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Introduction and background 
 
The Wheatley Group (The Group) is Scotland’s leading housing, care and property 
management organisation.  It comprises of five Registered Social Landlords (RSLs), 
one care organisation and one commercial organisation. In addition to these 
organisations, the Group also entered into a joint venture in April 2017 with City 
Building Glasgow.  

As the largest and most diverse landlord in Scotland, we recognise the crucially 
important role we have in ensuring our communities are calm and peaceful places to 
live. Your Home, Your Community, Your Future, our 2021-26 five-year strategy, 
identifies that feeling safe and secure in their home and community is one of the most 
important priorities for our customers. All parts of the Group have a shared 
commitment to improving not just homes but the lives of those in our communities.  

As a Group we are nationally and internationally recognised for defining excellence 
and have an outstanding track record in delivering sector leading standards of service 
and innovating in all fields in which we operate.  

We are already regarded as sector leading in our approach to anti-social behaviour. 
Our Community Improvement Partnership (CIP) in Glasgow broke new ground in close 
and effective working between Wheatley staff, police and the fire service.  The CIP 
has now been developed into a true Group wide resource that influences partner 
priorities and facilitates joint working and the sharing of data across the different 
organisations resulting in improved services for our communities. It covers a range of 
inter-related areas including homelessness, allocations and group protection as well 
as anti-social behaviour. 

We have established a holistic approach to key services that our customers need 
through the creation of our Wheatley 360 service. It brings together housing, 
environmental and support staff with police to deliver a seamless personalised 
approach across a comprehensive range of ‘wrap-around’ services that provide a life-
line for our customers.  

We know from our customers that anti-social behaviour plays a major part in whether 
they are happy in their home and neighbourhood, whether they feel safe as well as 
how satisfied they are with us as a landlord.  This can be true whether it is serious, 
high level crime or issues relating to factors such as noise.  Our priority will therefore 
always be to resolve and reduce anti-social behaviour so that our customers can live 
peacefully.  We will use enforcement wherever necessary to achieve that aim.  Our 
customers will be at the centre of helping us to identify the issues that matter to them 
and telling us when we have resolved them. 
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Our experience shows us that there is a great deal of benefit to tackling some of the 
root causes of anti-social behaviour while continuing to use enforcement as required.  
This means working towards prevention wherever possible.  This can be done in a 
variety of ways including early intervention before matters escalate, helping 
neighbours to understand one another and through an empathetic approach to the 
vulnerabilities and trauma many victims and perpetrators have already experienced in 
their lives.  Developments we have already put in place include new and ground 
breaking policies around domestic abuse, sex offenders, hate crime together with child 
and adult protection. 

This approach helps us to avoid a repeat cycle of enforcement and intervention which 
does not resolve the problem.  It provides a firm basis for robust enforcement action 
where our efforts to change behaviour do not work. Enforcement will continue to be a 
key resource, for example where the nature of the behaviour is very serious and having 
a significant impact on the community, where the perpetrator shows no inclination to 
engage with help or where that help does not succeed and the community is being 
detrimentally affected.  

Our new Framework will take these developments to the next level, accelerating the 
creation of calm and peaceful communities where people are proud to live. We have 
set a challenging target that by 2026 over 70% of our customers live in 
neighbourhoods we classify as peaceful. It will also support many of the other key 
aims in the strategy.  These include the increase in the number of homeless 
households we house – many of these are likely to be vulnerable or have suffered 
trauma so our approach will help ensure that these households settle while 
maintaining stable communities.  It will also help support the increasing focus on 
preventing homelessness from occurring in the first place by supporting vulnerable 
households who might otherwise have become homeless as a result of either 
perpetrating or being impacted by ASB.  

Customers will co-create our approaches and priorities using our new customer 
engagement framework “Stronger voices, stronger communities”.  Our new 
operating model, developed to support our Group Strategy, is based on highly skilled 
staff who can empower customers to get the services and support they require.  We 
will increasingly look to digital and easy access approaches so that people can quickly 
tell us what they want us to hear. In turn we can then respond effectively and quickly 
while ensuring that no-one is left behind where they don’t have digital skills.   

This Framework will embed our approach to anti-social behaviour across all areas of 
the Group.  Our aim is that all our staff will have an understanding of anti-social 
behaviour and the skills to help customers take the first steps to resolution. We will 
work with our customer facing staff to ensure that they have the training they need to 
deliver this aim. Training will apply across all services including the customer service 
centre, housing officers, concierge and care staff so that they can respond well to anti-
social behaviour and can understand underlying issues which may be relevant. 
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Our approach is laid out within this Framework under five distinct themes. These are:  

 
Prevention;  
Early and Effective Intervention;  
Asset Based Approach;  
Changing Lives and 
Enforcement.   
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Our Organisation 
 

Wheatley Group has a unique integrated Group value proposition that gives our 
customers unrivalled access to expertise and resources across housing, 
homelessness, care, support, advice, training, volunteering and employment.  Our 
Subsidiaries are: 

   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Wheatley Homes Glasgow is Scotland’s largest social 
landlord.  WHG works closely with Glasgow Police Division 
and the Glasgow City Council Multi Agency Tasking & 
Coordinating Group to tackle anti-social behaviour. 
Wheatley Group are also represented on Glasgow’s 
Strategic Community Panning and Safe Glasgow Groups. 
Glasgow, as Scotland’s largest city, has the highest 
proportion of our anti-social behaviour. The proportion of ASB 
incidents reported to us in WHG is broadly in line with its 
proportion of stock and accounts for almost 80% of our cases. 
This is often concentrated in areas of high deprivation – in 
2019 nearly half of Glasgow’s population lived in areas 
identified as amongst the 20% of most deprived communities 
in Scotland. Almost a quarter of the most deprived zones in 
Scotland are to be found in Glasgow. 
 
