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1. POLICY STATEMENT  

1.1 YMCA Norfolk is committed to tackling all forms of anti-social behaviour in a robust, 

determined, efficient, fair and appropriate manner.  

1.2 YMCA Norfolk recognises that due to their vulnerability, clients of the organisation might, 

from time to time, be the subject of anti-social behaviour by others living or working within 

the local community. The organisation will take appropriate action to respond to such anti-

social behaviour against its clients, working in partnership with the local authority and police 

as and when appropriate. 

1.3 This is the YMCA Norfolk Anti-Social Behaviour Policy, which sets out how YMCA Norfolk will 

respond to situations of anti-social behaviour.  

2. PURPOSE 

2.1 The aims of the Anti-Social Behaviour Policy are:  

• To prevent and minimise anti-social behaviour 

• To outline the actions that YMCA Norfolk will undertake in responding to anti-social 

behaviour 

• To outline how YMCA Norfolk will respond to clients who cause anti-social behaviour 

• To ensure those who have been affected by anti-social behaviour can seek support from 

YMCA Norfolk.  

3. SCOPE 

3.1 The policy applies to all staff and volunteers working for YMCA Norfolk at all times. It also 

applies to all clients who access services provided by YMCA Norfolk.  

4. DEFINITIONS 

4.1 Anti-Social Behaviour -is defined in Law under the Anti-Social Behaviour, Crime and 

Policing Act 2014, which states it is: 

• Conduct that has caused, or is likely to cause, harassment, alarm or distress to any 
person, 

• Conduct capable of causing nuisance or annoyance to a person in relation to that person’s 
occupation of residential premises, or 

• Conduct capable of causing housing-related nuisance or annoyance to any person. 

4.2 Those to whom inappropriate conduct may cause annoyance, harassment or nuisance will 

include anyone who has the right to live in property owned or managed by YMCA Norfolk, 

those living in any other property in the neighbourhood and anyone else lawfully living in 

such property or in the locality, such as those working or using local facilities, including those 

provided for the community by the organisation. 

5. REFERENCES 

5.1 This policy must be read and applied in conjunction with the following: 

• Document 04 - YMCA Norfolk Accommodation Agreement 

• Policy 20 - Complaints and Compliments Policy 

• Policy 32 - Restorative Practice Policy  
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• Policy 34 - Warnings, Terminations and Evictions Policy  

• Procedure 02 - Complaints and Compliments Procedure  

5.2 The following related legislation is associated with this policy is: 

• Housing Act 

• Anti-Social Behaviour 

• Disability Discrimination Act 

• Race Relations Act 

• Sex Discrimination Act  

• Equalities Act 

• Anti-Social Behaviour, Crime and Policing Act 

• Requirements of the Regulator for Social Housing (RSH) Regulatory Framework. 

6. RESPONSIBILITIES 

YMCA Norfolk 

6.1 YMCA Norfolk is responsible for: 

• Ensuring that all incidences of anti-social behaviour in its services are dealt with and 

that support is offered to all involved.  

Chief Executive Officer 

6.2 Chief Executive Officer has overall responsibility for: 

• Ensuring correct procedures are established and implemented to deal with incidents of 

anti-social behaviour. 

Service Manager 

6.3 The Service Manager is responsible for: 

• The progress of handling a complaint involving anti-social behaviour 

• Using processes as appropriate to achieve an outcome of dealing with anti-social 

behaviour. 

Staff 

6.4  All staff are responsible for: 

• Handling issues of anti-social behaviour in the services they work in.  

Anyone 

6.5 Anyone, including clients and members of the public are responsible for: 

• Making a complaint or raise an issue about anti-social behaviour and seek support.  

7. POLICY DETAILS 

Obligations of Clients 

7.1 YMCA Norfolk is committed to fostering an environment where staff, clients and those 

associated with YMCA Norfolk can live and work free from intimidation, aggression, coercion 

and/or victimisation. The organisation is concerned to eliminate all forms of anti-social 

behaviour as it recognises that such behaviour is unacceptable, discriminatory and, in certain 

circumstances, also unlawful. 
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7.2 Therefore, YMCA Norfolk expects its clients and their visitors/friends and relations to treat 

people with dignity and respect at all times. Violence is unacceptable in any circumstance as 

are illegal activities. 

