
ENCLOSURE 12.1 

CANNOCK CHASE COUNCIL 
 

CABINET 
 

21 AUGUST 2008 
 

REPORT OF DIRECTOR OF SERVICE IMPROVEMENT 
 

RESPONSIBLE PORTFOLIO LEADER – HOUSING 
 

RESPECT STANDARD FOR HOUSING MANAGEMENT 
 
 

1. Purpose of Report 
 
1.1 To consider the Council’s ‘sign up’ to the Government’s Respect Standard for Housing 

Management. 
 
2. Recommendations
 
2.1 That the Council ‘sign up’ to the Respect Standard for Housing Management. 
 
 
3. Key Issues 
 
3.1 The Respect Standard for Housing Management was launched in August 2006, and forms 

part of the Government’s wider ‘Respect Agenda’ as set out in their Respect Action Plan. 
 
3.2 The Standard provides recognition for social landlords who are delivering good services, 

whilst providing a benchmark for those who are striving to improve.  It is a voluntary 
standard although the Government want as many social landlords as possible to sign. 

 
3.3 The standard provides an outline of the components which together deliver an effective 

response to anti-social behaviour.  These are built around the following six core 
commitments and provide together, a benchmark standard:- 
 
(a) Accountability, leadership and commitment; 
(b) Empowering and reassuring residents; 
(c) Prevention and early intervention; 
(d) Tailored services to residents and provision of support for victims and witnesses; 
(e) Protecting communities through swift enforcement; 
(f) Support to tackle the causes of anti-social behaviour. 
 

3.4 An initial self-assessment of the services provided by the Council and its partners in 
relation to the benchmark standard was undertaken in autumn 2006.  It was, however, 
considered that the services provided did not meet the required standard in respect of a 
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number of key components and as a result it was not possible for the Council to ‘sign up’ 
to the Standard at that time. 

 
3.5 Work has subsequently been undertaken as part of the three year Housing Service 

Improvement Plan to address the weaknesses identified in the Council’s services, whilst 
other improvements to services provided by the Council’s partners have been secured 
through the Crime and Disorder Reduction Partnership. 

 
3.6 Following this action, a further self-assessment has been undertaken against the 

benchmark standard, the results of which are attached as Annex 2. 
 
3.7 Whilst the Council and its partners do not meet all the ‘building blocks’ listed under each of 

the core commitments, a number are not considered to be relevant to the Cannock Chase 
area.  The need for local flexibility is however, accepted by the Department for 
communities and Local Government (DCLG) provided that signatory landlords can 
demonstrate that they have actively considered their appropriateness and any alternative 
action to deliver against the six core commitments. 

 
3.8 As a result of the further self-assessment it is now considered that the Council’s services 

meet the required benchmark standard and that the Council can now ‘sign up’ to the 
Respect Standard for Housing Management. 
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Section 1 
Background 
 
The Respect Standard for Housing Management was launched by the Department for Local 
Government and Communities (DCLG) in August 2006. 
 
It forms part of a wider Government Agenda which seeks to ensure that local agencies tackle 
unacceptable behaviour and its causes in order to improve the quality of life for residents, 
particularly those in the most disadvantaged communities.  The Government’s proposals in relation 
to this wider agenda are set out in their Respect Action Plan.  This was launched in January 2006, 
and aims to deliver:- 

 
(a) Improved support to families. 
(b) A new approach to the most challenging families. 
(c) Improved behaviour and attendance in schools. 
(d) Increased activities for children and young people. 
(e) Strengthened communities. 
(f) Effective enforcement and community justice. 

 
Further information on the Government’s ‘Wider Respect Agenda’ is set out in Annex 1. 
 
The Respect Standard for Housing Management is aimed at social landlords who are striving to 
improve.  It is a voluntary standard although the Government want as many social landlords as 
possible to sign. 
 

Section 2 
 

The Respect Standard for Housing Management 
 
The Standard provides an outline of the components which together deliver an effective response 
to anti-social behaviour and help create a ‘culture of respect’.  These components have been 
defined by drawing on the best practice of social landlords and partners. 
 
The standard is built around six core commitments as outlined below:- 
 

(a) Accountability, leadership and commitment. 
- landlords need to make a visible commitment to the community in order that 

everyone is clear that they take issues of anti-social behaviour seriously; 
 

(b) Empowering and reassuring residents. 
- landlords and the community need to work together  by providing residents with an 

input to decision making, supported by effective communications to reassure 
residents; 

 
(c) Prevention and early intervention. 

- landlords can play a key role in preventing anti-social behaviour but when  it does 
occur need to address problems quickly. 
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(d) Tailored services for residents and the provision of support for victims and witnesses. 

- success in tackling anti-social behaviour depends on people prepared to report 
and assist agencies in taking action, with tailored services of support and sensitive 
responses. 

 
(e) Protecting communities through swift enforcement. 

- social landlords need to understand and use the range of measures 
 which are available to address problems of anti-social behaviour. 

 
(f) Support to tackle the causes of anti-social behaviour. 

- the provision of support can end unacceptable behaviour by tackling the 
underlying causes. 

 
As previously stated, ‘sign up’ to the standard is voluntary and does not involve accreditation.  
The DCLG do, however, expect social landlords to undertake a self-assessment of their 
services against the benchmark standard and only ‘sign up’ if they believe that their services 
meet the required standard. 
 
The performance of social landlords in meeting the requirements of the standard will, however, 
be assessed by the Audit Commission’s Housing Inspectorate, as part of the housing 
inspection programme. 
 