Wheatley Homes South – formerly Dumfries and Galloway 
Housing Partnership - joined Wheatley Group in December 
2019 with 10,300 affordable homes spread from Dumfries to 
Stranraer. It provides the majority of the social rented stock in 
the area. WHS have well established links with their local 
police division to ensure a joined up and effective response is 
provided to all reports of anti-social behaviour. Outside 
Dumfries the area is largely rural with long distances between 
communities. One third of the population live in communities 
with less than 500 people.  Approximately 10% of data zones 
in Dumfries and Galloway are amongst the 20% most 
deprived in Scotland. The nature of deprivation in such a rural 
area means that these areas tend to be highly concentrated 
and also suffer from poor connections – both physical and 
digital.  
 
Wheatley Homes East – formerly the two separate social 
landlords, Dunedin Canmore and West Lothian Housing 
Partnership – provides more than 5,500 homes across 
Edinburgh, the Lothians and Fife.  They work with 3 Police 
Scotland divisions (Edinburgh City, Lothian & Borders & Fife 
Division). Wheatley have 2 seconded police officers working 
with frontline staff in the east of Scotland to tackle antisocial 
behaviour. Edinburgh has just under 15% of its datazones in 
the most deprived 20%, while Fife has 20% and West Lothian 
15%. 
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Loretto Housing Association has more than 2,500 
affordable homes across the central belt and works closely 
with a number of local authorities and police divisions to 
tackle anti-social behaviour.  Our Loretto housing has a 
higher proportion of customers in supported or specialist 
accommodation where we work closely with care 
colleagues. 
 
Wheatley Care provides services to approximately 7,000 
customers each year. Wheatley Care’s innovative Tenancy 
Support Service is integral to supporting vulnerable 
customers and works closely with Wheatley 360 resources 
to prevent, and respond effectively to, antisocial behaviour. 
Our wider care services provide support to customers in a 
whole range of areas including homelessness, alcohol 
abuse and other vulnerabilities.  Some of our vulnerable 
customers will receive support from Wheatley Care.  While 
the majority will receive care from other providers our 
expertise means we work to ensure our customers receive 
the services they need.  
 
Wheatley Foundation invests over £3million annually on 
improving the life opportunities of disadvantaged people in 
Wheatley’s communities which includes funding our Home 
Comforts and Eat Well services to customers experiencing 
poverty. It provides jobs, training and apprenticeship 
opportunities to many of our customers. These 
opportunities have given customers with some of the most 
challenging histories opportunities, optimism and better life 
chances. 
 
Wheatley 360 is our wraparound support division changing 
lives from every angle. Its role is at the heart of making our 
communities safer and helping people to settle in their 
homes.  It encompasses the Community Improvement 
Partnership who work with seconded officers from Police 
Scotland.  This has demonstrated the effectiveness of joint 
working and knowledge sharing across housing, care and 
police. Our anti-social behaviour team work closely with 
communities and households impacted by or perpetrating 
anti-social behaviour to provide advice, support and 
resolution. Concierges and neighbourhood environmental 
teams provide a local and visible service. They keep our 
communities clean, tidy and provide a friendly face.  Our 
Think Yes approach allows them to do much more – helping 
our customers where they most need assistance. W360 
also includes the homelessness and allocations teams 
which will create an important synergy as we help people to 
settle in resilient neighbourhoods. 
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Building on Our Success 
 

Investing in our Futures, the Wheatley Group’s first five-year strategy, delivered 
outstanding customer satisfaction and raised the bar in Scotland and beyond for 
performance results and business efficiency in housing, care and property 
management.  Over the last five years we have worked with our customers and 
communities to ensure our neighbourhoods are places customer are proud to live. 

The Community Improvement Partnership (CIP) was first established in 2010 by 
Glasgow Housing Association, Strathclyde Police and Strathclyde Fire and Rescue.  
In 2017 we undertook a strategic review of our CIP and created a brand new operating 
model. 

As the CIP has developed the benefits of closer links with a range of services became 
clearer.  It became apparent that there were overlaps in the knowledge and services 
required for some customers who were homeless, for those suffering from or 
perpetrating ASB and in relation to protection and safety issues such as domestic 
abuse and vulnerable adults. 

As a result, in 2018 the Scottish Justice Secretary, Humza Yousaf, launched our new 
holistic approach -  Wheatley 360. Its focus is to deliver a more seamless, personalised 
approach across a comprehensive range of ‘wrap-around’ services that provide a life-
line for our customers whilst improving their safety, wellbeing and resilience. The CIP 
sits at the centre of this service providing core services and insight in relation to safety 
and vulnerability. 

As part of the development of Wheatley 360 we have brought together housing, 
environmental and support staff from the Wheatley Group with our CIP police and fire 
officers to tackle everything from antisocial behaviour and fire safety to fly-tipping, 
graffiti and food and fuel poverty. Services are co-designed by our staff and our 
customers to address the underlying causal issues to ensure that vulnerable tenants 
are provided with sustainable solutions that enable them to live safely, whilst enjoying 
their homes and creating thriving and sustainable communities.    

The following unique examples are just some of the ways we are currently tackling 
and preventing anti-social behaviour across the Group: 

Dedicated Specialist Resources 

We reviewed the way we deployed our seconded policing team using detailed 
analytics and feedback from our customers and staff. This led to the creation of a two 
shift police team increasing our coverage at critical times by almost 300%. This 
included the provision of 2 dedicated officers to support our customers and staff in DC 
& WLHP. 
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A new Police Information and Intelligence Support Unit was created to support the 
new two team operating model and to ensure our frontline staff received the most up 
to date police information that was critical to resolving their antisocial behaviour 
investigations. In the last twelve months this new team have managed more than 
2,600 information requests from front line staff, proactively disclosed over 600 
incidents of ASB and have processed more than 1,300 community information and 
intelligence reports. In the past it could take up to four weeks to get disclosure 
information from local policing. 

