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Infroduction

In recent years the landscape around housing fenancy management has
changed. The historical image of a Housing Officer as an enforcement official with
arule book and an expectation to enter our tenant’'s homes at will stipulating our
view of model behaviour has significantly changed.

In addition, the commitment by all social landlords to avoid evicting households
into homelessness may appear weak to the general public but there is greater
understanding of the cost to families and the public purse of such approaches.
Impacts of threatened evictions include lifetime lasting adverse childhood
experiences; disruption and increased demands to public services such as social
care, health and education and the police; increased costs to Local Authorities of
homelessness all of which makes alternative and more long lasting approaches
more appropriate for all involved.

This has resulted in Housing tenancy management being more about dialogue,
collaboratfion and alternative approaches as opposed to more formal, process
driven actions that may not ultimately resolve the “problem”.

However, the time and patience to achieve positive outcomes with this type of
approach is often under pressure from communities who have to live alongside
families who causes issues.

Background

Housing Officers are required to manage often fraught situations involving a
mixture of complex issues such as mental health, drug and alcohol abuse, child
protection, domestic abuse, safeguarding, threats of suicide but they must also be
aware that the health and safety of our tenants is our upmost priority. This includes
an increasing focus on public health and safety issues such as mould and
condensation and fire safety following significant events in the housing sector and
the changing policy and legislative landscape.

Housing staff face pressure to deal with an increasingly wide range of issues and
also increasing workloads, such as increases in rent arrears for example, which
place competing demands on their time. The impact of the needs of customers on
managing these priorities, such as the additional demands that dealing with a
person with mental health issues can place on officers, can be significant. We
have examples of Housing Officers who regularly spend time engaging with
individuals with mental health issues that have no housing issues that we can deal
with for them.

Denbighshire’'s Community Housing team has moved away from Housing roles that
would previously deal with specialist areas of work such as Income Management
or Neighbourhood matters, to create generic Housing Officers who can provide a



better and more holistic service to tenants in a locality and which also increases
our efficiency in managing workloads.

Society’s Challenges

The challenges for households and communities have changed in recent years,
and therefore, for Housing staff, challenges have also increased. This is due to the
impact of the pandemic lockdowns on society as a whole, the cost of living crisis
increasing pressure on households and communities, and the ever growing
pressures on other services that are important to support quality neighbourhoods,
including services like drug and alcohol support, mental health support and local
policing.

The levels of tolerance and attitudes towards neighbours is also a factor. Often
much of Housing Officer workloads is complaints about different standards and
attitudes which are very difficult to deal with. The ability to change the behaviour
of a household who may not have the same standards and attitfude towards
garden maintenance as their neighbours, for example, is a challenge.

We ultimately have to decide if anissue is a clear breach of tenancy and is it
“serious and persistent” enough to warrant action. In the vast majority of cases we
deal with we would seek to resolve an issue through dialogue and support.

Safe Communities

We want to create safe and secure communities. Where there are more serious
issues such as criminal activity or serious nuisance, we will take more formal action.
However, any legal action is a long and resource-intensive process that could also
require neighbours to provide evidence and act as witnesses, which many quite
understandably do not wish to do. Any formal sanction has to be proven to the
County Court.

An issue that leads to a criminal conviction, such as drug dealing for example,
does not necessarily also mean that a family should lose their home due to the
behaviour of a member of their household. Criminal offences are dealt with by
criminal remedies however where there has been serious nuisance caused in a
community there may be grounds to apply for eviction but we have to convince
the Court that this is reasonable and proportionate.

Social media can also play a part in spreading intolerance and false information in
communities and also fuel disputes between neighbours.



New Tenancies
The Allocation Policy & Process

There is high demand for social rented homes in the county, and few vacancies to
meet demand.

The Allocations Policy is governed by Housing Act 1996 and the Code of Guidance
for Homelessness and Allocations 2016 and Welsh Statutory Instruments 2014 No
2603 (w. 257) — Housing Wales — The Allocations of Homelessness (Eligibility) (Wales)
Regulations 2014.

Denbighshire County Council is a member of the Conwy, Denbighshire and
Flintshire SARTH Partnership, which in turn has developed ‘The Common Housing
Allocation Policy’, 2018 known as SARTH. As a Local Housing Authority, we are
required by law to carry out housing related duties and functions. We have a role
to ensure that Social Housing is an effective housing option for people on low
incomes or who cannot rent or buy privately. We must ensure social housing
properties in our area are allocated according to this policy.

Anyone over 16 can apply for social housing, either as a sole or joint applicant. All
applicants and their household members are verified to ensure that they are
eligible for an allocation of social housing.