 

Section 3 
 

Assessment of the Council’s Services against the Benchmark Standard 
 

 An initial self-assessment of the services provided by the Council and its partners in relation to the 
benchmark standard was undertaken in autumn 2006.  It was, however, considered that the 
services provided did not meet the required standard in respect of a number of key components 
and as a result it was  not possible for the Council to ‘sign up’ to the Standard at this time. 
 
Work has subsequently been undertaken as part of the three-year Housing Service Improvement 
Plan to address the weaknesses identified in the Council’s services, whilst other improvements to 
the services provided by the Council’s partners have been secured through the Crime and Disorder 
Reduction Partnership. 
 
Following this action, a further self- assessment has been undertaken against the benchmark 
standard, the results of which are attached as Annex 2. 
 
Whilst the Council and its partners do not meet all the ‘building blocks’ listed under each of the core 
commitments, a number are not considered to be relevant to the Cannock Chase area.  The need 
for local flexibility is however accepted by the DCLG provided that signatory landlords can 
demonstrate that they have actively considered their appropriateness and any alternative action to 
deliver against the six core commitments. 
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As a result of the further self-assessment it is now considered that the Council’s services meet the 
required benchmark standard and that the Council can now ‘sign up’ to the Respect Standard for 
Housing Management. 

 
Work to further enhance the Council’s services will, however, continue through the implementation 
of further actions within the Housing Service Improvement Plan.  This plan has recently been 
revised and extended to secure service improvements during two further years and in relation to 
the Respect Standard these include: 

 
a) Improved information to prospective tenants, including sessions to introduce prospective 

tenants to the housing services and explain the tenancy agreement  before they receive 
the offer of a tenancy.  This will support actions to tackle the causes of anti-social 
behaviour. 

 
b) Increasing tenants/residents’ input to estate walks with the aim of a proportion being 

undertaken or lead  by tenants’ representatives This will help to empower and reassure 
residents, and improve accountability, leadership and commitment through an increased 
open approach to Estate Management and action to combat anti-social behaviour.  

 
c) The use of tenancy audit information to target information and actions.  This will support 

initiatives to tackle the causes of anti-social behaviour,  
 

Section 4 
 

Signing the Respect Standard for Housing Management 
 

‘Sign up’ to the standard is completed on line, and would require the Council to make the following 
commitment:- 
 
“In signing the Respect Standard you are making a visible commitment to residents and other 
interested parties.  You are committing to doing all you reasonably can to provide good services to 
tackle anti-social behaviour and create a culture of respect through your housing management role 
and broader involvement in neighbourhood management. 
 

(a) Accountability, leadership and commitment; 
(b) Empowering and reassuring residents; 
(c) Prevention and early intervention; 
(d) Tailored services for residents and provision of support for victims and witnesses; 
(e) Protecting communities through swift enforcement; 
(f) Support to tackle the causes of anti-social behaviour.” 

 
Upon ‘sign up’ the Council would receive a certificate signed by the Secretary of State highlighting 
its commitment.  The Council would also be entitled to use the Respect standard logo on 
publications and other communications material. 
 

Section 5 
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Contribution to CHASE 
 
The Respect Standard for Housing Management contributes to CHASE objectives as follows: 
 
(a) Healthier Communities, Housing and Older People – securing improvements to the 

housing service through the adoption of a defined standard for housing management. 
 
(b) Safer and Strong Communities – further demonstrating the Council’s commitment to 

tackling unacceptable behaviour and its causes to improve the quality of life for residents. 
 
(c) Environment – enhancing the Council’s actions to achieve a clean, safe and sustainable 

environment. 
 

Section 6 
 

Section 17 (Crime Prevention) Implications 
 
The Respect Standard for Housing Management establishes a benchmark standard for the delivery 
of an effective response to anti-social behaviour which has positive implications on crime 
prevention. 
 

Section 7 
 

Human Rights Act Implications 
 
There are no identified implications in respect of the Human Rights Act 1998 arising from this 
report. 
 

Section 8 
 

Data Protection Implications 
 
These are no identified implications in respect of the Data Protection Act arising from this report. 
 

Section 9 
 

Risk Management Implications 
 
The DCLG only expect social landlords to ‘sign up’ to the Respect Standard for Housing 
Management if they believe that their services meet the benchmark standard.  The Council’s 
performance in meeting this standard would be assessed by the Audit Commission’s Housing 
Inspectorate as part of the Housing Inspection Programme. 
 
A self assessment which benchmarks the Council’s services against the standard has been 
undertaken (attached as Annex 2) and it is considered that these meet the required standard. 
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It is understood that the Council’s housing service will be subject to an Audit commission 
Inspection during 2009-10 and the Housing Inspectorate could consider that the Council does not 
comply with the standard at this time. 
 
If this were the case it would not affect the Council’s status as a signatory to the standard but 
would be used as a ‘trigger’ to improve any areas of weaknesses.  Whilst this could have an impact 
on the Council’s reputation, this is not considered to be significant. 
 
Therefore, if Cabinet decides to ‘sign up’ to the standard, it is not considered necessary to include 
the risk within the Council’s Risk Register. 
 

Section 10 
 

Legal Implications 
 
The Legal Implications are in the body of the report. 

Section 11 
 
Financial Implications 
 
There are no financial implications associated with signing the Respect Standard for Housing 
Management. 
 
Budgetary provision for the Council’s action to combat anti-social behaviour is included within the 
approved budgets for 2008-09 and future years. 
 

Section 12 
 

Human Resource Implications 
 
There are no identified human resource implications arising from this report. 