7.3 The obligations of Residents at our accommodation services are defined within their Licence 

Agreement along with the House rules for the relevant housing service.  

7.4 The obligations of clients of our community services are defined in general rules for each 

service provision.  

Communications  

7.5 YMCA Norfolk offers user friendly, clear and easy-to-access communications for clients and 

members of the public to report anti-social behaviour or seek support.  

7.6 Processes in place to communicate issues of anti-social behaviour are detailed throughout the 

policy.  

7.7 YMCA Norfolk clients can speak to members of staff in their services and/or speak to their 

engagement worker in their one-to-one meetings. Clients can also telephone, email or 

arrange a meeting with the appropriate service manager or staff in their absence.  

7.8 Members of the public can contact YMCA Norfolk via telephone, letter or email using the 

details below:  

• Address: YMCA Norfolk, 61a Aylsham Road, Norwich, Norfolk, NR3 2HF 

• Email: info@ymcanorfolk.org 

• Telephone: 01603 621263 

Prevention Of Anti-Social Behaviour 

7.9 YMCA Norfolk seeks to prevent and minimise anti-social behaviour by: 

• Ensuring our clients are fully aware of their responsibilities when joining our services. 

This is explained at point of entry to their relevant service and further embedded within 

tenancy handbooks, regular resident’s meetings, sign up information, during support 

sessions when necessary and at venues for community activities.  

• Responding to issues raised with us in an appropriate timeframe. 

• Consider preventative measures in services to reduce any anti-social Behaviour such as 

ensuring diversionary activities are held, buildings are maintained to a good standard 

and adequate supervision of activities is sustained to reduce nuisances. 

• The Restorative Practice Policy (Policy 32) will be implemented in the first instance of 

anti-social behaviour or receipt of a complaint. 1-2-1 engagement working to address 

issues around behaviour in a support context will be used at every stage. 

• Training staff in de-escalation of behaviour and identification of support needs of clients 

that could lead to anti-social behaviour.  

• Undertake periodic reviews with Norfolk Police and the scheme location Local Authority 

to look at incidents and effectiveness of joint working and protocols and seek to identify 

improvements.  

• Working collaboratively with Norfolk Police and Local Authorities using information 

sharing protocols to robustly manage incidents of anti-social behaviour.  

Support for Complainants in Making a Complaint of Anti-Social Behaviour  

7.10 YMCA Norfolk is committed to supporting clients and external complainants in assisting them, 

where appropriate, in making complaints of anti-social behaviour and in ensuring that they 
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are kept informed of the progress of a complaint. The Complaints and Compliments 

Procedure (Procedure 02) will be followed when an incident of anti-social behaviour has been 

reported through a complaint to YMCA Norfolk. 

7.11 When an incident of anti-social behaviour has taken place in a service it is staff 

responsibilities to also report as an incident on the CCIA section of INFORM. 

7.12 The Service Manager will take responsibility for the progress of the complaint and through 

restorative practice adopted by YMCA Norfolk and other processes as appropriate to achieve 

an outcome of dealing with anti-social behaviour.  

7.13 The Health and Safety / Facilities Manager is responsible for reviewing any CCIA’s that are 

raised, to highlight any learning or any measures to reduce anti-social behaviour in the 

future. 

7.14 If a complainant is unhappy with the way the organisation is dealing with a complaint of anti-

social behaviour and/or harassment, they have the right to escalate the complaint to the next 

stage in accordance with the Complaints and Compliments Policy (Policy 20).  

7.15 Issues of anti-social behaviour relating to YMCA Norfolk can also be raised by clients at the 

service they attend to staff members available. Staff will be available and willing to support 

any service user raising a complaint or issue of anti-social behaviour.  

Support for Complainants and Victims of Anti-Social Behaviour 

7.16 YMCA Norfolk will outline support available to people who raise a complaint or report an 

incident of anti-social behaviour and those who are victims of anti-social behaviour. Where 

appropriate, the organisation will work with external agencies (such as Victim Support or the 

local CAB) in order to offer practical support to complainants and victims in whatever manner 

may be deemed appropriate.  

7.17 Clients of YMCA Norfolk can receive support from their Engagement Worker or other 

members of staff can direct them to appropriate support services.  