Part of the application process is to check that the applicant’s household does not
contain someone ineligible i.e. because they are unsuitable to be a tenant
because of serious unacceptable behaviour. However, previous serious
unacceptable behaviour may not justify a decision to treat the applicant as
ineligible where the applicant can show that the behaviour has improved.

Applicants found ineligible because of unacceptable behaviour can reapply at
any time, but will not be eligible until they can show that their behaviour is now
safisfactory.

Pre-Tenancy Verification & Assessment Process

Vacancies are allocated to those applicants listed in the highest band (in date
order). Every applicant household has their circumstances verified by us as their
prospective Landlord before an allocation is made. Verification checks may
include a visit to an applicant’s current home, and making enquiries with third
parties such as former landlords and health professionals (and sometimes the
Police if any ASB or Criminal Behaviour history has been disclosed as part of the
application process).

As well as verification, the purpose of this process is also to ascertain that the
applicant has access to all the support required to successfully take on a new
tenancy. At this stage, the Housing Officers will submit relevant referrals in an



attempt to have support in place as soon as possible. At this stage, referrals are
often made to SPOA, Supporting People Pathway,‘Key to Advice’ etc.

If during the verification process, a significant concern has become apparent - an
offer may be withdrawn and the applicant referred back to the SARTH Register
Team but more often than now, once the verification process is complete — the
applicants are presented with a formal offer of the accommodation.

New Tenancy Follow-Up Contact

A month after the new tenancy has been granted and the property handed over
to the new tenant, a Housing Officer will visit to check-in with the new tenant(s).
The purpose of this contact is to ensure that the tenant(s) have moved in, and all
appropriate paperwork and payment plans set-up fimely and correctly. This
contact is also an opportunity to check whether the new tenant is in need of any
additional help or support with setting up their tenancy. Should there be no
concerns or support requirement noted, the Housing Officer will not carry out any
further new tenancy follow-up visits. If there are outstanding matters to deal with,
the Housing Officer will follow a person centred approach to on-going contact
and will maintain contact with the new tenants(s) unfil they have settled-in and all
outstanding matters addressed.

Cyclical Tenancy Verification/Check-In Visits

We have infroduced regular, cyclical tenancy visits where we aim to visit every
household. The aim of this is to ensure we can get to know all our tenants and their
households, help identify issues at an earlier stage and improve communication
with our customers in their communities.

People occasionally comment that they do not know their Housing Officer. Most
households do not need anything from us and a lack of contact from us usually
means we are dealing with negative issues with other households. Carrying out
routine visits is resource intensive but it has real value if we can spot an early sign of
a problem whilst also maintaining a more visual presence in our communities.

This visit provides our tfenants with an opportunity to ask for advice about their
tenancy, raise concerns about the property or neighbourhood, and to give us
general feedback. During the visit, the Housing Officer may need to check who is
living at the property, the condition of the property, check that the property is not
being used for anything that breaches the Occupation Contract and check that
all the details in our records are up to date.

If there is a need for intervention or support from us, then we will agree how and
when we can help. If a household do not need anything we will agree to visit
again in the future and can update our records about their family circumstances.

We will be reviewing the impact of this work during 2024.



Process for Managing Complaints of Anti-Social Behaviour (ASB)

Anti-Social Behaviour (ASB) is a term which covers a broad range of issues. There
are several definitions for ASB but it is most defined as ‘anything causing a
nuisance or annoyance’.

We ask that any person whom is experiencing ASB should report the issue to us as
the Landlord. If the nuisance being experienced takes the form of threats of
violence or any other possible criminal activity, victims/complainants will be
advised and encouraged to report this to the Police also.

We use the following methods for dealing with ASB:

e Direct contact and conversation with the complainant

e Ask the victim to complete diary sheets or in the case of noise nuisance
and/or report via the 'The Noise App’ if they have access to the app.

¢ Installing sound monitoring equipment

o Offer mediation between the relevant parties

e Draw up Acceptable Behaviour Contracts (ABCs) between the parties
concerned.

e Issue warnings to the alleged perpetrator

In investigating serious ASB, we use the following methods:

e Work with the allege perpetrator to uncover deeper issues which may be
conftributing to the behaviours such as safeguarding

¢ Involve other agencies such as the Police or Environmental Health.

e Facilitate or attend Multi-Disciplinary Meetings/Complex Case Conferences

e Apply to the Court for an injunction.

e Go to Court to get the person behaving in an anti-social way evicted, if they
are a tenant.

We would only seek to have someone evicted for ASB if the behaviour is serious
and persistent and all other interventions have failed. To evict an individual, we as
the landlord would need substantial evidence that we could rely on in court.

Prior to considering fenancy management enforcement action, to be compliant
with the Equalities Act 2010, we as a Landlord must determine that the action is
‘proportionate’ i.e. that the issuing of proceedings was a “proportionate means of
achieving a legitimate aim”.