Section 13 
 

Conclusions 
 
That the recommendations detailed in Section 2 of the report are agreed. 
 

Section 14 
 

Background Papers 
 
 
Annexes 
 
Annex 1 - The Government’s ‘wider’ Respect Agenda. 
Annex 2 - Respect Agenda for Housing Management – Self Assessment. 
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ANNEX   1 

THE GOVERNMENT’S WIDER RESPECT AGENDA AS SET OUT IN  

THE GOVERNMENT’S RESPECT ACTION PLAN. 

 

Supporting families: 

Parents have a critical role in helping their children develop good values and behaviour. 
Conversely, poor parenting increases the risks of involvement in anti-social behaviour. The 
Government promises to: 

• Develop parenting services nationally and focus help on those parents who need it most. 
• Expand national parenting provision and establish a new National Parenting Academy for 

front line staff. 
• Legislate to increase the circumstances, and organisations that can apply for a parenting 

order, where a child’s behaviour requires it. 

A new approach to the most challenging families 

The Respect Action Plan proposes to take a new approach to tackle the behaviour of ‘problem 
families’ by challenging them to accept support to change their behaviour, backed up by 
enforcement measures. The Government will: 

• Establish a network of intensive family support schemes that will target these challenging 
families. 

• Make additional investment available for parenting programmes as part of a coordinated 
approach across children’s and adult services in these areas. 

• Improve the way public services respond to 'problem families’ in the longer term. 

Improving behaviour and attendance in schools 

The values and behaviour that support respect foster a positive environment when teachers 
can teach and children can learn. The Government proposes to: 

• Legislate to ensure parents take responsibility for their child’s behaviour in the classroom 
and when they are excluded from school. 

• Improve provision for suspended and excluded pupils. Tackling poor attendance and 
behaviour in schools is particularly important since truancy and exclusion have been 
proven to lead to anti-social behaviour. 

• Extend targeted action against truancy and place a new duty on local authorities to identify 
children missing school and support them back into education. 
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Activities for children and young people 

Research reveals that about seven out of ten parents and young people think that young 
people commit crimes because there is not enough for them to do. Therefore the Respect 
Action Plan pledges to expand the role of sport, constructive activities and volunteering as 
positive routes to nurture a culture of respect amongst young people, particularly those from 
deprived backgrounds. The plan includes proposals to: 

• Develop Britain’s first national youth volunteering service, establish a sports champion 
mentoring programme and continue to support existing mentoring projects, and; 

• Expand the Youth Opportunity Fund and pilot Youth Opportunity Cards in a number of 
areas. 

Strengthening communities 

The Respect Action Plan recognises that respect cannot be built by central government or 
local services. Strong communities are an essential part of making that happen. However, 
services can create the opportunity for those to develop. If people are too scared to go out, or 
they see that those in authority don't confront problems how can we expect them to have the 
confidence to do so, or to access the support that could help them change their lives. 

The Respect programme aims to make local government, housing and policing more 
accountable to local people, empowering them to take control of their community. In particular 
it proposes: 

• A mandatory respect and anti-social behaviour outcome in all Local Area Agreements. 
• Developing Neighbourhood Policing. 
• Introducing a nationwide single non-emergency number 
• Developing a Respect Standard for housing management 
• Giving every area the chance to have a Neighbourhood Charter 
• Introducing a ‘community call for action’ 
• Ensuring all CDRPs hold ‘face the people’ sessions 
• Rolling out neighbourhood management. 

Effective enforcement and community justice 

The plan pledges to continue the drive to ensure effective, swift and proportionate responses 
and sanctions by further extending the menu of powers available to local communities to deal 
rapidly and effectively with ‘low level’ anti-social behaviour by: 

• Broadening the range of people able to use existing powers. 
• Strengthening the powers available for frontline agencies as well as streamlining the case 

management of anti-social behaviour orders (ASBOs) within the courts. 
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     ANNEX 2 

COMMITMENT 1: 
ACCOUNTABILITY, LEADERSHIP, AND COMMITMENT          22/07/08 
 
BUILDING BLOCKS: 
 

CURRENT POSITION

Demonstrable commitment to tackling anti-social 
behaviour and creating a culture of respect. 
 

The Estate Management Team (EMT) Policy and Procedures and associated 
publicity incorporate and reflect this commitment to Crime and Disorder Reduction 
Partnership (CDRP) and demonstrate integration with all key partners. Housing have 
a pivotal role in the Joint Operations Group (JOG), Housing also has a history of high 
profile actions, proactive and reactive much of this predating the Respect Agenda. 
 

Backing up commitment by aligning capacity and 
resources and providing value for money. 
 

All Estate Management staff have a role in dealing with ASB issues from first call to 
conclusion and full use is made of our partners, and visa - versa throughout the 
process. 
 
 
Key linkages with newly appointed ASB officer will enhance capacity and impact 
positively on Value For Money. 
 
Key staff in CRM have been tutored   to understand EMT procedures and responses, 
and have a commitment to continual development of that skill set.  

Assignment of responsibility so that everyone 
delivering services is clear about their role and 
what is expected of them. 
 

Clear boundaries are set in the EMT also clear understanding of the boundaries 
between StreetWardens, Police Community Support Officers (PCSOS) and also 
Environmental Services, this ensures avoidance of duplication and best option 
chosen , but also the use of bi lateral action as necessary   
 
All Housing Dept staff understand route to report information on ASB. 
Briefings on process and (real time) outcomes for Housing maintenance staff has 
improved coverage and their input. 