7.18 YMCA Norfolk will listen to and endeavour to act on the wishes and feelings of victims and 

complainants of anti-social behaviour.  

Support for Witnesses 

7.19 In certain circumstances, witnesses may be reluctant to come forward and give evidence of 

anti-social behaviour. YMCA Norfolk will actively support witnesses, working with other 

agencies as appropriate. 

7.20 As with complainants and those who report an issue of anti-social behaviour, YMCA Norfolk 

will direct witnesses to available support services if required.  

Support for Staff  

7.21 Staff may witness or raise issues of anti-social behaviour relating to clients. It is part of their 

work duties to raise the issue with their line manager and ensure appropriate action is taken 

to investigate the issue.  

7.22 YMCA Norfolk will offer staff support if required. Staff have access to Health Shield, which can 

provide benefits for support if required and staff are encouraged to use it.  

Partnerships 

7.23 YMCA Norfolk is committed to working in partnership with other agencies and organisations in 

order to maximise its effectiveness and benefit to the community. Such partnerships will be 

maintained and developed with a view to minimising instances of anti-social behaviour 

wherever it can.  
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7.24 Regular meetings take place with partners operating within the appropriate localities, in order 

to ensure that an integrated range of services is provided to vulnerable residents who might 

be the perpetrators of anti-social behaviour or, more often, the victims of anti-social 

behaviour.  

Possible Action Against Perpetrators 

7.25 All approaches will follow the Restorative Approach policy. We will encourage all parties to 

participate in mediation before we undertake more formal approaches to the issues raised. 

Once a formal process is instigated, we will work on a joint approach with Norfolk Police and 

the relevant Local Authority. This may lead to a Community Protection Notice or Acceptable 

Behaviour Contract where this is appropriate. 

7.26 As YMCA Norfolk provides accommodation for some of the most vulnerable members of the 

community, it attempts to ensure that as far as possible, action does not result in the loss of 

accommodation. However, in the most severe cases of anti-social behaviour, consideration 

will be given to the termination of a resident accommodation in conjunction with the Police 

and Local Authority. The Warnings, Terminations and Evictions Policy (Policy 34) will be 

followed if a resident is involved in anti-social behaviour, with the aim to support the 

resident. 

7.27 Clients in other services may face action if it is found they have been involved in anti-social 

behaviour at YMCA Norfolk services. This will vary depending on the service. For example, 

being banned from a service such as a youth club. In all cases, YMCA Norfolk will try a 

restorative approach to support clients involved in anti-social behaviour.  

Data Protection and Confidentiality 

7.28 We will adhere to the General Data Protection Regulation (GDPR). Information provided in 

relation to any anti-social behaviour case will be treated as confidential at all times and will 

be passed to external agencies as information on anti-social behaviour would be classed as a 

lawful basis of legal obligation and of vital interest, meaning the data can be processed 

without consent.  

7.29 We have agreed to enter into an Information Sharing Protocol with Norfolk Constabulary 

which sets out the agreement of the Police and partner Landlords for sharing information 

about individuals involved in incidents of anti-social behaviour. The aim of the Protocol is to 

share information to help reduce anti-social behaviour whilst respecting the individual’s rights 

in line with the GDPR. 

Procedures 

7.30 YMCA Norfolk is committed to seeing that adequate and firm measures are in place to deal 

with anti-social behaviour. In so doing, the Chief Executive Officer has overall responsibility 

for ensuring correct procedures are established and implemented to deal with incidents of 

anti-social behaviour. 

7.31 Complaints of anti-social behaviour will be treated in accordance with this policy and 

procedure and undertaken by the service manager. The Complaints and Compliments 

Procedure (Procedure 02) will be followed in responding to and escalating complaints.  

7.32 Complaints of anti-social behaviour will be recorded as complaints on INFORM and passed to 

the relevant Service Manager. They will take action to investigate and resolve in five working 

days of receiving the complaint. 

7.33 If a complainant makes an anti-social behaviour complaint directly to the Chief Executive 

Officer, they will direct the complaint to the correct manager to respond to.  
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7.34 Where there has been an incident of anti-social behaviour, then this will be recorded as part 

of an incident on INFORM or a safeguarding concern. If a client is thought to be involved in 

anti-social behaviour, this can be recorded as a daily log action.  