Partnerships

Partnership working is crucial to tackling issues that might negatively affect
individuals and the wider community, in order to protect people’s quality of life
and well-being.



We have forged strong links with partner agencies so that we can work together to
take a holistic approach to managing ASB. Examples of partnerships that we work
with are:

MARAC (Multi-Agency Risk Assessment Conferences)

a MARAC
GOGLEDD CYMRU

NORTH WALES

MARAC is a local meeting to discuss how to help victims at high risk of murder or
serious harm. A Domestic Abuse specialist (IDVA), Police, Probation, Social
Services, Health, Housing and other specialists from the statutory and voluntary
sectors. Conferences are held weekly within the most serious cases being listed for
wider discussion at a larger conference meeting at the end of the month.

During the MARAC meeting, all relevant information about individuals is shared,
and then the representatives discuss options for increasing the safety of the victim
and turn these into a co-ordinated plan. The primary focus of the MARAC is to
safeguard the primary victim. The MARAC will also make links with others forums to
safeguard children and manage the behaviour of the perpetrator.

See below for the number of Denbighshire Council Housing households listed to be
discussed at MARAC during 2023:

Cases Referred to
Discussed Monthly

Weekly Conference
January 15 3
February 8 3
March 1 1
April 8 3
May 7/ 2
June 8 0
July 3 1
August 10 0
September S 0
October 13 2
November 7 2
December 9 ]



ADAPT (Domestic Abuse Prevention Service)

Gorchwylio Asiantaethau Troseddwyr Cam-drin Domestig
Agencies Domestic Abuse Perpetrator Tasking

Repeat perpetrators are referred into this group (meets monthly). The aim of this
intervention programme is to help people improve their relationships and to avoid
using abuse.

Monthly Liaison Meetings with the Neighbourhood Policing Teams (North & South)

We work in close partnership with the Neighbourhood Policing Teams. This forum
was set-up by ourselves to ensure that we have a regular opportunity to discuss
any issues arising locally, and share timely and relevant information where
appropriate to do so.

Conwy & Denbighshire Anti-Social Behaviour Tasking Group

We also attend the monthly ASB Tasking Meeting where the most serious or
persistent ASB issues within the counties of Conwy & Denbighshire are discussed.
This meeting is attended by Police, Probation, Housing, Social-Services, and Mental
Health Services etc, thus to ensure a partnership approach to managing and
monitoring ongoing cases.

Joint work with Youth Service

We work with the Youth service who have a number of interventions and
programmes around the county. Some of their work involves work with individual
young people and also wider activity to engage and offer diversionary activity
and support for young people within their communities. We have some recent
examples of this in Clawdd Poncen, Rhuallt, Meliden and Rhyl.



Community Resilience Team

Much of the work we do when engaging with communities and working alongside
partners like Counftryside Services and The Youth Service involves the Community
Resilience Team. Posts are funded by the Housing service to support us working
alongside other services and residents to improve community engagement and
resilience.

The team give support to local resident’s groups and partners agencies around
the county, and organise events on a wide range of issues at our community

centres, advice roadshows and activities to get people involved. These include
cost of living support, armchair exercise and art and crafts o reduce loneliness.

Community Resilience Update :,";j‘;'::‘“"“‘“' B Commundy Hub Offcial B e

Our community resilience team have been busy over the summer, delivering support, advice This August, the Chairnan of Denbighshire a ‘ig“"l

and fun acfivity prog within our ifies. These include: County Council cfficialy opened of the new champion?
Pengwern Community Hue. Families from
. o the lecal community came along to enjoy
Let's Pld\{ Out Cost of Living Croeso Cynnes / activities inchuding arts, crafts, nature, hair
Duing the summer holidays, Roadshows Warm Welcome kraiding, bracelefs, keyring making to name

a few. There was also bike healfh checks,

we worked in parinership with entertainment and refrashments.

South Denbighshire Com-
munity Parinership [(3COF),
Denbighzhire Leisure Ltd, and
Denbighshire Play. Togeth-

er we delivered Let’s Play
COutside sessions in Corwen
|Wednesday's 10:30am-
12:30pm) and Langclen
(Wednesday's 2:00-3:00pm)
for over 100 pecple! Activities
included sports, messy play
and art crafts. Families said
that they really enjoyed the
weekly sessions and con't wait
for them to be on every school
holidays. Please keep an eye
on 3CDP's Facebook page for
mare infarmation hitps:ffwww.

This winter, we are supporting
the Croese Cynnes/Warm
Welcome project, where o
safe, warm place & available
to anyone. Denbighshire
County Council are putting
together o fimefakle of
venues that will be hosfing
‘Warm Welcomes across the
County. Pecple can pop
along to a local hub, where
they will find a warm welcome,
fun activities and a hat
cuppal Once this fimetakle
has been confimed, it wil ke

This new hul aims o increase cpportunities for
people fo roise skls and aspirations, as well as
resources to deliver acfivifies and services fo
support pecple.