Seeking out best practice and adopting new Awareness of Audit Commission best practice has assisted in developing revised 
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approaches. 
 

procedures. Using other 2 and 3 star Authority ideas has assisted in developing new 
procedures and practices.  

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). 
 

Estate walks give objective measures, residents and local ward members involved 
with these. All tenants aware of Estate Walk programme every quarter, outcomes and 
improvements assigned to Est. walks promoted through Hometalk and press 
releases. 
 
ASB satisfaction survey provides key satisfaction data. 

Continually reviewing performance to inform 
improvement planning and engaging residents and 
partners in this process. 
 

ASB issues are monitored using case files, as opposed to tenancy files and outturns 
are more efficiently captured through this case file system.  
 
Response times to ASB complaints are a key performance indicator. 
 
Establishment of an ASB steering group (is included I the EMT improvement plan) in 
conjunction with ASB coordinator.  EMT will invite residents, partners and members 
to discuss process, performance, satisfaction and hotspots both in steering group and 
at EMT consultation events. 

Commitment to robust policies of zero tolerance 
towards abuse of staff, resident representatives 
and voluntary workers in delivering their functions. 

CCDC have a policy of low tolerance. CCDC will always consider prosecution when 
instances occur. 

WORKING WITH PARTNERS:
Working with partner agencies at strategic and 
operational levels (for example the neighbourhood 
police, neighbourhood management, other 
landlords including the private rented sector, social 
services 
and schools): 
 
- Employing service delivery protocols where 
appropriate. 
 
- Active and effective participation on local 
partnerships, including Crime and Disorder 

Housing is fully involved in corporate CCDC work with CDRP and involvement in the 
delivery of the Safer and Stronger communities’ strand of the Local Area Agreement. 
Neighbourhood Watch Coordinator located within CCDC works closely with Housing 
Dept. 
 
Housing Dept have   protocols essential to service delivery with Mediation Service, 
StreetWardens Service and Victim Support Plus.   
 
Covered here in planning Bevan Lee and Elizabeth Road redevelopment. Also 
involved with JOG, Community Action Team’s (CATS) and own your street initiatives. 
EMT key partners in the development of Locality Management.  
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Reduction Partnerships, where feasible and 
neighbourhood level structures where they operate 
(e.g. regeneration partnerships and neighbourhood 
management). 
 
- Information sharing. 
 
- Making the appropriate links between strategy on 
anti-social behaviour and respect and other 
strategies, including homelessness, supporting 
people, gypsy and travellers, community cohesion 
and diversity. 

Housing dept has contributed to the revised Joint Information Exchange.  
 
EMT linked with Key CCDC staff Community Safety Manager (Partnership 
Development Unit) and  ASB Co-ordinator and Community Safety Partnership Officer  
 
 

 
COMMITMENT 2: 
EMPOWERING AND REASSURING RESIDENTS

BUILDING BLOCKS CURRENT POSITION
Involving residents, including young people, in 
setting local priorities as part of broader resident 
participation. 
 

Own your street initiatives and street meetings involve whole age range. Inputs from 
Detached Youth Work team whilst focused in operational matters also have a 
significant input to proposals for CDRP and Housing. 

Delivering regular, meaningful and accessible feed-
back sessions on issues of local concern involving 
partner agencies where appropriate 
(e.g. ‘Face the People’ sessions). 

CCDC Community Forums, Police Consultation Groups, Partners and Communities 
Together (PACT) meetings all provide vital feedback. Positive news stories on ASB 
reduction will address these issues of public engagement. 

Engaging residents in developing and agreeing 
local standards of conduct (e.g. through Good 
Neighbour Agreements). 

CCDC Housing promote estate agreements, and where they exist, opportunity for 
including local standards are available particular use of these has been in grounds 
maintenance. 
 
EMT standards were agreed by residents and are open for resident feedback. In the 
event that  local residents / areas require varying standards these can be considered 
, 

Facilitating ‘community led audits’ of anti-social Capacity of community to lead is promoted through Estate Walks and data base of 
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behaviour hotspots and environmental problems 
(e.g. estate walks to identify graffiti and fly-tipping). 

interested individual’s not simply resident group members is maintained. 
 
As Estate Walks usage grows and residents experience grows, it is envisaged that 
residents will be empowered to l conduct Estate Walks and report back on issues to 
EMT.  
 
Community lead audits are part of evolving Own Your Street initiatives. 

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). 

Scheduled campaign in Autumn 2008 to promote ASB issues. Current use of all 
available media and also ensuring partners are aware so that StreetWardens, 
PCSO’s and Neighbourhood Police Team (NPT) can feedback on actions.  Publicity 
produced by Neighbourhood Watch Coordinator compliments these initiatives. 

Publicise use of enforcement tools (generally or 
specific uses where appropriate) so that the 
community is reassured and is aware of any 
terms so they can help report suspected breaches. 

ASB leaflets promote and alert residents to the tools used. Publicity of actions taken 
in court always undertaken. Hometalk publicity on improvement on estates. 
 

Tailoring services to take account of diversity so 
that no one is unduly excluded through barriers to 
involvement, information and advice. 

Currently undertaking an equality and diversity review of procedures and policies a 
clear Racial Harassment Policy already exists. 

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). 
 

Currently reviewing the use of incentives, as part of Housing Policy Development 
Committee.  Part of the minor works budget has been identified for diversionary 
equipment. Residents Groups can use minor works budget allocated to their group 
for such activities also use the CTRF funding for diversionary seed funding if 
required.  
 