The CIP’s high profile position within Police Scotland ensures that we are always in 
the fortunate position to recruit the most experienced and best qualified officers from 
across the country. For example, our current team of officers has the following skill 
sets: a hate crime champion, crime prevention & architectural liaison officer, 
community information and intelligence gathering specialists, community and youth 
engagement champions, domestic abuse investigators, public order specialists and 
behavioural detection trained officers. In addition, all our supervisors are trained police 
incident officers who are able to lead and manage serious incidents and complex 
investigations. 

Our police officers’ specialist knowledge is used every day across the Group to support 
both our customers and staff whether a crime prevention officer is assisting our new 
build CoE or our hate crime champion is advising our Group Protection Team. Our 
ability to deploy this specialist resource anywhere in the Group is a unique ability and 
has brought many successes including the arrest of 2 fire starters inGlasgow. 

Partnership Links 

The CIP have a unique relationship with Police Scotland through our seconded police 
team. The CIP Management Team meet monthly with Police Scotland’s Partnership 
Development Manager who is part of the newly created Partnerships, Prevention & 
Community Well Being Division. This provides unparalleled access to additional 
support services and national resources. A recent example of this is the support the 
division are providing to develop a public health approach to drug deaths in DGHP. 
Dundee City are the sector leaders in this approach and are sharing their experiences 
and expertise through Police Scotland to the CIP who will tailor this approach for 
DGHP. 

Innovation & New Technology 

Our CIP Team are empowered to develop, test and deliver innovative and 
collaborative changes to suit emerging threats and provide the right mix of services to 
meet our customer’s needs. A recent example of this was the Group’s decision to 
purchase the Noise App, an innovative digital way for our customers to record and 
report noisy neighbours in a safe way that is compliant with data protection regulations. 
This will have a particularly positive impact on an issue that now represents more than 
50% of customer complaints to our RSLs. 
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We are also at the forefront of working with a major software company to develop the 
optimum antisocial behaviour, domestic abuse and vulnerability case management 
platform that will revolutionise the way we record, report and resolve complex cases 
relating to antisocial behaviour and vulnerability. 

The Group is collaborating with Police Scotland and the Scottish Community Safety 
Network to bring to Scotland for the first time an innovative, secure, digital platform 
‘Community View’, This will enable the us to gain a real-time understanding of opinions 
from customers about our deployments and the wrap around services we are 
providing. Local engagement has been critical to the success of the CIP and this and 
other similar developments will take our digital partnership with our customers to the 
next level. 

Anti-social behaviour 

Our Antisocial Behaviour Interventions & Preventions Team (ASBIP Team) consists 
of 15 members of staff who are all highly skilled and trained in effectively 
investigating and managing the groups most serious/complex and persistent types of 
antisocial behaviour across Group.  The team utilise their skills in adopting a 
collaborative, problem solving approach to tackling antisocial behaviour, whilst 
engaging fully with all parties to understand and provide the most appropriate 
support and guidance.    
 
The teams’ primary focus is to work with colleagues and partners to deliver effective 
intervention and prevention focussed services that seek to support and address the 
causal factors of ASB, whilst also support those affected by it. The ASBIP Team also 
provide invaluable support to the Groups front-line teams, specifically our Housing 
Officers, in offering guidance and support to assist them in their day-to-day role in 
managing ASB.   
 

Our ASBIP Officers are all highly skilled in preparing cases to be lodged into court 
where cases cannot be resolved, and enforcement is required. They will lead 
evidence on behalf of the organisation, whilst representing our customers and 
communities.  

 

Unique Approach to CIP Deployments 

The creation of our CIP Operating Model (Customer REASSURES) has ensured that 
we have continued to develop our understanding of the issues that negatively impact 
on the safety and well-being of our customers and communities. We have adapted our 
approach in line with changes across the world and locally in our communities.  This 
meant that, during the pandemic, we continued to be visible and accessible to our 
customers. 
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Our new approach involves operating in both the physical and virtual environments 
increasingly extending our presence into the digital world. It makes strong use of data 
analytics to inform priorities.  For example, the data we now collect has shown us that 
the majority of complaints are around noise related issues and that this has been 
exacerbated during the Covid-19 restrictions.  These complaints are a low priority for 
police but have a major impact on our customers.  Our interventions are now designed 
to have a focus on noise issues, alongside other issues identified by our customers. 
In addition, our data shows us where there is high incidence of ASB, and the nature 
of it. This enables us to target intervention at communities suffering the most, or seeing 
a sudden increase in incidents, working with residents to tackle the issues that matter 
most to them. Our early work in this area has shown the major positive impact that can 
be achieved within our communities 

 

Our approach to tackling and preventing antisocial behaviour has delivered sustained 
change and improvements in a number of communities across the Group as can be 
seen from some of the results achieved since the introduction of our new operating 
model: 

 During a CIP deployment to a community in Dunedin Canmore our approach 
resulted in a 12.5% reduction in customer reported antisocial behaviour which 
increased to a 14% reduction after six months. The turn around and sustained 
improvements in this community led to very positive coverage in the Edinburgh 
Evening News and a walkabout and photo shoot with our Director of Housing 
and local MSP 
 

 In Blairdardie, GHA a CIP deployment led to a 44% reduction in customer 
reported antisocial behaviour including a 51% reduction in noise, 62% reduction 
in violence and a 13% in disorder. Our 6-month review post deployment 
highlighted a further improved and sustained reduction of 32% in customer 
reported antisocial behaviour. 
 