Clir Rhys Thomas, Lead Memiber for Housing
and Communities, said: “We are really
proud to confinue working with our parfner
crganisafions in supporfing the huk's
continued work to increase the overal
welloeing of the local community.”

Margaret Sutherland, Chief Execufive Officer
of South Denbighshire Community Partnership
[SDCP) said: “3DCP are delighted to have
worked in partnership with Denbighshire
County Counci, Denbighshire Housing and
Friends of Pengwem on the development

of the community hulb, which will provide
enhanced acfivifies and services for the
Liongolen community.

announced on the Council’s
website, so keep an eye out.
Everyone is welcome!

facebook.com/fSouthDenkigh-
shireCemmunityPartnershis

“Extensive consultation in the summer of

2021 identified services and activities that the
community felt were needed. All pariners

have a very clear aspirafion for the hub to
provide o place that the Langollen Community
will emicrace and actively contriibute to the
management and direcfion of.”

Keep an eye

on the Hul's
Facebook page
for up-to-dote
activiies they
have planned.
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Mediation

We often use informal mediation to try and resolve issues between neighbours.
Housing Officers will generally meet people separately and fry to broker
compromise and understanding of different opinions.

There are formal mediation services available that can resolve disputes between
neighbours, however deeply entrenched, through experienced mediators bringing
people together. This does however take some persuasion and in many cases
people are simply unwilling, for a variety of reasons, and often understandably do
not want to meet face to face with someone who is causing them deep distress
and anxiety.

This would obviously only work where there is not a clear victim and perpetrator
but where there is justification that both sides need to see a different opinion to
their own. The mere suggestion of this can often offend people.

Other Non-Formal Actions

We try and look at ways to be innovative to provide solutions and fairly low level
and cost effective interventions may make a big difference to a problem.

Examples include:

e Supplying dog barking deterrent devices

e Providing headphones to play music.

e Provided sound proofing between homes

e Provided additional floor covering to reduce noise transfer

e Improve boundaries between properties for increased security and privacy
e Provided domestic CCTV cameras

o Offering Dog Training sessions

e Provision of soft closers on cupboards and doors
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Statistics - This graph shows the nature and volume of incidents over 3 years -
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This graph shows the geographical areas where incidents have occurred -
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Proactive Neighbourhood Management
Clean, Tidy and Green Neighbourhood Management

In addition to dealing with individual households we aim to take a proactive
approach to managing our neighbourhoods.

In addition to Housing Officer’s being out and about, our Green Space team are
regularly visiting our neighbourhoods to keep an eye on a range of issues, such as
grounds maintenance, play areas and communal area cleaning.

We work with services like Streetscene, Housing Enforcement and Countryside
Services to ensure we can provide neighbourhoods that are clean, tidy and green
and deliver a service that is proactive and preventative as well as responding to
issues.

Working with the Community Resilience team and the above services where we
have areas that are prone to fly tipping we will hold Clean Up days. This gets the
community involved in clearing rubbish from the area and enables residents to
dispose of unwanted items and prevent potential future fly tipping. This has been
successful in Bruton Park in Rhyl where the use of a refuse lorry hired for the day has
enabled us clear large volumes of unwanted items.

An estate walkabout between residents, various services and the local members
have been successful in raising awareness of issues in the area.
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Tenancy Support

Housing Officers will only have limited time resources to deal with cases. Additional
support is vital to help with dealing with issues in communities. The following
example shows how our own Tenancy Support feam have been able to add
additional time and more intensive support to resolve issues to support the housing
outcomes.

Case Study - Tenancy Support Team

Pen Picture

Perpetrator of ASB but also vulnerable and lonely often drinking with another
tenant at the complex resulting in complaints from neighbours. As a result
the neighbours are asking to move. NW Police involved with the ASB.

Also has mobility needs and struggling with the stairs so it was agreed to
arrange a managed move arranged to a more suitable ground floor

property.
The other tenant / drinking partner was also moved to another location.

The tenant was referred to the Tenancy Support Service to ensure that the
new tenancy could be sustainable and behaviour improved.

Support

Tenancy Support provided:
Practical support with all aspects of a house move
e Setting up the new tenancy and utilities
e Maximising income — accessing full benefit entittement
e Setting up direct rent payment
e Better understanding tenancy responsibilities
e Accessing support with alcohol misuse and the underlying support
needs
e Accessing Mental health support
e Accessing support with loneliness
e Accessing support for independent living



Reflection

Tenant responded positively to support and engaged well and seemed
genuine in wanting to get support with addiction.

Tenancy support was intensive to begin with and during this time tenant
made every effort to abstain from drinking and with support put significant
effort info making their new flat home.