Assistance to resident Groups in community bids for external funding provided by 
Housing Dept. and PDU.  
 
Limited HRA funding here but SSC funding can be sourced as has been case in the 
CDRP sponsorship and support of the CONCAS scheme in Norton Canes  

WORKING WITH PARTNERS:
Working with partner agencies and the local media CCDC Public Relations and Marketing Section (PR&Mkt.) are targeting improving 
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to promote action/successes in tackling anti-social 
behaviour. Where appropriate this could involve a 
multi-agency communications strategy. 
 

public perception of ASB and overall criminal level of activity through positive press 
releases   
EMT are researching into use of ‘Social Norms’ style  publicity as part of their 
proposed PR&Mkt campaign to combat the perception of poor quality of life  and poor 
behaviour on Council estates  
 
Perception of Crime and ASB closely monitored by the councils Citizen Panel current 
survey showed 85.7% of population felt very safe or safe in their community. 2008 
survey results are awaited.  

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. 

CCDC PR and Marketing have a new post of a Consultation Officer, who will build 
greater public awareness and greater opportunity for Partners to link in to area-based 
work, on community capacity building and community cohesion. 
The Chase Community and Voluntary Service is undertaking work to increase 
residents involvement in volunteering, this contributes significantly to increasing 
community capacity.  

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). 

Princes Trust and many others including Own Your Streets, Junior Fire-fighters, 
Junior StreetWardens, Detached Youth Service and Youth Offending Team. 
 All the above and Housing  can refer young people on the margins of serious ASB to 
the  Youth Intervention Support Panel   
 
The local schools inclusion panel also provides a focus (in school) on providing 
interventions and strategies to the higher risk young people on the edge of criminal 
activity. 

 
 
COMMITMENT 3: 
PREVENTION AND EARLY INTERVENTION

BUILDING BLOCKS CURRENT POSITION
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 

Revised Tenancy Agreement reinforces the strong culture of addressing ASB issues.  
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Neighbour Agreements. 
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 of you in return. 

These are fully operational but more intensive in higher risk tenancies especially : 
  
When new tenants sign up for tenancy with Tenancy Support Officer. 
  
Care Leavers or others moving from a supported environment. 
 
Offers of advice on tenancy issues offered through EMT “phone us if you have a 
query regarding your tenancy agreement “ 
  
Development of frequently asked questions concerning tenancy and EMT matters 
included in Improvement Plan. 
 
The Rents Team undertake debt prevention work prior to sign up. EMT input currently 
on sign up day or during week prior to sign up and followed up by Visiting Officer 
once new tenant has moved in. 
 
Improvement plan objective for induction sessions with prospective tenants.  
 
When CBL is in place regular bidders will be targeted so that pre tenancy work can 
be carried out even earlier in the lettings process at ‘prospective’ tenants.   

Undertaking full assessments of any potential 
problems that may require tenancy support when 
entering into new tenancy agreements 

Allocations staff and also nominating agencies are fully briefed on role and availability 
of Tenancy Support.  Referrals to Tenancy Support Officer (TSO) are dealt with in 
accordance with Supporting People approved procedures for assessing tenancy 
support needs.  
Needs unable to be addressed through CCDC TSO are signposted to alternative 
Floating Support or supporting / caring agencies.  
 
Where moves are pre-planned especially care leavers or others leaving supported 
accommodation e.g. prison, Allocations and EMT staff ensure, care / action plan is in 
place with key contacts with other support agencies. 

Regularly reviewing allocations and lettings policies 
(including choice based schemes) to ensure issues 

Existing mature blocks policy reviewed annually.  
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of respect and anti-social 
behaviour are fully reflected – e.g. sensitive lettings 
to avoid potentially problematic situations. 

CBL policy includes provision to set up local area lettings plans as required.  

Adopting introductory or starter tenancy schemes 
for new residents where appropriate. 
 

These have been in operation for all new tenants since 1998, and have proved 
successful in dealing with those who refuse to keep tenancy agreement and also as 
an incentive/ warning to others to change their behaviour following service of a Notice 
and subsequent appeal or extension of the introductory period. 

Designing out anti-social behaviour through 
environmental gating schemes and improvements 
(e.g. security lightning). 
 

A proportion of Housing Minor Works budget is allocated for small designing out 
crime initiatives. CCDC has a track record of improving lighting and renewal of entry 
phone systems on communal flatted estates to reduce ASB.   Outcomes from Own 
your Street projects provide evidence and community / cross agency support for such 
actions.  

Deploying robust screening processes to determine 
whether mediation is appropriate at the earliest 
possible opportunity. 
Where it is – making appropriate referrals. 
 

A screening process has been designed in conjunction with Wolverhampton 
Mediation. This includes wide ranging training of Housing staff.  
A review of Mediation referrals is used to advise and revise screening procedures.  
 

Providing clear warnings backed up by evidence of 
past action taken against perpetrators of anti-social 
behaviour. 

Clear stepped process covered in procedures for ASB. Action / success on previous 
cases is used in publicity. 
 
ASB leaflets promote and alert perpetrators victims and other residents to tools we 
use. 
 
Publicity of actions taken in court always undertaken. 

Using early intervention tools like Acceptable 
Behaviour Contracts (and Parenting Contracts if 
available) linked to provision of support where 
appropriate. 

ABCs used both in house within EMT and also part of the 7 Stage ASB process 
(revised July08) used in with Staffordshire Police and CDRP partners. 

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. 

