Your guide
to anti-social behaviour
This guide tells you about L&Q’s
policy and procedures for
anti-social behaviour.
Other leaflets are also available:
• Your guide to domestic violence and abuse
• Your guide to harassment and hate crime
• Your guide to supporting victims
and witnesses
• Your guide to being a good neighbour
Copies of these leaflets can be obtained from
our offices, on request and via our website.

Our policy
We aim to create places where people want
to live. These are places where people show
respect and consideration for each other and
behave in a way that is acceptable to all.
To achieve this we will do the following:
• Take leadership and accountability in dealing
with anti-social behaviour, with a commitment
for improvement though regularly reviewing
our services
• Make residents aware of their rights and
responsibilities in their tenancy (e.g. through
the tenancy sign-up and regular tenancy
review visits)
• Work to prevent anti-social behaviour (e.g. use
Starter Tenancies and Probationary Periods,
robust clauses in tenancy/lease agreements,
and Good Neighbour Agreements)
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• Intervene early to prevent the anti-social
behaviour escalating (e.g. use Mediation,
Acceptable Behaviour Contracts, Parenting
Contracts, Estate Inspections and Tenancy
Sustainment Services such as KiT)
• Protect communities through swift
enforcement (e.g. use Injunctions, AntiSocial Behaviour Orders, Individual Support
Orders, Intervention Orders, Parenting Orders,
Demotion Orders, and enforce the terms of
L&Q tenancy/lease agreements)
• Support victims and witnesses (e.g. offer
anonymity to witnesses, help victims gather
evidence, consider appropriate housing
options and practical support)
• Work in partnership with other agencies
to tackle anti-social behaviour (e.g. make
referrals to other agencies that can help,
and participate in multi-agency meetings
so a co-ordinated response can be given).

What is not anti-social behaviour?
We would not normally consider behaviour
which results from different lifestyles or may not
be considered unreasonable by most people
as anti-social behaviour.
Examples include:
• Household noise due to every day living (e.g.
babies crying, banging doors, flushing toilets,
vacuum cleaning, slamming doors etc)
• Children playing
• One off parties, BBQ’s or celebrations at
reasonable times

• Cooking odours or smells

• Nuisance from vehicles

• DIY in reasonable hours

• Garden nuisance

• Young people gathering socially
(unless they are being intimidating)

• Litter, rubbish or fly-tipping

• Minor car repairs
• Someone parking lawfully outside your
own home
• Civic disputes between neighbours
(e.g. boundary issues or shared driveways).
However, if any of the above examples are
found to be having a harmful impact on a
person because they are vulnerable, then
we will investigate the matter further.

What is anti-social behaviour?
Anti-social behaviour includes a wide range of
unacceptable behaviour that affects the quality
of life for residents and others living or working
in the community. The types of behaviour that
we consider anti-social include:
• Domestic violence and abuse
• Physical violence
• Hate related incidents (based on race,
sexual orientation, gender reassignment,
disability, religion or belief)
• Verbal abuse, harassment, intimidation
or threatening behaviour
• Drugs, substance misuse or drug dealing
• Alcohol-related
• Vandalism and damage to property
• Prostitution, sexual acts or kerb crawling
• Illegal and immoral use of premises
• Other criminal behaviour
• Misuse of communal areas or public
spaces or loitering
• Noise (e.g. persistent loud music)
• Pets and animal nuisance

www.lqgroup.org.uk

What residents can do to
resolve problems?
If you are having problems with your neighbour,
you should talk to them first and try to resolve
the matter, only if it is safe and you feel
comfortable doing so. This is often the best way
to sort out issues and can stop things getting
worse. Your neighbour may not realise they are
causing you problems, and may be happy to
change their behaviour.

How do I report an incident of
anti-social behaviour?
If the incident involves a crime you should
report it to the police and make a note of the
crime reference number. In an emergency you
should dial 999, for non-emergencies dial 101.
You can also contact your local council to
report noise nuisance.

You can report anti-social
behaviour to us by:
L&Q Direct
Cray House
3 Maidstone Road
Sidcup
DA15 0AJ
Phone
0800 015 6536
0208 045 4011 (local rate)
E-mail
LQdirect@lqgroup.org.uk

What happens when I report
anti-social behaviour?
When you report anti-social behaviour we will
ask you questions about what happened, when
and where it happened and by whom. We will
use this information to decide how quickly we
carry out an assessment and whether the
matter is personal, environmental or nuisance
anti-social behaviour.

If the incident involves violence, threats of
violence or hate crime we will give it a Priority
1 status and carry out an assessment within
1 working day. All other incidents will be given
a Priority 2 status and we will carry out an
assessment within 3 working days.

What is an assessment?
It is a way of gathering more detailed information
about what happened, how it affected you
(and other members of your household) and
what should be done about it. At the end of
the assessment you will be asked to agree an
action plan. This is a written document that
summarises the action we will take and how
you will be supported.

What support will I receive?
If you are having difficulty coping or need extra
support we will put you in touch with services
that can help. These may include victim or
witness support, counselling, mediation, legal
advice services, social services, health services
or housing, We can also help you access
support if you have been the victim of a specific
type of incident such as domestic violence and
abuse or hate crime.

Will you contact the people
responsible?
We will talk to the people you think are
responsible and ask them to explain their
behaviour. If you don’t want them to know
you made the complaint we will tell them you
want to remain anonymous. But, if we do this
it may limit the action we can take.

Will you contact anyone else?
If you tell us about other people who witnessed
the incident we will contact them to find out
more about what happened. We will also
contact other organisations that may have
information relevant to the case.

What will you do about the
anti-social behaviour?
This depends on the type of anti-social
behaviour and how serious it is. If the incident is
less serious we may:
• Send out warning letters to remind residents
of their responsibilities and the consequences
if it happens again
• Use mediation to resolve disputes
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• Ask the other party to sign an Acceptable
Behaviour Contract or a Parenting Contract
so they know what is expected of them
in the future.
If the incident is more serious we may consider
taking legal action such as:
• Apply for an Injunction or an Anti-Social
Behaviour Order.
• If the other party is an L&Q resident we may
take legal action to enforce the terms of their
tenancy or lease agreement.
Please remember that some incidents of antisocial behaviour are extremely difficult to prove
and it may not always possible to achieve a
positive outcome. For this reason, it is important
that you report all incidents to us and tell us
about any other people who may have seen or
heard what happened.

How will I know what’s happening?
You will be contacted regularly and kept
informed about progress. This is so you know
exactly what is happening with your case.

When will my case be closed?
Your case will be closed when the action plan
is complete and or if no further action is needed
or is possible.

Will you tell me before you
close the case?
Yes. You will be contacted before we close the
case to give you a summary of the investigation.
This will tell you about the conclusions we have
reached and the reasons why we are closing
the case.

Contact us
L&Q Direct
Cray House
3 Maidstone Road
Sidcup
DA15 0AJ
Phone
0800 015 6536
0208 045 4011 (local rate)
E-mail
LQdirect@lqgroup.org.uk

