
Tackling 
anti-social
behaviour and
harassment
We expect all our residents to show consideration
towards other people.

This booklet gives a summary of our policy and
procedure on anti-social behaviour and harassment.
It explains what we expect of you and what we can 
do to sort out problems of anti-social behaviour and
harassment.
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Inside this booklet:

• Anti-social behaviour page 2

• Avoiding anti-social behaviour page 3

• Harassment page 8
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Anti-social behaviour

Whenever we receive a report of anti-social behaviour, we will respond
quickly and treat all reports seriously. We will not tolerate anti-social
behaviour and we will make every effort to prevent it by using a range of
measures (see below) and by working closely with local agencies (for
example, the police) and local communities. Our Neighbourhood Liaison
Team deals with anti-social behaviour.

What is anti-social behaviour?

We use the definition given in the Anti-social Behaviour Act 2003, which
says that anti-social behaviour is “conduct which is capable of causing
nuisance or annoyance to any person, and which relates to or affects how
we manage our homes”.

Measures Our approach

Preventing anti- We will prevent anti-social behaviour from getting 

social behaviour worse by dealing with problems quickly and offering

appropriate advice.

Management When anti-social behaviour is reported to us, we

information will act quickly and take action to tackle it by using  

a number of measures (for example, face-to-face 

interview or independent mediation between 

those involved).

Legal action If the anti-social behaviour does not stop, we will 

take legal action. We prefer to use injunctions (court 

orders) because we can get them quickly and so take

action to stop the behaviour. We will also use a 

range of other measures that we will mention later 

in this section.
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Avoiding anti-social behaviour

Noise

Noise is one of the most common forms of anti-social behaviour. If you can
hear your neighbours, they can probably hear you too, so please be a
considerate neighbour.

Avoid doing any noisy housework such as vacuuming, DIY or using the
washing machine late at night.

Don’t play your TV, radio, hi-fi or musical instrument too loudly. If you
can hear it outside your own front door, it’s too loud.

Keep TVs, radios and hi-fi speakers away from partition walls.

Avoid banging your doors shut.

Family, friends and visitors

You are responsible for the behaviour of your family, friends and visitors.
If they cause anti-social behaviour in or around the property, we will hold
you responsible.

Pets

You must keep your dogs and any other pets under proper control and
make sure that they do not cause a nuisance. If someone else's pets are
causing a nuisance, you could contact the following people for help.

The council dog warden can deal with stray dogs and dog mess.

The police need to know about any dangerous dogs in the area.

The environmental health department of your local council can take
action where animals are causing a noise nuisance or dog mess is a
threat to health.

The RSPCA can take action if an animal is being neglected or cruelly
treated.
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Other examples of anti-social behaviour

Other types of behaviour that we consider to be anti-social are mentioned
in the ‘Looking after your neighbourhood’ booklet in this handbook.

These include: 

storing your belongings in the shared areas; 

dumping rubbish in outside shared areas; 

not keeping your garden and home tidy and in good condition; 

abandoned vehicles; 

vandalism and graffiti; and

running a business from your home.

What can I do about anti-social behaviour?

If appropriate, you should speak to the person who is causing the
problem as they may not realise that they are disturbing you.

You can contact the environmental health department of your local
council who may investigate and take action. The types of nuisance
they can deal with are: 

noise; 

dust and dirt (for example, from DIY and other household jobs);

rubbish and fly-tipping;

the smell from pets or the mess they leave; and 

the build-up of rotting matter.

Most councils have a team who deal with noise nuisance and will take
action against people who continually cause a noise nuisance. There
are details at the back of this handbook  about who you can call to
report noise nuisance.
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Keep a record of the nuisance you are experiencing, including the type
of nuisance, the dates and times it happened and the effect it has on
you. We can give you diary sheets to record these incidents.

If we decide to take the matter to court, we will need your help in
collecting evidence to support our case. This may include you giving
evidence in court. If you do need to come to court, we will support
you and help you with transport and so on.

Reporting anti-social behaviour

You can report anti-social behaviour:

to any member of our staff at PCHA or by calling our contact centre on
020 8451 8000;

to the police;

to some other reporting centre, in cases of harassment (for example, a
voluntary organisation such as Women’s Aid); and

online at www.online.police.uk (to report non-emergency crimes and
anti-social behaviour) or www.met.police.uk/contacts (if you live in
London).
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ASB category Description Examples Target response

time

Category 1 Immediate

threat of death

or serious harm.

Threatened or

actual assault,

harassment (see

‘Harassment’

section later) or

‘crack houses’

(places where drug

users use or sell

crack cocaine and

other illegal drugs).