Racist graffiti removed 24 hrs Fly tipping 2.5 day target. Rapid removal and clearance 
service possible by Hsg. Dept. Estate Caretakers who are equipped with vans and 
suitable trailers EMT Caretakers are also linked into Environmental Protection for 
potential Identification of fly tipping perpetrators.  
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Street Wardens are equipped with and trained in  use of  graffiti removing equipment  
 
CCDC has a £100 incentive for residents to give evidence leading to prosecution of 
fly tippers. Used in EMT promotion publicity.  
 
 

WORKING WITH PARTNERS: 
 
Sharing of information when making/accepting 
nominations to identify any issues with past 
behaviour and establishing support needs. 
 

Support needs assessed jointly with nominating agency and TSO. Where potential 
criminal activity identified the Data Exchange Protocol allows for searches. If this is 
not sufficient for exclusion from the housing register then information “with the 
knowledge of perpetrator” is used to inform monitoring of tenancy throughout first 12 
months.  

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. 
 

The JOG meeting fortnightly addresses current issues and provides joined up 
approach to combating hotspots as they emerge / occur. 
 
Development of locality working will assist in this. Three locality working areas have 
been identified which by chance contain most significant concentrations of Social 
Housing. 
Housing Dep’t. contribute to the identification of Own Your Street Projects. 
Hotspots on small scale identified through reporting of incidents and also through 
estate walks and joined up approach of housing , PCSO’s   Street Wardens and other 
partners as and when identified used to problem solve situation . 

Working with partner agencies to provide a visible 
presence in hotspots (e.g. community support 
officers/police and wardens patrols). 
 

JOG influences focus for PCSO’s and NPT in conjunction with StreetWardens and 
other diversionary partners such as Detached Youth Workers , Youth Offending 
Team and voluntary groups  

Working closely with warden schemes where 
available including sponsoring schemes where 
appropriate. 
 
 
 

No boundaries approach between CCDC StreetWardens and EMT. Open information 
sharing. StreetWardens have contributed significantly to estate walks from onset of 
the initiative. 
 
StreetWardens provide: 

• Evening patrols and evening monitoring of specific locations addresses on 
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behalf of and at times in tandem with EMT.  
 
Witness support, development /protection with neighbour nuisance and ASB.  
StreetWardens are valued in the breaking down barriers between Housing Officers 
and victims. “Victims Friend” 

COMMITMENT 4: 
 
TAILORED SERVICES FOR RESIDENTS AND PROVISION OF SUPPORT FOR  
VICTIMS & WITNESSES

BUILDING BLOCKS CURRENT POSITION
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 (i.e. using jargon free plain 
English) and pay regard to diversity (i.e. translation 
of material, sensitivity in reporting hate crime). 
 

24hour hotline in existence together with e-mail. 
 
CRM staff have been trained to take down basic ASB details and to be alert to 
serious cases and signposting opportunities to Police / Street Wardens.   
 
 

Ensuring the first point of contact is helpful, 
courteous and sensitive to the stress reporting 
incidents of anti-social behaviour 
often involves. 
 

ASB procedure ensures that the first point of contact with EMT is capable of dealing 
with initial response to victim. Training of all Tenancy Services staff and CRM in 
understanding revised procedures is undertaken. 
 

Making sure all staff are clear about what 
procedures should be followed when they receive a 
complaint. 
 

All EMT staff fully trained on new procedures, regular fortnightly team meetings focus 
on specific aspects of procedures, and Hotspots, Hot Themes with input from ASB 
partners into EMT meetings.  
Joint training with Street Wardens and PCSO’s is undertaken.  
 
EMT take a Victim focused non judgemental approach. Staff briefed to believe/ listen 
before they challenge.   
Only challenge/question facts on initial complaint receipt. 
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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. 

Timescales are set out clearly in ASB procedures for initial contacts and follow up 
together with agreement and review of action plan devised to address ASB.  These 
are included in service standards for ASB. 
 
 

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 hearings. 

These are set out in ASB procedures and staff monitored through regular (recorded) 
manager review of ongoing cases. Included in ASB standards. 
 
 

Minimise burdens on complainants in collecting 
evidence (e.g., short focused use of diary sheets 
rather than prolonged use with no clear outcome). 
 

ASB and neighbour nuisance procedures limit the use of diary sheets and seek to 
develop early actions rather than prolong monitoring.   
 
ASB Procedures seek to resolve or close cases. If closed complainant always 
assured that cases can be reopened at any time and previous evidence if relevant 
and in date can and will be used. 
 
Investigations use evening Street Warden patrol observations and also where 
required of Environmental Protection Night Noise visits. Agreement reached for EMT 
staff to accompany Environmental Protection Officers on late night patrols as 
required.  
 

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. 
 

StreetWardens, Victim Support Plus and Mediation services can support in court 
preparation.  
 
In house legal team provide coaching to witnesses. 
 
EMT staff take witnesses on court familiarisation visits. 
StreetWardens will accompany / transport witnesses to and from court as an 
alternative to Housing Officer.  
Offer of temporary accommodation available in extreme cases.  
 
CCDC is signed up with and has cooperated with the National Witness Mobility 
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Service. 
 

WORKING WITH PARTNERS:
Carrying out full assessments of the support needs 
of individuals who report anti-social behaviour or 
agree to provide evidence/act 
as witnesses. 
 
 

Urgent referrals can be made to appropriate Tenancy Support service when support 
needs identified in initial consultation with victim.  
For elderly victims living close to sheltered scheme   Sheltered Scheme Managers 
can be engaged to provide support. 
 