 Whilst in Govan a CIP deployment achieved similar overall results but also a 
particularly striking 60% reduction in youth related antisocial behaviour. This 
was one of our communities’ top priorities. This performance resulted in the 
Govan Ward being removed from the City’s, Multi Agency, Tasking and 
Coordinating Groups top priorities for the first time in three years. Our approach 
also received praise from the Scottish Justice Secretary Humza Yousaf and 
was subsequently awarded Cash Back for Communities funding which has 
been used to support much needed youth outreach work. 
 

 Our most recent deployment to Wyndford achieved a 26% reduction in 
customer reported incidents of antisocial behaviour, a 30% reduction in disorder 
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and a 54% reduction in violence. A focus on the customer priority of drug 
dealing led to 14 drug dealers being arrested with over 6kg of drugs in total 
recovered after 5 house searches. This is the first ever deployment that was 
based on our Group Strategic priority of creating ‘Peaceful’ communities. The 
deployment continued until all five data zones incorporating our 1,500 homes 
had moved from being merely safe to calm and peaceful communities. The 
comments below were made by local customers and partners: 

 

“It is this level of joined up working that will inspire and nurture connections 
within the community” - Head of Wyndford Nursery following CIP actions in relation 
to threats and ASB. 

 

“The increased police presence can be felt, you can see the difference, it’s like 
back to when we first moved in and had community police officers” - Elderly 
Cube resident to Housing Officer. 

 

“I now appreciate that my actions are unacceptable and I am trying my best to 
change my behaviour” – Anonymous perpetrator of noise, following package based 
CIP police interactions and warnings (no further calls to date) 

 

“This is an excellent partnership which is having a great impact on the Wyndford 
area” -   Local Councillor and Cube Resident, Chair of Safe Glasgow Group 

 

“In what has been a challenging time, our colleagues at CIP have been an 
invaluable resource to the team. It’s great to see the benefits this partnership 
has brought to Wyndford.” - Head of Housing, Wheatley Housing Group 

Our approaches to tackling crime and antisocial behaviour have been widely 
recognised across the Country. This includes the Scottish Government’s Divert & 
Deter, Serious and Organised Taskforce recognising the CIP operating model as best 
practice – resulting in a delegation from the Home Office visiting Wheatley. Police 
Scotland’s Partnerships Prevention & Wellbeing Division have recognised the CIP 
Operating Model and promote our approach to their other partners. They regularly 
bring visiting forces from across the world to showcase the work they do in partnership 
with Wheatley. Two recent examples are the visit of the Deputy Chief Officer from 
Toronto and of 20 Senior Officers from Beijing. 
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Our Vision to End Antisocial Behaviour 
Strategic vision: Our Antisocial Behaviour Prevention and Mitigation Framework will 
create calm, peaceful and sustainable communities where people are proud to live. 
  
Our aim:  To build on our sector leading anti-social behaviour work through 
embedding a strong prevention led approach across all our services, directed by our 
customers and supported by strong digital services and robust enforcement where it 
is needed. 
  
We will deliver this aim by successfully achieving the following five key outcomes: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

EARLY INTERVENTION 
Our focused early and effective interventions will divert people 

away from being involved in antisocial behaviour 
 

CHANGING LIVES 
We will provide our customers with better life choices and 

chances and create better lives through education, training and 
employment opportunities. By doing so we will divert them from 

pathways into crime and antisocial behaviour 
 

ASSET BASED 
We will focus on our community assets and strengths. By 

supporting, developing and mobilising these we will build more 
resilient communities and individuals that have the confidence 

to drive improvements from the inside out 
 

ENFORCEMENT 
In the event that our prevention and early intervention 

approaches have not impacted on antisocial behaviour we will 
enforce all appropriate and proportionate legal means at our 

disposal to stop antisocial behaviour occurring 

Aim 
To build on 
our sector 
leading anti-
social 
behaviour 
work through 
embedding a 
strong 
prevention 
led approach 
across all our 
services 
directed by 
our 
customers 
and 
supported by 
strong digital 
services and 
robust 
enforcement 
where it is 
needed 

PREVENTION 
Our collaborative and targeted prevention and protection 

activities are improving community safety and wellbeing and 
supporting the development of sustainable communities 
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This structured approach to anti-social behaviour focuses on ensuring that our 
customers will be empowered to make their own choices about the services they want, 
be properly equipped to do things for themselves and involved in the design of 
products and services from start to finish.  It will support digital provision of services 
where these are appropriate, recognising that it is important that “no-one is left 
behind”.  In particular, we recognise that those who are living in socially deprived 
communities may have particular challenges in gaining access to or using digital 
services.  

Success will be dependent on strong relationships with our customers and 
communities.  They must feel confident to report issues and information to us and our 
partners, knowing we will use it effectively for prevention and enforcement. Our ability 
to provide quality resolutions to issues and to respond to customer feedback will be 
vital to this.  

Our “confidence cycle” will be an important element of this approach.  This helps 
increase people’s willingness to provide information and report issues.  In turn, the 
information we receive can be used to target crime, reducing incidence and creating 
a more peaceful community.  This then further encourages the community to have 
confidence in sharing information with housing officers and police to create further 
benefit.  
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d 

Community 
Information 

Reports

2. 
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Early
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&

Prevention

3. CIP Team 
deploying 

into Priority 
‘Safe Zones’
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5. Turns 
Safe zones 
into  Calm 

zones
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We have created a model to define communities as safe, calm and aiming to have 
70% of our communities meeting the definition of “peaceful” as shown in the matrix 
below. 
 
 

 
 
 
This Framework recognises that preventing antisocial behaviour requires a 
partnership of many organisations.  We will continue to support local authorities and 
Police Scotland in their statutory role to prevent anti-social behaviour.  Our people are 
supported and trained to think innovatively, to think yes together with their customers 
and to provide leadership in digital transformation. We will use this innovative style to 
help provide thinking which challenges and encourages a new approach to services. 
We will work with partners across the country to share innovation and best practice to 
deliver our aims. 

