	
	Monitor use and outcomes of tools to feed into broader reviews of performance and improvement planning. 
	· We review our Performance on anti–social behaviour on a regular basis and report twice yearly to Contract Panels and the Board’s Performance and Development Committee. 
· The Council hold anti-social behaviour performance clinics and scrutiny meetings where we attend alongside other landlords. 
· We produce statistics on our activities and submit them to the Council and Housemark for benchmarking.  This information feeds into our service planning process.

	
	WORKING WITH PARTNERS
	EVIDENCE 

	
	Develop strong working relationships and strategic links with partners including the Local Authority, Police and Court service (e.g. through court user groups or court anti-social behaviour co-coordinators where available).
	· Through the Waltham Forest Crime Reduction partnership and Housing Association Liaison Group we are signed up to work with the Council and its partners to prevent and tackle crime and disorder including anti-social behaviour issues.   We attend various task group meetings under the partnership.

· Our anti-social behaviour strategy sets out how we work with partners to prevent and tackle anti–social behaviour. 
· We jointly work and fund projects. 
· We attend the County Court user group and have fed information back to the Waltham Forest Magistrates Court through the Police

	
	Joint tasking of enforcement/evidence gathering form multi agency staff.
	· Through working groups and case panels we produce action plans with tasks for us and our partners. 
· We carry out joint visits with the Police, initiatives with the Council such as property audits and ward walks.

	
	Have a robust procedure in place to seek enforcement of breaches as quickly as possible through strong links to ensure proactive action backed up by the Police and Courts.
	· Breaches of legal actions are picked up by our Tenancy Services staff from residents and the police. We have direct email links for the Police Safer Neighbourhood Teams and are able to report breaches of injunctions or anti-social behaviour orders for them to arrest. This has happened and has resulted in sentences being given.


	COMMITMENT 6
	BUILDING BLOCKS 
	EVIDENCE 

	Support to tackle anti-social behaviour-   
Provision of support can put an end to unacceptable behaviour by tackling underlying causes. This leads to sustainable outcomes and gets peoples lives back on track. 
	Ensure staff are fully aware of the range of support provision available and are able to identify how each approach should be used as a core component of case management. 
	· The Council has a Tenancy Support and Resettlement Team who provide support for Council tenants. 
· Our staff are aware of various support agencies in the borough, who have been introduced via attendance at team meetings or briefings. 
· As part of the case reviews carried out all supervisions, the Senior Tenancy Services Officers check if support processes have been explored and are in place.
· Our internet provides useful links and information about our partners.

	
	Ensure staff have a clear understanding of how support provision should be linked with triggers. (E.g. early intervention measures or use of enforcement action such as demotion).
	· Our procedures include support processes and this is picked up in the action planning process. 
· Introductory tenancies allow us to identify individual support requirements which is considered as part of the enforcement process.
· Case conferences are attended by partners including support agencies.

	
	Ensure Policies and procedures state clearly how support provision will be provided or accessed and the triggers/process by which support needs will be identified.
	· The support guidance for the anti-social behaviour policy and procedures identifies support processes. This is monitored through the supervision process.   

	
	A clear focus on delivering support and challenge solutions (i.e. linking support with enforcement at an early stage) rather than crisis-based interventions where problems have escalated.
	· Warning letters and acceptable behaviour contracts often include provisions for accessing support processes or changing behaviour.
· Support agencies and partners are identified at an early stage and included within the case work process.

	
	Making it clear to residents that enforcement action may be considered where suitable offers of support are refused and their behaviour does not improve.
	· Our warning letters include provisions identifying what will happen if support is not taken up or behaviour is not changed.

	
	Clear policies and procedures on dealing with vulnerable residents (e.g. mental health issues and drug and alcohol problems)
	· Our anti-social behaviour procedures guidance notes includes information of mental health issues. 
· A protocol is in existence for vulnerable tenants and we build considerations into our action plan.

· Case conferences as arranged as part of any legal process to ensure we comply with the DDA (Disability Discrimination Act).
· We have a senior managers group that meet to discuss cases where resolutions cannot be found or legal action is considered.

	
	WORKING WITH PARTNERSHIP
	EVIDENCE 

	
	Following assessments (involving multi-agency case conferencing where appropriate) deployment of ‘floating support’ designed to work with residents in stopping anti-social behaviour and where possible, maintaining a tenancy.
	· Case conference are called involving partners to ensure support needs are identified and actions tasked.

· Floating support is provided by Waltham Forest via CARA for travellers living within the Council’s static site at Peacock Close and in general need housing.

· Support for sheltered housing tenants is provided by the scheme managers.
· Other support is provided by the Support and Resettlement Team, Mental Health or Social Services.
· Our Tenancy Services Officers provide support to assist people to change their behaviour and maintain there tenancy.  They also enlist the support of external agencies.

	
	Where available and appropriate, referral to family intervention programmes for residents with complex support needs that are causing anti-social behaviour in the community.
	· The Council has a Family Intervention and Support Panel which is a multi agency group who work with young people at risk of offending and families in need of support. Support needs are identified and actions agreed.


	
	Negotiate with local Supporting People teams in order to build on existing floating and residential housing related support schemes to ensure that the appropriate support is available for those residents/families with complex needs. Where no support currently exists explore possible opportunities for Supporting People to fund new support projects.
	· The Council reviews its supporting people programme on a regular basis and will commission additional support where a gap has been identified e.g., CARA providing support for the travelling community.
· The YISP (Youth Intervention and Support Panel) expanded to become the Family intervention and Support Panel.
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