The EMT has a close working relationship with Victim Support Plus.  
Also use of signposting to other interim supportive agencies Street Wardens, 
HealthNet. 

Systematically supporting victims either directly or 
in conjunction with specialist care and support 
agencies (e.g., witness support 
services and networks). 
 

As deemed necessary following initial referrals to Victim Support Plus, referrals are 
also sourced from/ made to, the Neighbourhood Watch Coordinator.   
Close working here with Mental Health Team / CPN’s and Social Services Initial 
response service.  EMT has access to and has made use of outside protection 
surveillance as required.  

Prompt deployment of reassurance measures 
where appropriate including regular patrols and 
(housing officers, wardens, police etc), visits, 
provision of personal alarms and CCTV systems. 
 

PCSO, StreetWardens, Neighbourhood Policing Team all respond positively to 
requests for passing patrols and reassurance visits.  
This also includes Vulnerable Adult Visiting Officer, TSO and Sheltered Scheme 
Mgrs, HealthNet support workers as appropriate. Victim Support Plus also able to 
respond. 
 
 
Neighbourhood Watch Coordinator uses resources to target Hotspots / Hot themes of 
Crime and Disorder including ASB.    
 
Safe as houses scheme covers DV cases. Home Security Grants provides support to 
other victims of significant ASB with doors , locks , alarms, CCTV, lighting and other 
key measures 
 
Current Improvement of CCTV monitoring to digital provision will enable possible 
future use by EMT (consideration of use) of mobile CCTV monitored by CCTV 
monitoring station at realistic cost.   
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Focus on ‘target hardening’ – (e.g., fire proof letter 
boxes and wide angle spy holes) liaising with 
Crime Prevention services as necessary. 
 

Safe as Houses scheme covers Domestic Violence cases. Home security grants 
provides support to other victims of significant ASB with doors , locks , CCTV, lighting 
and other key measures 
Improvement of CCTV monitoring to digital provision will enable use (consideration of 
use)  of mobile CCTV by EMT monitored  by CCTV monitoring station at realistic cost   
 
Fire and Rescue Service provide rapid response to properties / locations identified by 
Housing staff as high fire risk due to local ASB and provide prevention advice and 
small adaptations (where possible). 

Liaison with court services to minimize the stresses 
of a hearing (e.g., secure holding areas). 
 

Walsall and Stafford County Courts have safe holding areas in all staff familiar with 
this and ensure victims are aware of such provisions early in case development as 
required.  
 
StreetWardens, Victim Support Plus and Mediation Services staff have support skills 
in court preparation.    Appropriate Housing staff are provided to take witnesses on 
court familiarisation visits. 
 
StreetWardens can accompany / transport witnesses to and from court as an 
alternative to Housing Officer.  
 
Offer of temporary accommodation available in extreme cases. CCDC signed up with 
and have worked alongside the National Witness Mobility Service. 
 
 

COMMITMENT 5: 
PROTECTING COMMUNITIES THROUGH SWIFT ENFORCEMENT

BUILDING BLOCKS CURRENT POSITION
Ensuring staff are fully 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, ASBO’s, 
Injunctions, Parenting Contracts/ 

All tools listed are included in current revised ASB procedures. Staff receive on going 
training and development through joint training, staff briefings and focused learning 
from ongoing and past CCDC cases. This ensures reality of training and familiarity 
with CCDC procedures and local situations.  
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Orders, Demotion, Right to Buy measures and 
possession action. 
 
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 

This is achieved through external and internal training and development. 
 
In house legal team supporting training and development. 
 
All Tenancy Services staff briefed on procedures awareness. 

Having clear procedures in place to minimise the 
use of eviction, wherever possible (though it will 
sometimes be necessary), through use of other 
tools to tackle anti-social behaviour in situ 
(e.g., injunctions etc). 
 

Procedures are focused on resolution outcome not eviction. Use of injunctions 
Demoted Tenancy ABC’s always promoted to avoid eviction.  
 
EMT promote / consider use of mediation in all cases.  
 
Low rate of eviction for ASB and nuisance and high resolution rate reflects the above 
approach.  

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). 
 

Case file system allows for regular and focused case reviews by manager, in house 
legal team able to advise on and  respond to swift injunctive measures and 
enforcement  
 
Decision left with EMT Team Leader / Tenancy Services Manager for actions no 
hierarchy for such decision making.  

Proactive gathering of evidence of anti-social 
behaviour from a wide variety of sources. 
 

All partners briefed on style and nature of evidence required by EMT when cases are 
being monitored. ASB Coordinator will be used to further ensure consistency in ASB 
evidence gathering.  
 

Commitment to visibly upholding standards of 
behaviour in public space and challenging those 
who do not wherever possible. 
 

Estate Walks and Nuisance Hotline used to identify such breaches. Use of PCSO’s 
and day / evening Street Warden patrols has increased such challenges. 
 
Detached youth work in Hotspots delivers reduction in ASB and increases young 
people’s ownership of their community through education and Youth activities, in 
conjunction with the Youth Intervention Panel.  
 
Estate Caretakers are under instruction and trained to challenge in person “when 
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safe” tenants in breach of tenancy conditions or abusing public open space on 
estates. 
Written warnings by EMT followed by monitoring of these by EMT and partners. 
  

Monitor use and outcomes of tools to feed into 
broader reviews of performance and improvement 
planning. 
 

Outcomes of approaches and tools used are monitored through case reviews and 
ASB satisfaction survey .The outcome of these used to feed into review of 
procedures / policy. 

WORKING WITH PARTNERS:
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). 
 