Excellence is embedded in the Wheatley DNA, so we will build on the innovative 
approaches that we have used to date. We will continue to push towards outstanding 
service, challenging our performance and outcomes in each area. As part of our new 
relationship with customers, we will measure this in different and more stretching 
ways, looking to further improve the aspects of service which matter most to 
customers. 

  

Low Volume and 
Stable/Improving

Low Volume yet 
Emerging 

Deterioration

Low Volume yet 
Sustained/Progress

ive deterioration

High Volume yet 
Stable/Improving

High Volume yet 
Emerging 

Deterioration

High Volume yet 
Emerging 

Deterioration

Levels of affluence and 
Improving

Peaceful Peaceful Peaceful Peaceful Calm Calm

Levels of affluence yet 
Worsening

Peaceful Peaceful Peaceful Calm Calm Safe
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Peaceful Peaceful Calm Calm Safe Safe

Levels of deprivation and 
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Peaceful Peaceful Calm Calm Safe Safe

Public Reported Incidents of ASB
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Voice of the customer  
  
In line with our Group Strategy, the process of refining and developing our services 
in relation to anti-social behaviour will be led by our customers.  Wheatley customers 
already influence services through a wide range of engagement processes. Our new 
Engagement Framework “Stronger Voices, Stronger Communities” puts customers 
at the heart of decision making. This is particularly important for customers and 
communities experiencing anti-social behaviour where a sense of powerlessness to 
effect change can exacerbate the situation.   
 
Our new approach ensures customers are at the heart of planning and decision 
making.  This will help to replace that sense of powerlessness with confidence that 
change can be achieved.  We know that this engagement will also have a powerful 
effect in building resilience in our communities. 
 
The diagram below shows some examples of how this will work in relation to our 
anti-social behaviour services. 
 
 

 
  
    
 This Framework will take engagement to a new level for those customers who have 
experienced or are experiencing the impacts of anti-social behaviour.   We recognise 
that our customers may have many issues in their lives and will ensure that our 
engagement approach makes it as easy as possible for people to talk to us and to 
become involved in directing service decisions. Our partners will also be working to 
engage with customers so we will work with them to ensure maximum joint benefit 
from each engagement.  The diagram below sets out the key pillars of our 
approach.  
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Our engagement approach will mean that customers direct our approach across a 
range of areas.  It will include: 

 Identifying the priority issues in their own community; 
 Develop the best ways to strengthen neighbourliness in their areas; 
 Help empower their community and others around them to take control of 

situations and build capacity 
 Engaging with us on the when, how and where of our anti-social behaviour 

work; and 
 Directing support received from us so that it works best for the customer. 
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National & Group Context 
 

In terms of national policy, the ‘Promoting Positive Outcomes: Working Together to 
Prevent Antisocial Behaviour in Scotland’ framework (published in 2009) remains the 
Scottish Government’s most recent antisocial behaviour policy document. When 
developing antisocial behaviour strategies, and looking at new approaches to service 
design and interventions, it still provides the strategic direction for Local Authorities, 
Housing Associations and other statutory partners to follow.   

Its’ principal aim is to prevent antisocial behaviour from happening in the first place by: 

 Encouraging agencies to work together more effectively;  
 Involving communities more closely in developing local solutions; and  
 By communicating positive, evidence-based messages about our people and 

places.  
These aims are still relevant today and both our Group Strategy and this Framework 
are committed to prevention, community involvement, positive messaging and joint 
working. Our Framework builds on these by taking the next steps. These include 
developing customer control and real co-creation of services, not just consultation 
processes and seeking to influence our partner agencies to adopt a similar approach. 

The Scottish Government recently commissioned the Scottish Community Safety 
Network to undertake some up to date research. This research, which was published 
in July 2020, aimed to provide an updated picture of antisocial behaviour in Scotland. 
Some of the key findings were: 

 Levels of ASB have decreased over the past 10 years and the public have 
noticed this decline in their areas. 29% of adults in 2017/18 thought ASB was 
common in their area which is down from 46% in 2009/10;  

 Those living in the most deprived areas, in socially rented housing and in large 
urban areas, as well as younger people, are more likely to perceive ASB issues 
in their area; 

 While it is an improving picture, there is still a strong link between ASB and 
deprivation, possibly as a result of more densely populated communities and a 
lack of community facilities; 

 Perceptions of ASB and who engages in it are often inaccurate and influenced 
by stereotypes; 

 Court action for ASB has decreased over the last 10 years, reflecting a shift 
from treating ASB as an issue of law and order that requires sanctions to one 
of addressing perpetrator vulnerability to prevent ASB. 

In recent years a growing body of research has directly linked the prevalence and type 
of antisocial behaviour in our communities to issues such as childhood adversity/ 
victimisation and poverty.  
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International research has shown that a significant number of adult perpetrators of 
certain crimes and antisocial behaviour have experienced high levels of childhood 
trauma and maltreatment. These are commonly known as Adverse Childhood 
Experiences or ACEs. This body of evidence is also reflected within Scottish statistics 
where we know that: 

 45% of adult prisoner survey respondents reported that they had been 
physically abused in their homes as a child; 

 61% of adult prisoner survey respondents had been bullied at school or 
somewhere else; and  

 56% of young people in custody said they had been sworn at, humiliated or put 
down by an adult in their own home. 

The ten most commonly measured ACEs are categorized as follows: 

 

Drug and alcohol misuse is a major issue across Scotland.  Levels of misuse tend to 
be higher in areas of social deprivation but it is an issue in all our RSLs. We know that 
drug and alcohol dependencies can increase the likelihood of anti-social behaviour. 
Evidence suggests that in many cases the root cause of people becoming addicted to 
drugs and alcohol can be traced back to traumatic experiences in their childhood.    
Being able to support and treat customers to help them overcome or reduce use 
should be a key part of limiting ASB.   