Neighbourhood

Liaison Officer to

contact you

within one

working day of

receiving your

complaint.

Category 2 Serious incident

that needs

investigation

but is not life-

threatening.

Damage or

vandalism to

shared areas,

people hanging

about in shared

areas, constant

stream of visitors

to particular flats,

noisy parties or

verbal abuse.

Within three

working days.

Category 3 Low-level anti-

social behaviour

that has a

harmful effect

on your quality

of life.

Dog fouling and

barking, untidy

gardens, slamming

doors, rubbish,

ringing residents'

intercoms to cause

a nuisance, doing

noisy DIY at night.

Within five

working days.

Complaints made to us will be passed to our dedicated Neighbourhood
Liaison Team who will initially respond in the following timescales.
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How can PCHA help?

We will investigate any anti-social behaviour that you report to us, and
record and monitor it. We will draw up an action plan with you and it will
include support for you.

What can PCHA do?

We will listen to your complaint and give you advice on what you can do.

We will tell you who else you can contact, for example the
environmental health department.

We will expect you to have tried to sort out the problem with your
neighbour first, before you contact us.

We will want to speak to the person you are complaining about (the
offender), and any witnesses, to get their side of the story. We will ask
for your agreement first.

After investigating and assessing your complaint, we can consider taking
the following action.

If the offender is a leaseholder or shared owner, we can:

send them a warning letter or an acceptable behaviour contract (ABC);

apply to the court for a housing injunction;

serve a section 146 notice on the leaseholder causing the nuisance as
they are breaking the terms of their lease, which could lead to them
losing their home; or

apply for an anti-social behaviour order (ASBO).

If the offender is a tenant, we can:

send them a warning letter or an acceptable behaviour contract (ABC);

downgrade their tenancy from a secure to a demoted tenancy, which
means that they have fewer rights;

take legal action to take their home away from them (in other words,
repossess their home);

apply to the court for a housing injunction; or
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serve them with an anti-social behaviour order (ASBO).

We would only try to remove the person causing the nuisance from their
home as a last resort and not until we had tried everything else. If you are
a leaseholder and we have to take legal action against you, you will have
to pay all reasonable administrative, legal and court costs.

Harassment

Harassment is anti-social behaviour that is deliberately aimed at a person
or group because of their race, religion, sex, sexuality, disability, age or any
other reason.

The behaviour may be physical violence or verbal threats. It could also
include attacks on property (for example, graffiti and vandalism). Harassment
can be dealt with in both the civil and criminal courts and there are a number
of injunctions (court orders telling you not to do something) and orders
(telling you that you must do something) that we can use to prevent
harassment. Anyone found guilty of the criminal offence of harassment
can face up to six months in prison or a fine, or both.

Where does PCHA stand?

We will not tolerate any forms of harassment and we are committed to
stamping it out. Your lease says that you must not harass any other
residents, neighbours or visitors. As the leaseholder you are responsible for
anyone who lives with or visits you.

We will:

act quickly to deal with those people who harass others; and

provide support and advice for victims of harassment.

What can I do if I am being harassed?

Report any case of harassment to a member of our staff and they will
refer your case to our specialist Neighbourhood Liaison Team. You can
also report harassment through someone else, for example a friend, a
family member or a support worker.
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Report the matter to the police and they may investigate it and
prosecute any offenders under the Protection from Harassment Act
1997.

Keep a record of the nuisance you are experiencing and include the
type of nuisance, the dates and times it happened, and the effect it
has on you. We can give you diary sheets to record incidents.

Get support and advice. We can put you in touch with organisations
that can offer you help and advice if you are being harassed.

What can PCHA do?

We take harassment very seriously and we will investigate all reports. We
will support anyone who believes they are being harassed and act quickly
against the people responsible if we find that harassment has taken place.

If you believe you are being harassed, we will:

treat your complaint in confidence;

arrange to meet you within 24 hours, where possible, to get more
details;

offer you support and advice and, if appropriate, refer you to other
organisations who may be able to help;

work with the police to help with any criminal investigation or
prosecution under the Protection from Harassment Act 1997;

record details of any damage done, carry out any urgent repair work
and remove any graffiti;

give you advice on legal action you can take, or take legal action
ourselves in certain circumstances;

encourage you to report any harassment to the police if you have been
injured or your property has been damaged; and

monitor all cases of harassment.
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Translations

Telephone: 020 8451 8000

November 2008

17380

Building futures

This document gives information about
how we deal with anti-social behaviour
and harrassment. If you need any part of
this information in large print, Braille on
audio-tape or explained in your own 
language please contact us on the number
below.

English

Portuguese

Bengali French

Arabic

Spanish

Somali

Gujarati


