How we will Tackle your reports of Anti-Social Behaviour

Our Customer Promise

Dover District Council recognises the need to be fair to all parties involved

in complaints about ASB and to be impartial when investigating.           

To this end a Customer Promise is published on the Dover Website:

For the complainant, we promise:

· To take every complaint seriously and conduct a proper investigation

· Treat the complaint with appropriate confidentiality

· Ensure the complainant is kept up to date about the progress of our action

· To support them if there is a risk of recriminations or victimisation
For the tenants who are the subject of the complaint, we promise:

(  To keep an open mind and investigate objectively complaints made against them.

( To look initially at solutions that does not involve legislative enforcement.                     

(  Provide tenancy support where this might help reduce problems being caused by the household                

Reporting Anti-Social Behaviour and Neighbour Nuisance 

Anti-social behaviour and neighbour nuisance (ASB) can be reported to us by anyone, directly, indirectly or by a third-party such as the Police or Social Services by:

· Telephone your Housing Officer or the main Council Offices at Whitfield on 01304 821199.

· Telephone the Anti Social Behaviour Hotline on 01304 872220. All calls to this hotline will receive a response within 24hours.

· E-mail to housingservices@dover.gov.uk
· Via our website, logging on to the Dover District Council website on www.dover.gov.uk
· Letter to Housing Services.

What will we do when we receive your report of ASB?
Housing Services take every report of anti social behaviour seriously. 

If you phone us we will ensure at this first point of contact we take as many details as possible. 

When we receive a report of anti social behaviour it is immediately logged on our ASB recording system, so we can monitor progress of your complaint effectively.

We will categorise every report of anti social behaviour as follows: -

Category A (Serious Nuisance) requiring a 1 day response from the Housing Officer    

Category B (Moderate Nuisance) requiring a 5-day response from the Housing Officer. Your Housing Officer will contact you within 1 day with an appointment.

Investigating Complaints of ASB

We will interview you at your home so we can understand more effectively how the ASB effects you and assess the possible actions we can take. In certain circumstances we can interview you by phone or at an alternative location away from your home if it poses a risk to you.

Your Housing Officer will gather as much information from you as possible about the ASB, when it happens where it happens, who is responsible, the effect it has and discuss possible actions they can take to tackle the ASB.

At this meeting they will agree an Action Plan with you.

This action plan will also agree dates and times for further contact with you.  The Housing Officer will ensure they contact you within a minimum of 10 working days of this first interview, to update on progress and agree contact/update dates with you. As a minimum the Housing Officer will contact you monthly if the investigation is ongoing.

With your agreement we will contact the alleged perpetrator and arrange to interview them and any other witnesses.

The Housing Officer will look at the evidence, speak to the witnesses and carry out an interview with the alleged perpetrator.

Where the perpetrator is unknown, the Housing Officer will work closely with you and any other witnesses to gather evidence to identify who may have been responsible for the ASB.
Evidence is gathered in many ways including

Interviews

Witness statements

Nuisance diaries

Physical and photographic evidence

CCTV

This information is reviewed and if there is evidence we will take action to tackle the ASB.

Action to tackle ASB

When considering what action to take to tackle the ASB the Housing Officer will consider what is reasonable and appropriate and will consider a range of measures such as:

Non-Legal interventions including:

· Reaching agreement with the perpetrator

· Referring to Environmental health

· Warning letters

· Home visits

· Acceptable Behaviour Agreements

· Parenting Agreements

· Providing support to vulnerable perpetrators
Legal Action including:

· Notice of Possession Proceedings

· Suspended/Outright Possession Order

· Injunction

· Anti Social Behaviour Injunction

· Demoted tenancy

· Anti-Social Behaviour Order

· Parenting Orders

· Working with the police in respect of criminal action.

The choice of action taken will depend on several things including the type of behaviour, the age of the perpetrator, the vulnerability or disability of the perpetrator and the evidence that supports the case. 

Criminal cases will be referred to the Police to deal with.

Closing Cases of ASB

We will close the case: -

· If there is no evidence of ASB

· With your agreement as the ASB has been resolved.

· When no further incidents of ASB have occurred for 3 months

· We have taken all reasonable action but the complainant has not cooperated
We can reopen the case 

· If the nuisance reoccurs
· We receive further evidence the problem is continuing.