To do this we will need our customers to have quick and easy access to the support 
services they need, delivered by our partners in health and local authorities. We will 
help ensure that our customers’ voices are heard by the organisations responsible for 
providing specialist support and we will work in partnership with those organisations 
to ensure that services are as seamless as possible. Our training and employability 
options form a key part of supporting customers with substance misuse issues.  
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Providing hope and a purpose in life can help avoid a spiral of decline in misuse and 
help those recovering from addiction. 

We have seen the impact that embedding specialists within our teams has delivered 
in areas such as domestic abuse and suicide prevention.  We will expand this 
approach to work with our local authority and health and social care partnership 
colleagues in relation to addictions.  In addition, we will look to bring learning from 
substance abuse professionals into the training that we will give our staff. 

Mental health issues are growing in prevalence in society.  It is likely that the covid-19 
pandemic will only increase this trend.  Our experience is that issues can often arise 
where our customers have low level mental health issues.  These are often not 
sufficient for them to meet the criteria for specialist support.  Despite this, our 
customers can struggle to live safely in a home and some will also behave in an anti-
social way as a result.  Using our care expertise and strong partnerships, we will seek 
to find ways to increase the support to these customers. 

Increasingly our partners are developing a similar approach and our joint objectives 
will support the achievement of the best results for customers.  A key outcome for 
Police Scotland is “To protect people effectively, Police Scotland will evolve, 
sharpening its focus on keeping people safe from harm, whilst embracing innovative 
technologies and partnerships. Police Scotland will continue to be a key contributor to 
local joint planning and delivery, as well as to national cross-sectoral partnerships, 
helping drive a shift to prevention and early intervention across services.” 

Similarly, the Scottish Fire and Rescue Service has a strategic outcome to “work in 
partnership with communities and others in the public, private and third sectors, on 
prevention, protection and response, to improve the safety and well-being of people 
throughout Scotland”. 

Prevalence of crime and anti-social behaviour 

For much of the last 10 years there has been a general decline in the number of 
recorded crimes in Scotland. Between 2018-19 and 2019-20, crimes recorded by the 
police in Scotland remained almost unchanged, increasing by less than 1% from 
246,480 to 246,516. The 2019-20 figures include 1,681 new crimes recorded under 
the Domestic Abuse (Scotland) Act 2018, following its enactment on the 1st April 2019. 
The recording of crime remains at one of the lowest levels seen since 1974. 

We know that ASB levels have increased significantly during the pandemic.  The 
Police have recorded an increase in ASB issues of approximately 35% in Glasgow 
City.  Across the Group, we have seen a slightly lower increase at 27%.  Most of the 
increase has been related to noise and the impact of people being at home far more.  

Our CIP has a well-established information sharing approach that provides us with 
detailed intelligence on all antisocial and violent behaviour in or around Wheatley 
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properties. This information can be broken down by Subsidiary and then Local 
Housing Office or ‘patch’. 

The data we now have has already allowed us to develop services which target key 
issues.  For example, our increased understanding of domestic abuse issues has 
allowed us to create the Group Protection Framework with a range of increased 
supports for victims and actions against perpetrators.  Our data has shown that noise 
issues are the cause of the majority of complaints.  These tend not to be a major 
focus for police work but do have a significant impact on our customers’ wellbeing.  
We have developed a number of strategies to deal with noise issues which will be 
expanded during the course of this Framework. 

The changing nature of crime 

Serious and organised crime (SOC) affects more UK citizens, more often, than any 
other national security threat. It has a daily impact on citizens, public services, 
businesses, institutions, national reputation and infrastructure. SOC is estimated to 
cost the UK economy at least £37 billion a year, with this cost increasing year on year. 
This figure is highly likely to be a significant underestimate, particularly in relation to 
areas such as fraud. 
 
The shifting demographic in Scotland has a major influence on how public services 
must work together to protect the most vulnerable people in our communities. Adult 
concern calls to Police Scotland have risen by 13.7% in the last two years, with a 
significant proportion of calls relating to vulnerability. 
 
Advancing technology gives offenders new tools to commit and hide their crimes. 
Today’s criminals can sell drugs, share indecent images of children, or hack into 
national infrastructure from anywhere in the world, communicating covertly through 
encrypted services and moving illicit finances at speed. Notable trends in the past year 
have related to the criminal use of encryption tools, the dark web and virtual 
currencies. 
 
Advances in technology have also led to an increased threat of cybercrime, the use of 
technology in recorded cases of fraud has increased significantly in the past year, and 
67% of stalking / harassment crimes now have an element of digital enablement. 
 
Child sexual abuse and exploitation (CSAE) remains a high-volume offence, with 
recorded instances increasing across Scotland. It covers a range of crimes, from 
offending in the family context, to generation of indecent images, online grooming, 
blackmail and extortion. 
 
These changes in digital and online behaviour have a significant effect on our 
communities.  Disputes between neighbours can often be rapidly escalated via social 
media making it harder to resolve.  The advent of social media has also vastly 
increased the incidence of outings of sexual offenders (accurately or otherwise), again 
causing disruption in our communities.  While the crime element of this trend is dealt 
with by the Police we increasingly have to support our communities and deal with the 
outcomes. 
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Our approach will take account of these changing trends.  It will seek to ensure that 
our communities are alert to new forms of crime and new methods of committing crime 
so that they can protect themselves from these. Our approaches will ensure that we 
take a whole community view, seeking to minimise the disruptive impact on our 
customers. 
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Our Strategic & Operational Response 
Prevention 
 
Our Aim: 
 
Our collaborative and targeted prevention and protection activities are 
improving community safety and wellbeing and supporting the development of 
sustainable communities. 
 
