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1 Background  
This policy sets out how Verda Living RP Limited (Verda Living) will deter and tackle An)-Social Behaviour 
(ASB) and hate incidents in the neighbourhoods where we own homes. Our approach enables colleagues to 
work in partnership with residents, communi)es and key agencies, in order to promote safe and good quality 
neighbourhoods and enable residents to live comfortably in their homes. 

Verda Living has adopted the legal defini)on of ASB as being:  

• Conduct that has caused, or is likely to cause harassment, alarm or distress to any person  
• Conduct capable of causing nuisance or annoyance to a person in rela)on to that person’s occupa)on 

of residen)al premises 
• Conduct capable of causing housing-related nuisance or annoyance to any person. 

Verda Living has adopted the defini)on of Hate Incidents to be any non-criminal act perceived by the vic)m 
or any other person to be mo)vated by hos)lity or prejudice based on a person's protected characteris)cs 
(these typically include race, religion, sexual orienta)on, disability and gender iden)ty). These incidents can 
include verbal abuse, harassment, bullying, or other behaviours that create a hos)le environment. 

Through the Neighbourhood and Community Standard, the Regulator of Social Housing (RSH) expects Verda 
Living to work in partnership with other agencies to prevent and tackle ASB in the neighbourhoods where we 
own homes. This policy sets how we aim to meet the standard. 

We recognise that if leX unchallenged, ASB and hate incidents can have a significant nega)ve impact on the 
quality of life of those living in the community where the ASB and hate incidents are occurring.  

We take ASB and hate incidents to be deliberate and inten)onal acts that may result in nuisance, annoyance, 
harassment, alarm or distress to others. We include in our defini)on the failure to address inconsiderate 
behaviour of this nature. 

We expect our residents not to commit, or allow their family, other household members, visitors or pets to 
commit acts of ASB towards any person reasonably en)tled to be in the vicinity of any of our proper)es, 
including residents, Verda Living Limited staff and contractors. 

In rela)on to our residents, our proper)es, and the neighbourhoods where we have a presence, Verda Living 
Limited will be proac)ve in its approach to preven)ng ASB and intervening where it does occur. We will be 
accountable for the ac)ons taken to deter and tackle ASB and hate incidents. 

We will encourage tolerance of the differences that exist between individuals in our communi)es. In general 
we do not consider cooking smells, the noise of children playing, minor disputes within and between 
households, one off par)es, sounds from moving around the home and communal areas and other features 
of everyday life to be ASB. However we can take account of )me, frequency and impact of such maZers and 
may inves)gate at our discre)on.  

This policy will be made available on our website, and a procedure will be developed to support its 
implementa)on. 

Separate policies set out our approaches to: 

• Alloca)on of property (alloca)ons policy) 
• Protec)ng vulnerable residents (safeguarding policy) 
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• Work on empty/void proper)es (voids policy) 

2 Policy aims and objec7ves 
We aim to deliver posi)ve outcomes from our work to deter and tackle ASB, including ensuring that living 
environments are safe and comfortable for residents living in Verda Living homes.  

In adop)ng and implemen)ng this policy we have the following objec)ves: 

• Minimise the occurrence of ASB 
• Residents feel supported when they experience ASB 
• Appropriate ac)on against perpetrators of ASB is taken and recorded 
• Reported ASB is resolved without the need for legal ac)on 
• Strong resident sa)sfac)on scores in rela)on to ASB 
• Adherence to all relevant legisla)on and regulatory standards. 

To ensure these aims are met, we will: 

• Be clear with our residents about our approaches to ASB and neighbourhood issues 
• Agree ac)ons with complainants and vic)ms where possible  
• Communicate that the expression of different lifestyles is not necessarily ASB 
• Recognise that effec)ve partnership working is fundamental to addressing ASB 
• Provide direct support for perpetrators of ASB where appropriate, only resor)ng to enforcement 

where necessary 
• Use powers set out in legisla)on appropriately and propor)onately 
• Consider formal legal ac)on, including possession, only as a last resort in the most serious cases or 

when other measures have failed 
• Ensure colleagues are aware of this policy and trained to deal effec)vely with ASB 
• Give considera)on to ASB in the design of new build homes 
• Use data and feedback to monitor performance, trends, effects of our work, and to iden)fy 

opportuni)es to improve our approaches. 

3 Communica7on and resident involvement 
We will be clear about landlord, resident and partner responsibili)es so that residents understand the 
different approaches we can take in rela)on to ASB and neighbourhood issues. Our parameters for opening 
and closing cases will be clearly stated.  

We will maintain regular and ongoing communica)on with residents who report ASB and have a case opened; 
including provision of a named contact and agreed contact schedule. This ensures that Verda Living and the 
resident both have the most up to date informa)on. 