Tenant would talk with Mental Health support services over phone but when
it came to appointment she would always cancel at the point of closure
until advised tenant did not wish to receive support.

Support from TST came to an end as all Tenancy aspects of support had
been completed. Tenant was advised could re-access support at any point
if she needed.

This chart shows the personal outcomes experienced by users of the Tenancy
Support Team.

PERSONAL OUTCOME AT END OF SUPPORT
Apr 2023 - Oct 2023

M Managing Money M Mental Health and Welling Being
M Phyiscal Health M Independance and Control

M Social and Community M Feeling Safe
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Tenancy Management Case Study

An example of a case where we input significant resources but were not able to
fully resolve the matter to the satisfaction of all involved. We know that cases like
this can reoccur at any time requiring further intervention.

Issue

Work of Housing Officer

Can it be Resolved?
What can a landlord
do?

Issues between our tenant who is 80 years old and an
aftached private occupier. Poor state of garden and
dog barking.

Housing officer visits our tfenant on a fortnightly basis.

We have offered dog training sessions, dog care and
walking services. There are no welfare concerns for the
dog. We provided a dog barking deterrent device.

Poor state of the garden. The tenant’s approach
towards her garden has been evident for over 30 years
and whilst we appreciate this is not how many people
would choose how to enjoy their garden, she has had
the philosophy that the garden should be allowed to
grow with very limited maintenance. We will continue
to engage with our tenant about this we have to
accept that we would struggle to justify formal action
regarding this matter after tolerating this for over 30
years of her tenancy.

Nuisance from dog barking. This is a far more complex
issue. The dog is really important to our tenant and our
recent threats to seek removal of the dog has caused
considerably distress. We are reassured that our tenant
is engaging with us and has made a commitment to
reduce the instances and frequency of the dog
barking and we believe this to be the case.

The neighbour suggests there has been some
improvement. Whilst this means there will still be some
nuisance caused by the barking we may have to
accept a sustained improvement is the best outcome
for everyone.

We have to be proportionate. The characteristics of
our tenant, the timing of the nuisance tending to be
daytime and the fact that our tenant is engaging with
us and is making genuine efforts to reduce the impact
would significantly reduce the merit of any formal
action.
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Tenancy Management Tools

In handling ASB cases, there are a number of tools and legal powers that can be
used to deal with the behaviour. It is important that the most appropriate action is
pursued in order to ensure that issues are effectively resolved. Below are 2
examples of where we have used 2 different actions:

Acceptable Behaviour Contract (ABC)

ABCs or Acceptable Behaviour Agreements as they are sometimes called are
voluntary written agreements made between people involved in anti-social
behaviour and the local police, housing department, the registered social landlord
etc. The voluntary agreement is sighed by an individual committing anti-social
behaviour. In signing the contract, the individual is agreeing to abide by the terms
specified and to work with the relevant support agencies. Ideally, the terms of the
ABC are developed and agreed with the individual to ensure that they fully
understand what is being asked of them and they are able to comply with the
confract. Once the contract has been drafted, the individual and relevant
agencies will all sign the document, and all parties receive a copy.

Example 1: ABC to address tenant’s non-disposal of waste & recycling
resulting in an accumulation of rubbish in the rear garden.

In this case, our tenant was persistently failing to dispose of refuse and
recycling on a weekly basis. Tenant appeared to lack structure and
motivation to deal with this issue. Subsequently, over a period of time — the
accumulation of undisposed refuse and recycling accumulated to an
unacceptable level within the rear garden area. This situation had occurred
on a previously also. On the previous occasion, the waste from the garden
was cleared by the Probation Service. On this occasion, we were unable to
engage Probation Services again — we therefore facilitated a one off
clearance and arranged for the provision of bigger bins and worked with the
tenant to agree acceptable behaviour conditions (ABC) moving forward. To
this day, this situation has not re-occurred. ABC now lapsed and we consider
this case resolved.

Example of the conditions contained within the ABC can be seen below:
Agreement as to future conduct:

e [ will ensure that my front and rear garden areas at the property are kept
clear of rubbish and household waste, and will remain in a maintained
and reasonable standard (as illustrated in the enclosed photograph
faken on [date].
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e [ will fetch and leave my refuse, recycling and green and food waste bin
(if applicable) out at the nearest accessible point to the road on
collection day. I will return my bins to an appropriate storage space
within the boundary of my property within the same day following the
collection (bin collection schedule for your area attached).

e | will ensure that all bins are used correctly and that there will be no
contamination (as outlined in the enclosed explanation sheets for
correct use of bins).

e | willmake timely contact with Denbighshire County Council in order to
arrange and pay for removal of excess waste bags and any bulk items,
this within no more than 2 weeks of the waste/items being left out in the
garden (see attached contact details sheet).

e | agree to remain calm, and will not shout, swear, threaten or abuse of
Denbighshire County Council’s staff whilst making contact with the
Council via telephone and/or in person.