 
We know that feeling safe and secure in their home, and community, is extremely 
important to our customers and this in turn directly affects local demand and 
community stability. To successfully deliver this goal, customers must be at the centre 
of our work so that we are clear about what their concerns are and what they need.  
We must also build on our existing good relationships to work collaboratively with local 
authorities and other key partner organisations, such as Police Scotland, to develop 
sector leading antisocial behaviour prevention services. These services will protect, 
develop and support our communities to reach their full potential and become peaceful 
places where customers are proud to live. In addition to tackling and preventing crime 
and anti-social behaviour we will develop new and innovative ways to prevent, disrupt 
and respond to ever more challenging and complex problems by enhancing our use 
of digital tools and tactics. 

Our four pillars of prevention are: 

Community Prevention 
We will focus on the causal factors of antisocial behaviour at a community level and 
introduce prevention focussed services designed to change the conditions that 
influence antisocial behaviour in our communities 
 
Developmental Prevention 
We will focus on interventions designed to inhibit the development of antisocial 
behaviour in individuals by targeting risk. Our support and other interventions will be 
designed to lower risks and provide life chances which increase a sense of community  
 
Situational Prevention 
We will focus on physical crime prevention and interventions designed to reduce the 
opportunities for antisocial behaviour and to increase the risk and difficulty of 
committing antisocial acts in the first place 
 
Criminal Justice Prevention 
If our prevention and early intervention approaches don’t have the desired effect or 
where there is an imminent and serious risk to the community, we will use all legal 
measures to prevent individuals continuing to commit antisocial acts 
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Prevention – Our key measures 
 
 Create a baseline for reporting in Streetwise post- covid to allow us to set informed 

targets for levels of reporting in each year.  
 100% of customers who request home safety and security consultations receive 

these  
 20% of priority neighbourhoods have a Wheatley community advocate by the end 

of the pilot process  

 % of customers satisfied with the digital reporting system (baseline to be 
determined) 

 
Prevention – case study 
 
Our Home Safety Team work very closely with our CIP Police Team Crime Prevention 
Officer to improve the safety and security of some of our most vulnerable customers 
and their homes. A recent example involved a customer who was deaf and mute and 
lived in a street where there had been an increase in youth related antisocial 
behaviour. The customer’s housing officer contacted the CIP for help. The next day 
the CIP were able to visit the customer and carry out a home/fire safety visit with an 
interpreter. During the visit the customer was provided with a range of home and 
personal safety products including the latest video doorbell. The customer was 
delighted with the service and has let their housing officer know how much safer they 
now feel. This approach to home safety and security has been provided to 170 
customers this year alone. The demand for the service continues to grow. 
 

 
Early Intervention 
 
Our Aim:  
 
Our focussed early and effective interventions will divert people away from 
being involved in antisocial behaviour. 
 
We know that early and effective intervention has an important role to play in 
preventing crime and anti-social behaviour occurring in the first place. 

The early identification of the characteristics that may lead to a customer or community 
becoming anti-social enables us to provide bespoke wrap around services. These can 
dovetail with our Wheatley Foundation work to reduce social exclusion and improve 
outcomes for disadvantaged communities.  Characteristics we will particularly focus 
on include childhood trauma, vulnerability and current or previous drug and alcohol 
abuse. 

We are developing predictive analytical approaches to identify communities that are 
susceptible to increased levels of crime and anti-social behaviour. Artificial intelligence 
will mine our rich data to support our frontline teams, spot trends and empower us to 
deliver personalised customer services where they are most needed. We will draw on 
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our care expertise to mainstream effective tenancy support approaches into the skill 
sets of our customer facing staff, to help our tenants sustain their homes and lead their 
own lives, this will include experiential learning around the impacts of substance 
misuse, Adverse Childhood Experiences and mental health. We will work closely with 
our strategic partners acknowledging that keeping people safe and promoting 
community wellbeing is a shared responsibility. 

Our early intervention key measures 

 Reduce the number of repeat complaints of ASB by 20% 
 Reduce the number of noise nuisance calls customers make to Police by 25% 
 100% of customer facing staff are trauma informed and easily able to identify the 

characteristics associated with vulnerability 

 Our Prosocial Behaviour media campaign is recognised as helpful by staff and 
customers across the Group 

 
Early intervention – case study 
 

An elderly couple in the North of Glasgow had lived peacefully for years in their end 
terraced house until the school at the rear of their home was closed. A path ran 
adjacent to their garden which formerly accessed the school. Over time, the path was 
not maintained and shrubs and trees began to grow over the path providing a canopy 
that could not be seen from the road. A group of youths began to congregate, drinking 
and playing loud music. This led to vandalism and broken bottles being thrown at the 
gable of our customer’s home. After many calls to local police our CIP Team identified 
the pattern during their analysis of Group antisocial behaviour incidents.  
 
Our customers were visited by the CIP who took time to listen to the concerns of the 
elderly customers before providing the reassurance that things would start to improve. 
Over the next few weeks visits and crime prevention surveys were carried out and 
partners engaged including the police and local authority. The CIP’s recommendations 
were all progressed including removing the shrubbery, replacing broken street lighting, 
upgrading and repairing the customers fence, engaging with the local youths and 
providing positive alternatives. The CIP monitored police systems for any incidents at 
the property and called the couple once a week regardless. Our approach to antisocial 
behaviour prevention resulted in a heart-warming letter being received from the couple 
simply stating “Thank you! You have given us our lives back.” 
 