7.35 The methods we will use in dealing with issues of anti-social behaviour will take account of 

the following procedures.  

7.36 Initially we will try to resolve the issue through mediation in line with our Restorative Practice 

Policy (Policy 32). The Restorative Policy must be utilised throughout this process.  

Housing  

7.37 In our Housing services, the following procedure will be followed.  

7.38 In the first instance Housing Staff will work with the client to remedy under the Restorative 

Practice Policy (Policy 32) to stop the anti-social behaviour along with making reparation to 

those affected by the behaviour 

7.39 If the issue cannot be remedied restoratively then the service user will be put on a first level 

behaviour warning, and this will be logged on INFORM as part of the Warnings, Terminations 

and Evictions Policy (Policy 34). The letter will be given to the client with actions to undertake 

to prevent escalation of the warning’s procedure.  

7.40 Further warnings of anti-social behaviour will affect the young person’s tenancy.  

7.41 Continuation of the anti-social behaviour will result in a second level behaviour warning, and 

this will be logged on INFORM.  

7.42 Continuation of the anti-social behaviour will result in a third level behaviour warning, and 

this will be logged on INFORM.  

7.43 Further anti-social behaviour will result in a Notice of Intent to Seek Possession (NISP). A 

Notice of Intent should last no more than 28 days and clearly set out an agreement of 

measures required to maintain the tenancy. During the period of a NISP, if any part of the 

agreement is not adhered to, an application for eviction is made using the Evictions Checklist.  

7.44 If the behaviour is not stopped then Norfolk YMCA will seek to end the accommodation of the 

client causing the anti-social behaviour or work with the Police to undertake further legal 

measures to stop the behaviour continuing. 

Youth Clubs  

7.45 In our Youth Clubs, the following procedure will be followed.  

7.46 There is a three-strike rule for clients who behave anti-socially. A service user will be given a 

verbal warning from youth club staff. If this continues, they will receive a second verbal 

warning. Restorative approaches will be undertaken throughout the process.  

7.47 If anti-social behaviour continues after the two verbal warnings, then the young person will 

be asked to leave. The parents or guardians will be contacted if appropriate about the 

situation.  

7.48 If the behaviour is constant or at a high level, then the service user may be banned for a 

period of time as is decided by the youth club staff based on the level of behaviour. Parents 

or guardians will be contacted about the situation if appropriate.  

7.49 A restorative meeting will be agreed to try to allow the service user to return to the youth 

club.  
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Families Team  

7.50 The families team will continue to work with families who display anti-social behaviour and 

work with them around issues related to this using restorative approaches.  

7.51 For our work with families, staff will undertake the following if an incident of anti-social 

behaviour occurs when staff are supporting a family.  

7.52 In the event of an incident of anti-social behaviour by an individual or family member and the 

staff member felt threated or at risk, staff must immediately inform their line manager or 

OOH support whichever is appropriate at the time and report the incident. The staff member 

and their line manager would discuss at length the context of the anti-social behaviour and 

make a joint decision on the way forward. Future visits to the family will be planned and 

potentially request this change to having two staff members to support the family moving 

forward. The risk and safety plan would be reviewed. 

7.53 Training is available if required. The emotional and physical harm on the staff member will be 

considered. A restorative approach will be used in mediating between the family and or 

individual if this was felt appropriate. 

8. MONITORING & EVALUATION 

8.1 An analysis of complaints received/incidents reported, and complaints/incidents resolved will 

be compiled and reported to YMCA Compliance and performance Committee on a quarterly 

basis and annually to the Board. 

8.2 These reports will be used to assist the Board in assessing the prevalence of anti-social 

behaviour, the appropriateness of management action, and in reviewing these policies and 

procedures. 

8.3 As a part of its Annual Report, YMCA Norfolk will publish statistical data relating to complaints 

performance and make it available to residents and others who may have a legitimate 

interest.  

8.4 This policy may be reviewed at any time at the request of either staff or management but will 

automatically be reviewed 3 years from initial approval by the Executive Team and thereafter 

on a triennial basis unless organisational changes, legislation, guidance, or non- compliance 

prompt an earlier review. 

9. ASSOCIATED DOCUMENTS 

9.1 There are no documents associated with this policy. 

 

 

 

 

 

 

 


