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P U R P O S E  
To improve service delivery to customers who complain about the behaviour of an HHS tenant. To ensure that 
neighbour complaint are investigated and managed fairly and equitably and to capture the outcomes and 
learnings from neighbour complaints to improve service delivery.  

 
P O L I C Y  
This procedure outlines the process for managing complaints about the anti-social behaviour of any Haven; 
Home, Safe (HHS) tenant, regardless of the programme under which their tenancy has been granted. 
Complaints about the way the neighbour nuisance complaints process has been managed by HHS should be 
dealt with under the Complaints and Appeals SOP.  

There is no precise definition of antisocial behaviour or neighbour nuisance. Broadly, it is acting in a way that 
causes or is likely to cause alarm or distress to one or more people in another household.  

To be antisocial behaviour, the behaviour must be persistent.  

The term is used to describe actions that unreasonably interfere with or could interfere with an occupier’s 
normal use and enjoyment of their home, garden or neighbourhood.  

The definition extends to behaviour that can create a nuisance or annoyance to another person connected 
with the property, including staff and contractors of Haven; Home, Safe and which has an effect on the 
housing management of the property. 

 
P R O C E D U R E  

1. Receiving a report of neighbour nuisance  
1.1 Neighbour nuisance complaints can be made by anyone either directly or via a third party such as the 

Police. Reports can be made via the telephone, in writing, in person or via the website.  
1.2 In the first instance, complainants should be encouraged to try to sort out minor issues by speaking to 

the neighbour themselves. However, if the complainant has already done so or doesn’t feel able or 
safe to do so, the matter should be logged as a neighbour nuisance complaint.   

1.3 If the complaint is received via the telephone, the person taking the call should complete the risk 
assessment matrix with the caller.   

1.4 They should reassure the complainant that:  
• Their case will be investigated;  
• Help and support is available;  
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• Information provided will be treated as confidential.  
1.5 If the complaint is received in writing, the Tenancy and Property Manager (TPM) has two working 

days from when the complaint is received to contact the complainant and complete the risk 
assessment matrix. Where there is violence or threats of violence involved, the TPM has one working 
day to make contact/visit the complainant and complete the risk assessment matrix. 

1.6 The TPM should review the risk assessment matrix to assess the risk of the case, according to the 
likelihood of the incident reoccurring and the potential seriousness of the possible outcome. The risk 
assessment will be based on:  
• The information provided.  
• Additional information the Agency holds on the person reporting and any other likely 

complainants.  
• The information the Agency holds on the alleged respondent.  
• Any additional information known from partnership forums or other agencies.  

2. Anonymous reports  
2.1 Where a person reporting neighbour nuisance wishes to remain anonymous the TPM dealing with the 

report should:  
• Reassure them that if they do give their identity the Agency will not inform the alleged respondent 

without their permission.  
• Gain as much information as possible about the incident.  
• Discuss the action that can be taken to tackle the issue, including the support and protection that 

can be provided.  
• If the complainant still wishes to remain anonymous, the TPM should explain the limitations it 

imposes to investigating the matter and agree to a form of action.  
• All anonymous reports must be recorded on the Kypera complaints module and investigated as a 

potential tenancy breach in line with the Operational Guidelines for Tenancy Breaches.  
 

HHS has a detailed operating procedure on how we work with the complainant to seek satisfactory resolution 
for parties involved. Case closure will be communicated to the complainant once an action plan has been put 
in place.  

 
 

 