Should voluntary ABC not prove successful in resolving the issues, we could
therefore consider applying for a legal remedy in the form of an injunction.

Injunctions

The Police or any Social Landlord can apply for an injunction to prevent nuisance
or annoyance to stop antisocial behaviour of any person aged 10 or over. Housing
related injunctions can be granted where there is conduct capable of causing
nuisance or annoyance to:

e A person in relation that person’s occupation of residential premises (regardless
of tenure), or

e Any person that directly or indirectly relates to the housing management
functions of a local authority or other social landlord.

An application for a housing-related injunction can be made in relation to a
person living in or visiting the residential premises.



An example of where we have successfully obtained an injunction as a result of a
tenant’s behaviour can be seen below:

Example: Application for an Injunction to prevent ongoing drunk and
disorderly behaviour from within and around a specific Council property.

Council tenant living in an adjoining property next to elderly owner-
occupiers. Tenant experienced personal heartache which sadly resulted in
the tenant turning to substance misuse. Despite us being in regular contact
with the tenant, her family and other agencies, the tenant’s behaviour
continued to deteriorate with the occurrence of loud rowdy parties
overnight on a weekly basis (sometimes daily) which would often result in
drunk and disorderly behaviour that occurred within the property and
outside on to the street. Eventually an Injunction Order with the power of
arrest was sought from the Court, and in this particular case - successfully
granted. For some time thereafter, the behaviour did generally improve but
following a return to the unacceptable behaviour — a Breach of Injunction
Order action was pursued. Once again, the tenant had to attend Court with
further conditions added to the original order. Following this second hearing,
no further reports of nuisance have been reported to us since. The order has
now lapsed and we consider this case to have been resolved.

See below for examples of the conditions noted within the order:

The Court Ordered that [name of tenant] be forbidden (by herself or by
instructing or encouraging any other person) from

. Engaging in or threatening to engage in conduct capable of causing
nuisance or annoyance to any persons residing in, visiting or otherwise
engaging in lawful activity (street address).

2. Inciting or encouraging any person to engage in such behaviour.
3. Engaging in conduct capable of causing housing related nuisance or
annoyance to any person.
The Defendant must

4. Engage with the relevant services in relation to her drug and alcohol
misuse.
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Management Move's

In exceptional circumstances, we may allocate vacant properties to facilitate the
management of our own stock, for example, to resolve a complex situation and/or
protect a vulnerable household. The number and reasons for such moves are
recorded and scrutinised by the Neighbourhood Manager to ensure that such
moves are kept to a minimum and do not impact on the fairness of allocations
overall.

Investigation of Noise Complaint

An older lady had lived alone in a 3 bedroom council property for many
years. Residing in the adjoining property was a family who privately owned
their property. The family consisted of a young adult with disabilities (non-
verbal). Sadly, our tenant passed away. As per the Allocation Policy, we
allocated the property to the highest listed applicants on the housing
register - a couple with 2 teenage children. We were aware of that the
incoming family had vulnerabilities of their own, but found no reason to not
consider the allocation suitable.

Soon after the new family moved-in, we started to receive complaints from
the neighbours about the behaviour of the family (loud shouting and
arguing could be heard regularly). We initially approached the family who
gave their reasons for why there was shouting and arguing within the home;
this was verified by the agencies supporting the family. For some time we
continued to keep in fouch with the neighbours and monitored any
improvement in the circumstances/behaviour of our household by
maintaining regular case management meetings with our family and the
support providers.

Regrettably, the neighbours reported very inconsistent improvement in the
noise being heard. It was now becoming apparent that the noise emitting
from our property was having a defrimental impact on the neighbours’
disabled child. To assist us in gaging the level of the noise being heard, we,
via our colleagues in the Environmental Health department deployed noise
monitoring equipment to the neighbouring property (in case management,
noise monitoring can be deployed up to 3 times). On all 3 occasions the
monitoring concluded that the level of noise emitting was not at a level that
would be constituted at a Statutory Nuisance; the monitoring picked up that
loud shouting and arguing could be heard but not at a level that should be
unacceptable to the ordinary person. However, we were in no doubt that
despite this, the situation was clearly having a defrimental impact on the
neighbouring family. By this time, both families were very frustrated with the
sifuation and it was becoming increasingly likely that we were going to be
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unable to repair the ill-feeling and distress caused by this situation (a situation
that had been on-going with investigations and management for 2 years by
this time).

