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1. Aims and Objectives  
 

2.1 It is the aim of this policy to provide an approach for dealing with 

neighbour complaints and complaints of anti social behaviour within 

their respective areas of operation. 

 

2.2 The objectives are: - 

 

 To deliver an effective and efficient service to all tenants and 
residents within housing areas of Clydebank Housing Association 

 
 To ensure consistency of service and approach to all tenants and 

residents of Clydebank Housing Association areas 
 
 To ensure the effective and appropriate sharing of information 

between partners, Strathclyde Police, and all other relevant 
agencies. 

 
 To respond promptly to complaints of anti social behaviour, and to 

make use of all appropriate measures for the early resolution of 
complaints. 

 
 To take positive and decisive action in responding to, and 

investigating complaints of anti social behaviour. 
 
 To provide information, advice and assistance to all tenants and 

residents in relation to anti social behaviour 
 
 To provide training and support to staff dealing with anti social 

behaviour. 
 
 To keep abreast of good practice and to incorporate these in 

services 
 

2.3 This protocol takes account of the Scottish Housing Regulator Activity 

Standard AS 1.9 in relation to tackling anti social behaviour. 
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2. Equal Opportunities 
Our customers are our priority and we ensure equality of service throughout 
our organisation 
 
Clydebank Housing Association will ensure equality of opportunity across the 
full range of our activities, including both employment and service provision. 
 
We will not discriminate on the grounds of Age, Disability, Gender 
Reassignment, Marriage and Civil Partnership, Pregnancy and Maternity, 
Race, Religion or Belief, Sex, and Sexual Orientation. 
 
Accordingly, we will monitor the composition of our Governing Body, our Staff 
and our Tenants to enable positive action to be taken, where necessary, 
ensuring that our services are accessible to all. 
 
The office premises of the Association are centrally located and we will 
regularly audit them to ensure that physical barriers do not exist, which may 
impede access to anyone. 
 
Key policies, newsletters and other information will be made available on the 
Internet and in audio, large print, Braille and other languages, on request. 
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3. Risk Management 
 

3.1 Non implementation of this policy may result in financial risk in terms of 

the costs associated with vandalism and graffiti, and potential costs 

relating to legal actions and court costs. 

 

3.2 The risks associated with the non implementation of this policy are: - 

 Failure to comply with legislation and Scottish Government 

guidance 

 Failure by Clydebank Housing Association to meet one of its key 

business objectives 

 Failure to work in partnership with other agencies to deliver a 

holistic service which positively impacts on communities and 

individuals 

 Potential financial damage where vandalism or damage to 

property results 

 Potential damage to CHA reputation if not seen to deal with ASB 

effectively 

 Potential damage to desirability of housing stock 

 Potential degeneration of communities 
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4. What is Anti Social Behaviour? 
 
4.1 Anti social behaviour is defined under the ASB Act as where a person:- 

 

• Acts in a 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 in the same household. 

 

‘Conduct’ includes speech, and a ‘Course of conduct’ must be 

conducted on at least two occasions. 

 

4.2 It is clear from this definition that it encompasses a wide range of 

behaviour which may be considered to be anti social, and the  

perceptions of tenants’ and residents’ may be entirely different from 

those of practitioners. 

 

4.3 Acting in an anti-social manner within or around the vicinity of a 

tenancy is in breach of a Scottish Secure Tenancy agreement.  This 

applies whether it is the tenant, a member of the tenants family or even 

a friend relative or visitor. 

 

4.4 Clydebank Housing Association must prove beyond any reasonable 

doubt that the incident has taken place and that it is linked to the 

tenant, their relatives, friends, visitors or similar. 

 

4.5 Where it is clear that a reported incident is not anti-social behaviour, is 

not the remit of the housing association and/or where CHA will not be 

able to prove the complaint being made, advice and assistance, 

including appropriate signposting will take place.  In these cases the 

customer will be clearly advised that CHA have no powers to progress 

the action and that no neighbour complaint can be logged. 
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4.6 By way of a guide, behaviour will be considered as falling into three 

types: 

 Any complaints that relate to extreme forms of anti-social behaviour, 

and include certain types of criminal behaviour such as drug 

dealing. Although behaviour which is criminal in nature is entirely 

within the remit of the police, certain action may also be taken by 

the landlord. (Category A) 

 

 Serious and persistent anti social behaviour – behaviour which 

typically may result in ASBO, interdict and eviction proceedings 

(Category B) 

 

 Nuisance behaviour – behaviour which is more of a nuisance than 

anti social, and may include low level neighbour disputes which may 

be dealt with by mediation or the landlord. (Category C) 
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5. Categories of Complaint 
 
All complaints are categorised as follows:- 

a) Extreme  

b) Serious  

c) Nuisance / Dispute. 

 

Examples of each category are:- 

 
Category A: Extreme 

 Drug dealing 

 Unprovoked assault 

 Hate crime/other harassment  

 Violent conduct towards neighbours/council/RSL staff 

 

Category B: Serious 

 Frequent disturbances 

 Vandalism/damage to property 

 Threatening behaviour 

 
Category C: Other Complaints / disputes 

 Infrequent disturbance 

 Noise complaints 

 Running a business 

 Verbal harassment 

 Unauthorised alterations 

 Behaviour of visitors/children 

 Basic breaches (i.e.) pet nuisance, stair cleaning 

 Maintenance of garden/common grounds etc. 

 Boundary disputes 

 Family disputes affecting neighbours 

 

The above list is not intended to be exhaustive. 
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6. Complaint Response Timescales 
 

The following table details the timescales for responding to complaints falling 

into each of the three categories listed above. 

These timescales should be met wherever possible. 