These are well established and with CCDC, and strengthened following the 
appointment of ASB coordinator, these are complimented through joint work with 
the Council located, Neighbourhood Watch Coordinator.  
EMT represented at court user group at Walsall and Stafford County Courts and 
able to input /access/ attend these groups as required. 

Joint tasking of enforcement/evidence gathering from 
multi   agency staff. 
 

JOG enables such joined up evidence gathering. More specifically PCSO’s 
StreetWardens, EMT, Detached Youth Workers, Youth Offending Team staff and 
NPT are briefed on specific joint ventures.  
 

Have robust procedures 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. 
 

CCDC has evidence that such actions are taken and have these have been 
adopted in revised procedures. Clear communication link with the Local Deputy 
Neighbourhood Policing Team Commander, provides swift links to NPT on the 
ground ensuring swift and appropriate Police support on proactive approaches.  
 
Also EMT present at several early morning raids with Police ensuring joined up 
proactive approach and swift civil evidence gathering, directly by Housing staff. 
Police always inform EMT of such opportunities “when safe” 

COMMITMENT 6: 
SUPPORT TO TACKLE THE CAUSES OF ANTI-SOCIAL BEHAVIOUR 
 

BUILDING BLOCKS CURRENT POSITION
Ensure staff are fully aware of the range of support Close case management by EMT Team Leader provides challenge to ensure that 
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provision available and able to identify how each 
approach should be used as a core 
component of case management. 
 

available support systems to both victim and perpetrators are used. 
 
CCDC ASB Coordinator will be used to ensure EMT is fully aware of new and 
developing provisions. 
  

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. 
 

Procedures flag up use of Extensions to Introductory Tenancies, Demotion Orders, 
ABC, Mediation and self help resolution in early stages.    
 
Targets for non progression into later stages on ASB procedures through good and 
wide use of support measures are included in local EMT staff performance 
indicators. 
 
 

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. 
 

Revision of procedures will ensure triggers are set.  Current procedures and case 
management (due to low number of ASB cases) ensure appropriate support 
provision is considered and timely provided / sought.  
 
 

A clear focus on delivering support and challenge 
solutions (ie linking support with enforcement at an 
early stage) rather than crisis-based interventions 
where problems have escalated. 

A clear focus on delivering support and challenge solutions is evidenced through 
the case monitoring / management approach used by EMT. 

Making it clear to residents that enforcement action 
may be considered where suitable offers of support 
are refused and their behaviour does not improve. 
 

Explanation of potential Escalation of process to enforcement (as an alternative to 
support measures) is always explained when support measures are offered or 
provided.  
 
Support measures are offered in order to give the opportunity to the perpetrator to 
change their behaviour in a reasonable period of time. Even if support programme 
is followed enforcement is always retained as an option and this is explained to 
perpetrator and victim.   
Support is not an alternative to enforcement but regarded as a tool to prevent 
escalation, during which time enforcement options can be considered / reviewed.   
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They can be combined.  E.g. Demotion of tenancy or Extension of Introductory 
Tenancy combined with TSO support. 

Clear policies and procedures on dealing with 
vulnerable residents (e.g., mental health issues and 
drug and alcohol problems). 
 

Procedures and working practices include for use of local HealthNet, Community 
Psychiatric Nurses (CPN’s) / Mental Health Team (MHT) either directly or through 
use of TSO services. 
 
TSO steering group is aware of potential requests from EMT. This steering group 
covers all available TSO services operating in CCDC area ( by various providers) 
and provides an excellent source of support service to tenants who fall into the 
potential sights of EMT for  enforcement of tenancy conditions, both in either direct 
provision of support or through advice and assistance to either staff , victims or 
perpetrators. 

WORKING WITH PARTNERS: 
 
Following assessment (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. 

Tenancy Support steering group aware of urgent referrals from EMT.  
 
This steering group covers all available TSO services operating in CCDC area ( by 
various providers) and provides an excellent source of support service to tenants 
who fall into the potential sights of EMT for tenancy conditions enforcement, both in 
either direct provision of support or through advice and assistance to staff, victims 
or perpetrators. The key focus of this group is sustaining tenancies. 

Where available and appropriate referral to Family 
Intervention Programmes for residents with complex 
support needs who are causing anti-social behaviour 
in the community. 
 

This is made available through services provided by Children and Lifelong Learning 
either directly or thorough Children’s Fund funded project. 
 
Schools have early intervention system which can incorporate EMT as required.  
Cannock District Inclusion Panel meets monthly regarding school exclusions/ 
swaps of difficult pupils and issues facing children at school. EMT input to this panel 
has been required also the panel / schools liaise with EMT on CCDC tenants 
children involved in panel deliberations. 
 
Excellent links with Education Welfare service provides strong input here for EMT. 
 
The Youth Intervention Support Panel provides diversionary activities for young 
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people but this and other agencies links where appropriate, families into the 
services provided by social services to address whole family situations, which 
impact on ASB. 

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. 
 

CCDC has for past 4 years operated and supported a Tenancy Support Steering 
group which has drawn together all Tenancy Support providers within the district. 
This is well attended and has facilitated transfer of clients to the most suited support 
service and also enables referrers (in particular Social Care and Health, HealthNet, 
Connexions) to fully appreciate and understand the differing roles of each Tenancy 
Support Provider.  
 
With the review of funding for tenancy support this group will be able to assist in the 
increase in delivery of Tenancy Support to the Cannock Chase District which has 
been recognised by Supporting People to be below that which is required. 
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