Following on-going discussions with our tenant(s), a decision was made to
move them. The family were moved to a different 3 bedroom property in a
neighbouring location. Where they were placed was strategically chosen
(and agreed with them). When their former property was vacant, we
installed sound insulation boards to the adjoining walls in a bid to mitigate
any further likely situations in the future.

Since the family were re-located, we have not received any complaints
about their behaviour from their new neighbours. Equally, we have not
received any further complaints from the previous neighbour about their
new neighbours.

Communications & Social Media

An important factor in managing issues in communities and ensuring facts and
expectations are managed is how we are able to communicate. Social mediais a
great way to get information out quickly but can equally cause incorrect
information to spread quickly. Below are some examples of information we have
issued to communities in different formats.

3 o 2 5 . - & " Cyngor
Tai Sir Ddinbych Marketing, engagement and communication sir ddinbych

. ’ Denbighshire Housing . A denbighshire
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Dear Resident/Tenant. July 2023

Investing in ol

 your garden and use the free skip we wil provide,
Denbighshire Housing and the North Wales Police have been investigating recent complaints. in Cymun Communities

These include anti-social behaviour, harassment, threats and violence within your community. Community
We always work with our communities, fo resolve any problems where we can. People should Update i Wednesday 9 November ot 8:30am and colected Thunday 10 Nov ot
feel safe in their community, being and kind fo

the top carpark of Min Y Coed.
We know we can't expect everyone 1o ke and agree with each other's views. But we are
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issued.

X Gas Caniters / Bottles
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Tenancy Fraud

Action we tdke ogolnst fenancy froud Alcohol Abuse and Domestic Violence

When you look at alcohol abuse and domestic abuse, it is easy to see that there are
connections between the two behaviours.

Otten the violence in the home is accompanied = Making infarmation about national and local

by excessive diinking of aicohol over along domestic abuse suppart avaiable on our

period. While the drinking is not usualy the website and other relevand ploces, so s
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ct dftect any chidren expesed to the situation in ORPpOrt peopie expariencing domestic
many negafive ways. abuse.

Alcohal abuse combined with domestic cbuse Formate ?:ﬂovmcﬂim about our pladge, pleae
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i psi/ otg. athers may be. You con contact them on
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= ot e * Fulting in place and embedding a policy
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A Day in the life of a Housing Officer
We asked one of the Housing Officer’s to describe their day -

| started work at 8:50am as | needed to prepare for my day of visits. | quickly
check my emails and update our Finance system to confirm that some works have
been completed as | had asked a contractor to clean up some fly tipping for me.

| answer some telephone calls. One from a Homelessness Prevention Officer asking
if there are any updates on a property identified for a person she is supporting as a
potential new tenant. We talk about what the person will need to be able to move
in and what financial help we can look for. Another call is from a customer about
needing to increase a direct debit due to a change in benefits and the amount
they need to pay has increased.

9:15am

| head off to an office o print off some documents | need for the day ahead as |
have a “sign up” with a new tenant today and a "“Pre tenancy assessment” with a
prospective new tenant tomorrow. | also print a letter for a tenant | have arranged
to visit about rent payments, in case they are not in as agreed. | also scan
documents from yesterday’s work to upload into the Housing Management
system.

On the way to my visit, | stop off at a flat to leave a Direct Debit form, a tenant has
requested.

| now must visit someone due to missed rent payments. | have tried every method
such as previous Visits, letters, phone calls and emails so it is time for a further visit
now. | knock several tfimes, but | know the person works and is rarely home and the
car is not there. | leave the letter | prepared earlier with all my details on advising
the person to contact me.

As | am leaving the building, | am called over by another resident who asks me
about a house they think has become available, closer to their daughter who is
also her carer. We briefly talk over the circumstances and | offer advice and
numbers to contact for more information and set off to my next visit.

10am

At my next visit | meet a Manager who has come along because we need 1o visit
someone who is on the Staff Protection Register. This means the tenant has been
identified as a risk to staff. There have been some very concerning issues recently
and we have worked hard trying o find ways to diffuse and resolve the

situation. First though | ask the manager to accompany me to another house in
the same street, which is currently unoccupied, as | have been told that the rear
garden has been filled with fly tipping.
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We are able to identify where the fly tipping has come from and we find several
clues to confirm this. We take some photographs for evidence.

| was so disappointed to see the state of the alleyway nearby as over the last few
years we have worked with environmental crime teams to tackle this fly tipping
hotspot.

10:30am

This visit has to be a two person as the tenant is on the Staff Protection Register. This
person has chaotic behaviour, diagnosed Mental Health issues (Schizophrenia)
and openly admits drug use on occasion. There are suspicions that this person
possibly deals drugs and we have shared information on this with North Wales
Police.