 

 

 
Action 

 

 
Category 

A 

 
Category 

B 

 
Category 

C 

 
Contact Complainer 

 

 
24 hours 

 
3 working days 

 
5 working days 

 
Contact Neighbours / 

Witnesses 
 

 
24 hours 

 
3 working days 

 
5 working days 

 
Interview Alleged Offender 

 

 
24 hours 

 
5 working days 

 
10 working days 

 
Liaise with Other Agencies 

 

 
24 hours 

 
5 working days 

 
10 working days 

 
Case Evaluation / Action 

 

 
24 hours 

 
5 working days 

 
15 working days 

 

All investigation timescales, actions and progress will be recorded on the 

association’s housing management systems.  These systems will form the 

basis for ongoing monitoring and reporting by staff. 
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7. Legislation 
 

 

7.1 While the Anti Social Behaviour Etc (Scotland) Act, 2004 (ASB Act) is 

the primary legislation governing the way in which local authorities, 

RSLs and the police deal with anti social behaviour, there are several 

other Acts which are also relevant. 

 

7.2 The most relevant pieces of legislation are listed below, however this 

list is not exhaustive, and partners to this policy should make reference 

to any legislation as necessary. 

 

 Anti Social Behaviour, Etc (Scotland) Act, 2004 

 Crime and Disorder Act, 1998 

 Housing (Scotland) Act, 2001 

 Homelessness (Scotland) Act, 2003 

 Local Government (Scotland) Act, 2003 

 Data Protection Act, 1998 

 

7.3 As mentioned above, the ASB Act confers various powers and 

requirements on local authorities, RSLs and the police in tackling anti 

social behaviour. 

 

7.4 Foremost among these provisions is the requirement for the local 

authorities and RSLs to tackle anti social behaviour within their 

boundaries.  

 

Part One of the Act also sets out a requirement for local authorities to prepare 

and publish, jointly with the police, a strategy for dealing with anti social 

behaviour. (See Section 10) 

 

The ASB Act comprises 13 Parts which address various aspects of anti social 

behaviour, and which set out differing approaches to each of these elements. 
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Each part of the Act creates specific powers to tackle anti social behaviour, 

along with associated offences for failure to comply with these powers and 

requirements. 

 

It should be noted that certain parts of the Act contain powers which are 

exclusively within the remit of the police. 

 

The parts of the Act which are relevant to this policy are: - 

o Part 1- Joint police / LA ASB Strategy 

o Part 2 – ASBOs 

o Part 3 – Dispersal of groups (police power) 

o Part 4 – Closure of Premises (police power) 

o Part 5 - Noise Nuisance 

o Part 6 – Environmental 

o Part 7 / 8 ASB notices / landlord register 

o Part 9 – Parenting Orders 
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8. Management / Legislative Tools 
 

8.1 Various tools are currently available in order that appropriate and 

informed decisions to deal with cases of anti-social behaviour. 

 

8.2 The following list, which includes both legislative and non-legislative 

actions, details the main measures available: 

 

 Intervention / diversion through involvement of other agencies 

 Neighbourhood Mediation Service  

 Acceptable Behaviour Agreement (ABA) 

 Interdict / Interim interdict 

 Anti Social Behaviour Order (ASBO) 

 Short Scottish Secure Tenancy (SSST) 

 Repossession 

 Unacceptable Behaviour Notices (UBN) 

 

It should be noted however, that the individual partners will make use 

of the above measures which are appropriate to their own services, 

and that certain measures, such as ABAs and UBNs may not be used 

by some partners. 

 

8.3 In order for intervention / diversion, mediation and ABAs to be 

successful, an agreement and a degree of commitment are required by 

the person(s) involved. 

 

8.4 The remaining measures are legislative and require legal actions to be 

raised in the Sheriff Court. 
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9. Performance Reporting 
 

9.1 In order to monitor the policy outcomes, the following information will 

be reported on a monthly or bi-monthly basis 

 

9.2 The Scottish Social Housing Charter requires the landlords to report on 

Performance Indicator 19, as follows: - 

• The percentage of anti social behaviour cases reported in the 

last year which were resolved within locally agreed targets. 

(i) Number of cases of anti social behaviour reported in the 

last year. 

(ii) Number of cases resolved in the last year. 

(iii) Number of cases resolved within locally agreed targets. 

 

9.3 The Charter defines ‘resolved’ as: - 

• Where the landlord has taken appropriate measures, as set out 

in its ASB policies and procedures, to address the cause of the 

anti social behaviour complain, or 

• Where the landlord does not have authority or powers to resolve 

it has fully provided a full explanation of the landlord’s position. 

 

9.4 The Charter defines ‘locally agreed target timescales’ as: - 

• Timescales set by the landlord, following consultation with its 

tenants, for managing the range of anti social behaviour cases. 

 

9.5 In order to comply with Charter Indicator 19, locally agreed targets 

were set as part of a joint working initiative on the previous joint ASB 

policy as led by WDC.  Currently, this is within 4 weeks following the 

end of the investigation target date. 

 

9.6 Clear information on performance will be made available through the 

association’s website and regular newsletters. 
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10. Complaints  

 
14.1 Residents who feel aggrieved at the service provided may lodge a 

complaint under the association’s complaints procedure. 

 

14.2 Where a resident remains aggrieved having followed such complaints 

procedure, they make a complaint to the Scottish Public Services 

Ombudsman. 

 

14.3 The Scottish Public Services Ombudsman can be contacted at – 

  

Scottish Public Services Ombudsman 

 4 Melville Street 

 Edinburgh 

 EH3 7NS 

 Telephone: 0800 377 7330 

Text: 0790 049 4372 

 Email: ask@spso.gov.uk 

 

  