Where we do not consider a maZer to be ASB or are not able to take a case forward we will give a clear 
explana)on of our decisions and signpost to external agencies where appropriate.  

We will engage with residents to understand their views and expecta)ons around ASB, and to shape how we 
manage reports of ASB and cases opened.  
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4 Preven7on  
Verda Living will put a strong focus on preventa)ve measures tailored towards the needs of residents and 
their families. These might include: 

• Assessment of poten)al support needs of residents at tenancy signup  
• Explaining expecta)ons around behaviour at tenancy signup 
• Provision of support, or referral to support services, where poten)al need is iden)fied 
• Encouraging tolerance of lifestyle differences and respect for others’ enjoyment of their home  
• Encouraging prompt repor)ng of concerns about problema)c behaviour 
• Prompt and in-person responses to reports of ASB 
• Mul)-agency partnerships / partnerships with police and local authori)es 
• Use of ac)on plans and acceptable behaviour agreements with perpetrators. 

5 Interven7on  
Verda Living will take prompt, appropriate and decisive ac)on to deal with ASB before it escalates. We will 
inves)gate cases to understand the issue and gather evidence where appropriate.  

Our ac)ons will focus on resolving the problem quickly and effec)vely, and as such we will seek to avoid use 
of formal ac)on/use of powers. However, some)mes cases will not be effec)vely resolved this way or may 
escalate. We will use formal powers in such circumstances, again with a view to resolu)on.  

We will act in line with key legisla)on related to ASB, and when intervening in ASB we will have regard to the 
full range of tools and legal powers available. Examples of non-legal and legal approaches are media)on, 
acceptable behaviour agreements, civil injunc)on, community protec)on no)ce, and possession orders.  

In general, we will not resolve ASB by moving complainants or alleged perpetrators who are residents; we 
will deal with the problem and aim to sustain tenancies.  

Evic)ng a Verda Living resident following enforcement ac)on rela)ng to ASB will be a last resort. If we use 
absolute grounds to seek possession where the legal tests are met, the resident will have the right to request 
a review of our decision to seek possession. 

We will provide tailored care and support, with the aim of enabling residents to enjoy their home. 

Each case will have an ac)on plan which sets out clearly the steps being taken to resolve the ASB and the 
intended outcome or purpose of each step.  

We will take account of underlying causes and vulnerabili)es when dealing with residents accused of 
perpetra)ng ASB, to promote the best chances of resolu)on and to ensure that our ac)ons are propor)onate 
in line with the Equality Act.  
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6 Repor7ng ASB 
Verda Living will ensure that all residents can easily report ASB, and will provide facili)es so that ASB can be 
reported and managed online at any )me of day. 

ASB can also be reported by phone, email or leZer or any other method stated in our customer service policy; 
with emergency out of hours incidents to be reported by telephone or online. 

Contact details for all methods of repor)ng ASB will be provided to all customers at tenancy sign up and 
displayed clearly online. 

We want people to feel confident in coming forward with informa)on. Where complainants wish to remain 
anonymous, we will inves)gate the complaint, but our ability to take effec)ve ac)on may be limited. 

7 Hate crimes 
We take harassment / hate crimes in any form against any member of our community extremely seriously. 
Such conduct can have a very trauma)c effect on the vic)m and a divisive effect on our communi)es. Racial 
and other harassment and hate crime may include, but is not limited to, violence, in)mida)on and/or abuse 
towards a person or group of people (or damage to their property) because of their race, colour, ethnic or 
na)onal origin, gender iden)ty, sexual orienta)on, marital status, disability, age or religion. For recording 
purposes, we define hate crime as behaviour commiZed against a person or property which is mo)vated by 
hos)lity towards someone based on their race, colour, ethnic or na)onal origin, gender iden)ty, sexual 
orienta)on, marital status, disability, age or religion.  

We will look to involve our partners (e.g. local Police services) in these sorts of cases wherever appropriate.  

We are commiZed to:  

• Elimina)ng unlawful discrimina)on and harassment  
• Promo)ng good rela)ons between people of different backgrounds  
• Maximising the repor)ng of incidents that are ‘hate’ mo)vated  
• Suppor)ng complainants and their families  
• Taking ac)on against perpetrators  
• Monitoring the number of racial harassment and other hate crime incidents by type and geographical 

area  
• Monitoring the ac)ons taken in such cases by ourselves and partners, and sa)sfac)on levels during 

and following case comple)ons  
• Repor)ng key monitoring data to board on a regular basis to give assurance that we are mee)ng our 

aims and objec)ves. 