Property searches have been previously carried out, but nothing was

found. Today, we are here to discuss some ongoing issues between this person
and the neighbour. They were once friends but have fallen out and it got to the
point that the police were being called on a regular basis but now knives were
alleged used, arrests were made, and bail conditions put in place. Thisis a
sensitive situation and has the potential to furn into a very dangerous one. We
spoke to the tenant but we had to be careful as we didn't want to trigger any
Mental Health issues and cause paranoia so we gave our reassurances and we
planned to return to with North Wales Police.

T1am

My next visit was in the same street. This was a sign up of a new tenant whois a
gentleman who had been a lodger in a house for years but has been asked to
leave and then lost his job. The sign up takes a good hour as we run through
everything from fire safety, gas safety, the laundry rooms and financial matters
before we hand over the keys to his new home.

During the visit | identified he would benefit from a referral to Citizens Advice
Denbighshire as he is unsure about his benefits with very recently having lost his job.
This gentleman owned very few possessions so we had to look at ways of obtaining
things for him and | was able to identify some recycled furniture and goods for his
flat. He as very grateful so | took some real job satisfaction away with me.

| also remember before | left the area that | promised to post a form in someone’s
door. | had offered the day before when we spoke on the phone to post it in the
mail, but he said he had not been receiving letters so as | knew | was in the area |
said | would push it through.



25

12:30pm

| meet my Senior Housing Officer. | have received some calls/messages from an
upset resident at our older person’s accommodation. Her neighbour has allegedly
been getting very drunk and verbally abusing and even threatening her. This took
place over Christmas and is apparently because her little dog has been urinating
near his door. Things have turned quite nasty at times and the police have been
called. | wanted support as the perpetrator can be quite unpredictable at times.

We visited the lady and she said things had settled a little, but she said she really
would like to move. She became tearful and said it was affecting her health. |
explained how she could apply for a move and she said she had literacy issues so |
offered to refer her to our Tenancy Support Team. She asked us not to visit the
alleged perpetrator today and we agreed as he had seen us enter and as things
were quiet. Sometimes a visit from an Officer can trigger things again so we left it
for today.

There are other issues at the scheme. Firstly, we had bird feeding issues where an
upset resident has sent pictures in of his car covered in bird droppings. We knew
who the bird feeder was and had a chat about the bird feeding but she said she
was only feeding from the small bird feeders and that she wasn't feeding seagulls
or throwing food out. The lady produced all her letters from public protection, her
RSPB leaflets and said she would fight this all the way. She then said if we are going
to start on her about bird droppings then perhaps we should look at the dog
fouling in the communal gardens. We agreed to monitor this and raise with the
Dog Warden service if necessary. We left on good terms and the lady understood
if we had complaints that we had to investigate them. | will need to update the
complainant at some point.

Something | have learned is that if you raise a complaint to one person about an
issue with them, they usually raise one about something else!

Secondly, sadly we had a resident who had passed away in hospital and a
neighbour had the key to the deceased’s flat. We have managed to locate their
family in Tenerife who will be dealing with the case.

1:30pm

A quick lunch at home but didn't get much peace as my mobile was ringing most
of the time.
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2pm

At my desk, | contact the fly tipping perpetrator from earlier and | tell her we have
evidence she is responsible for the rubbish. She admits the rubbish is hers and | tell
her that if | have to take further action it is a criminal offence. | will need to return
and check on the area and give her a deadline to sort this matter out. | offered
contact details of a reputable licenced waste carrier.

| have notes to write, missed calls to return, emails to respond to and listen to
voicemails. Messages vary from the contact centre asking for advice about a
case, a fellow Housing Officer asking for advice and a tenant telling me her good
news that she no longer needs to take her cancer treatment. | need to add the
notes about my visits and ensure | make the referrals for my customers.

| must prepare for another Pre-tenancy assessment the following day where we
are looking at housing a larger family with 7 children. | need to read through the
file and liaise with her Homelessness Support Co-ordinator. The purpose of the form
is to check that all the circumstances / occupants are still the same and to ensure
their needs match the house so we can make best use of our stock. | take several
more calls from customers.

3pm

Whilst | was hoping to benefit from a couple of hours at the end of day to check
some rent accounts and catch-up with my outstanding admin work, this was not
to be. | took a call from a concerned neighbour who reported that he had not
seen his neighbour for a couple of days and that this was very unusual. It is not
uncommon to receive calls such as this. Our record state that this person has no
next of kin so | make enquiries with SPOA to check that he's not been admitted to
hospital. | feel | need attend the property as | am concerned. | ring the Police who
adyvise that they would not attend until such time we have gained access and
know for sure that we would require their attendance. | make arrangements for
one of our joiners to meet me at the address to force entry into the flat. Upon
entry, we find the tenant deceased on the bathroom floor. | called the Emergency
Services who asked that | remain at the scene until they are able to deploy
someone to take over the scene. | left the site, and finished for the day at 6.10pm.