8 Domes7c abuse 
We want to achieve a community that does not tolerate domes)c abuse and that affords effec)ve support to 
all of its vic)ms (whether adults or children), whilst holding perpetrators to account. Domes)c abuse may fall 
within the defini)on of an)-social behaviour. Each case must be considered on its facts.  
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We are mindful of the need to ensure that survivors are supported in accessing remedies specifically designed 
to address domes)c abuse (for example non-molesta)on orders) whilst other enforcement tools may be used 
by us and/or other agencies in appropriate cases (e.g. to provide protec)on to the vic)m and/or prevent 
impact on the wider community). 

9 Partnership working 
We will maintain good working rela)onships with support services that can provide support to complainants 
and perpetrators; and will seek to work in a coordinated manner to support posi)ve outcomes for residents 
and neighbourhoods.  

We will work in partnership with other agencies in rela)on to interven)on, par)cularly around the use of 
legal powers, where agencies other than Verda Living must take the lead.  

Verda Living will par)cipate fully and construc)vely if requested by relevant bodies to aZend an ASB Case 
Review, with a view to contribu)ng to resolu)on of persistent ASB issues.  

10 Support to vic7ms, witnesses and perpetrators 
Where Verda Living is responsible for dealing with an ASB issue, we will make sure that residents are kept 
informed about the status of their case. 

If the maZer sits outside Verda Living responsibility, we will signpost residents to other avenues to assist with 
the issue. 

We will offer support to residents experiencing ASB to assist their wellbeing. We will also offer support to 
those perpetra)ng ASB to try to resolve the behaviour and sustain their tenancy.  

Support to complainants may include: 

• Regular contact, explana)on of the scope of our interven)ons, clear ac)on planning and 
accountability for its comple)on 

• Prompt resolu)on of physical damage to property 
• Addi)onal security fiZed to property (target hardening) 
• Referral to specialist agencies that can provide support and assistance 
• Considera)on of rehousing op)ons and assistance to progress these if suitable and required 
• Accompanying to court and ensuring appropriate arrangements are made to facilitate aZendance 
• Explana)ons of the outcome of any court process and next steps 

Support to perpetrators may include: 

• Ongoing support and clear explana)ons of expecta)ons and processes underway 
• Referral to specialist support e.g. substance misuse, paren)ng, mental health, finances 
• Referral to statutory agencies e.g. social services 

We will liaise with external agencies over progress of the case to support joined up approaches, especially 
where decisions and steps taken will impact on their client and the nature of support required.  
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11 Confiden7ality, data protec7on and informa7on exchange 
Whilst we respect privacy and confiden)ality and are mindful of our legal obliga)ons under the Data 
Protec)on Act 1988, (GDPR from May 2018), tackling an)-social behaviour requires robust informa)on 
exchange between statutory and non-statutory agencies. We will agree specific protocols for informa)on 
sharing with local authori)es and police. 

We will share informa)on with other agencies where it is lawful to do so to help us detect and prevent ASB 
and to protect our communi)es. The type of informa)on which might be shared includes, but is not limited 
to:  

• The nature and loca)on of incidents of an)-social behaviour  
• Personal informa)on as to complainants and witnesses  
• Details of relevant visits to the property by agencies including the police  
• Convic)ons, cau)ons, reprimands, bail condi)ons, progress of criminal cases. 

Complainants may seek to provide informa)on confiden)ally. This may be for a variety of reasons, for 
example because they are fearful of retalia)on by the perpetrator if they are iden)fied. Our policy is to seek 
permission before disclosing the iden)ty of complainants and witnesses to perpetrators, their legal 
representa)ves, or other interested par)es. Where anonymous evidence may by virtue of its content 
necessarily reveal the iden)ty of the maker of the statement, we will discuss this with the maker of the 
statement. Notwithstanding any request for anonymity, informa)on rela)ng to complainants and 
perpetrators may however have to be shared with other agencies for lawful purposes, such as the purpose 
of preven)ng crime. 

12 Rights and responsibili7es 
Landlord and residents’ responsibili)es rela)ng to ASB are set out at Appendix 1.  

We will confirm these with new residents at tenancy sign up and publish them on our website. We will take 
other periodic opportuni)es to restate residents’ rights and responsibili)es e.g. in newsleZers, at community 
events etc.  

Where a resident reports ASB or raises concerns with us, we will confirm rights and responsibili)es with them.   

13 Service standards 
We will take prompt ac)on to address resident concerns rela)ng to ASB in accordance with our service 
standards. 

ASB ac)ons will be categorised and delivered within stated )mescales as follows: 

Category Defini0on Timescales 

Category 1 Serious issues of ASB, where 
there is a serious risk or evidence 
of harm to individuals including: 

Case opened within 1 working day 
of report 
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• Abusive or threatening 
behaviour 

• Assault 
• Domes)c abuse 
• Hate crime 
• Drug ac)vity involving 

enforcement ac)on e.g. a 
closure order 

• Cuckooing (taking over 
someone’s home to facilitate 
crime or exploita)on) 

Ac)on plan in place within 1 week 
of case opening 

Fortnightly contact established with 
resident within 28 days 

Category 2 Other issues of ASB that cause 
irrita)on, upset, and impede 
enjoyment of property and 
neighbourhood stability 
including:  

• Noise nuisance 
• Neighbour disputes 
• Alcohol related disturbance 
• Animal nuisance 
• Criminal Damage 
• Drug use/dealing 

Case opened within 3 working days 
of report 

Ac)on plan in place within 2 weeks 
of case opening 

Fortnightly contact established with 
resident within 28 days 

 

We will keep accurate records on all reports of ASB and cases opened. 

14 Customer feedback and complaints 
Resident complaints about ASB services will be handled in line with our complaints policy. 

Complaints rela)ng to ASB will be monitored and used, individually and in aggregate, to refine and improve 
our services and performance. 

15 Monitoring and compliance 
We will monitor the delivery of our ASB service and report to opera)onal staff, senior leadership team, the 
board, and our residents. Key performance indicators will be used to monitor and report performance, as 
well as complaints and compliments received. This allows us to be accountable for our service delivery, 
iden)fy any trends which require interven)on, and focus on delivery of the objec)ves stated above.  

We will report against the Resident Sa)sfac)on Measures prescribed by the Regulator of Social Housing, as 
well as indicators developed for internal use by staff in conjunc)on with residents.   

 



 

9 
 

Performance indicators that will be reported to the board and residents are detailed at Appendix 1. This is 
not an exhaus)ve list.. 

16 Annual Review  
This policy is reviewed annually by the board of the Company. 

Version Date Approved Date for Review Updates 

1.0 April 2025 April 2026 Crea)on of first version of policy 
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17 Appendix 1 – Landlord and resident responsibili7es 
Verda Living’s ASB responsibili)es are to: 
• Show strong leadership, commitment and accountability on preven)ng and tackling ASB that reflects 

a shared understanding of responsibili)es with other local agencies 
• Ensure that residents are made aware of their responsibili)es and rights in rela)on to ASB 
• Place a strong focus on preventa)ve measures tailored towards the needs of residents and their 

families 
• Take prompt, appropriate and decisive ac)on to deal with ASB before it escalates 
• Work in partnership with other agencies to prevent and tackle ASB in the neighbourhoods where we 

own homes 
• Ensure all residents can easily report ASB 
• Focus on resolving ASB having regard to the full range of tools and legal powers available 
• Ensure residents are kept informed about the status of their case where responsibility rests with Verda 

Living and are appropriately signposted where it does not 
• Provide support to vic)ms and witnesses 
• Publish a policy on how we work with relevant partners to prevent and tackle ASB in areas where we 

own homes 
• Par)cipate construc)vely in an ASB Case Review when a person asks the relevant local bodies for one 

and the local threshold is met. 
 
Residents of rented homes are responsible for: 
• Ensuring their behaviour does not cause, and is not likely to cause, nuisance, annoyance, harassment, 

alarm or distress to others 
• Ensuring the behaviour of their household members, family, friends and visitors does not cause, and 

is not likely to cause, nuisance, annoyance, harassment, alarm or distress to others 
• Showing tolerance of other residents’ day to day living and lifestyle differences where these occur  
• Addressing minor disagreements and problems themselves, showing respect to others 
• Repor)ng incidents of ASB promptly. 
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18 Appendix 2 - Performance Monitoring  
We will monitor and report on the following: 
 
Management informa0on 
 
An)-social behaviour cases rela)ve to the size of the landlord  

• Number of cases opened for each 1,000 homes owned 
• Number of cases that involve hate incidents 

 
Responses to reports of ASB 

• Number in )mescale, total number reported, % in )mescale 
 
Cases opened within target )me following ini)al report 

• Cat 1 - Number in )mescale, total number reported, % in )mescale 
• Cat 2 - Number in )mescale, total number reported, % in )mescale 

 
Ac)on plans completed within target )me following ini)al report 

• Number in )mescale, total number due, % in )mescale 
 
Regular contact with complainants 

• Number contacted with agreed frequency, total number of complainants, % contacted 
 
Resolu)on of cases 

• Number closed, total number of cases, % resolved 
 
All performance will be reported against target, with a year to date figure in each repor)ng cycle and a year 
end figure provided annually. 
 
Customer sa0sfac0on 
 

• % of residents who say they are sa)sfied with Verda Living’ss approach to handling an)-social 
behaviour 

• % of residents who say it was easy to make a report of ASB 
 Number saying easy, total number of respondents, total number of report 

• % of residents who say they are sa)sfied with the frequency of contact 
• Number saying sa)sfied, total number of respondents, total number of cases. 