Asset Based Approach 

Our Aim: 

We will focus on our customer and community assets and strengths in order to 
build more resilient individuals and communities, driving improvements from 
the inside out 
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Our Assets based approach is an integral part of our vision of creating calm and 
peaceful communities.  It will encourage people and communities to come together to 
achieve positive change using their own knowledge, skills and lived experience of the 
issues they encounter in their own lives. The most important resource in dealing with 
anti-social behaviour will be our communities and the people in them.  The focus will 
be on building people’s skills and expertise to strengthen the sense of neighbourliness.  
Physical and virtual locations that we and our partners have in our communities will 
help to support this. 
 
We recognise that positive health and social outcomes will not be achieved by 
maintaining a 'doing to' culture and respect that meaningful social change will only 
occur when customers and communities have the opportunities and agency to control 
and manage their own futures. Our assets based approach recognises and builds on 
a combination of the human, social and physical capital that exists within our local 
communities. 
 
We will take our award winning Think Yes culture to the next level to introduce Thinking 
Yes Together, improving the self-reliance of our customers and enhancing digital 
connectivity. Customers will be able to draw down many of our services easily and 
reliably 
 at a time and place of their choosing. 

 
Our Asset key measures   
 

 95% of customers actively engaged in shaping ASB services feel they have played 
a part in informing decision making 

 Increase the number of customers who sign up for our neighbourhood alert system 
by 25% 
 

Asset based approach – case study 

During a recent CIP deployment in the South of Glasgow youth related antisocial 
behaviour and drunkenness was identified as a top customer priority. The CIP 
recruited some youth leaders to work with and engage with the local youths.  The main 
focus was to establish what would divert them away from hanging about and causing 
antisocial behaviour.  
 
The youths unanimously stated that a place to gather that was warm and safe and 
where they could play online games would be great.  The CIP identified an abandoned 
shop that was still owned by the Group and applied for community pay back funding 
to upgrade the shop into a youth club. The local youths were brought into assist with 
the work.  
 
Late night basketball was also requested. A local youth was trained up as an organiser, 
flood lights were borrowed from another Wheatley community and a local court was 
identified. These two projects had a significant positive impact on the local community. 
Youth related antisocial behaviour reduced by 60%. 
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Changing Lives 

Our Aim: 

We will provide our customers with better life choices and chances, creating 
better lives through education, training and employment opportunities.  

By doing this we will build resilience and the ability to support their own communities.  
These life chances will also help to divert those who have committed or are at most 
risk of committing crime and antisocial behaviour into more positive pathways. 

Almost half of Scotland's most deprived communities are within our neighbourhoods. 
Deprivation reduces life chances and makes life more difficult for households. At 
Wheatley, our mission is to make homes and lives better.  We will make lives better 
through a comprehensive range of services.  These include specific services such as 
tenancy support, fuel advice or money advice which help our customers manage in 
their homes. It also includes a range of opportunities that are uniquely available to 
Wheatley customers. As part of this Framework our customers will be given access to 
a range of training through Wheatley Academies.  They can also be given additional 
help and support to ensure that they can get the most out of these opportunities. 
 
Changing lives is not only about individuals but about communities.  Our Group 
Strategy and this Framework set out our ambition to make communities stronger.  The 
impact of the Covid-19 pandemic has shown just how much neighbours can help and 
support each other.  We will work to develop this further by helping people to 
understand the issues that some members of the community face – whether as 
refugees, through mental health issues, addictions, homelessness or trauma.   
 
Our ideal is that individuals and communities can take the lead in identifying issues 
and in developing local solutions. We will work to identify local community advocates 
who will help to support effective communities.  The approach will be underpinned by 
a commitment to support people’s ability to live life to the fullest as part of a strong, 
thriving sustainable community. Our customers will be at the forefront of the 
development of our services throughout the lifetime of this Framework. These actions 
will help to develop community resilience and voice, in turn creating neighbourhoods 
which work together to create strong communities. 

 
Our Changing Lives key measures 

 % of vulnerable customers who have tenancy star in place 
 % of Wheatley Foundation opportunities taken up by those who have been referred 

as a result of being impacted by or perpetrating anti-social behaviour 

 We will also develop a measure around the uptake of wraparound services 
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Changing Lives – case study 
 
A young male who was part of a local gang and involved in drunkenness and antisocial 
behaviour was identified by one of our Environmental Team Leaders. The male was 
initially encouraged to get involved with the local five a side football game the Group 
organised.  
 
This in turn led to an opportunity to enrol in our “Changing Lives” programme which 
provided him with training and ultimately a job. The male turned his life around and 
was even able to put down roots when he was offered a local house. 
 
The young man is now providing W360 services in the very area where he was once 
a member of a youth gang. 
  
Another great example of what Team Wheatley can deliver in changing chaotic lives 
into resilient, peaceful ones. 
 

 

Enforcement 
 

Our Aim: 
 
In the event that our prevention and early intervention approaches have not 
impacted on antisocial behaviour we will enforce all appropriate and 
proportionate legal means at our disposal to stop antisocial behaviour 
occurring 

 
We know that feeling safe and secure in their home, and community, is extremely 
important to our customers and this, in turn, directly affects community stability and 
the desire to live in an area. To successfully deliver this goal for our customers we 
need to work collaboratively with local authorities and other key partner organisations, 
such as Police Scotland, to develop sector leading antisocial behaviour services. 
These services will protect, develop and support our communities to reach their full 
potential and become great places to live.  
 
Instances of antisocial or criminal behaviour, particularly where they become repeated 
or entrenched, can adversely affect our tenants’ feeling of safety, the quality of the 
environment and their ability to peacefully enjoy their homes.  
 
We are committed to tackling all reports and forms of antisocial behaviour in an 
effective manner.  Our early intervention and prevention approach, aligned to our 
Community Improvement Partnership confidence cycle will reduce anti-social 
behaviour but we will use appropriate and proportionate enforcement action where it 
is needed. This will be the case where the issues are so severe that they need to be 
dealt with immediately or where other action is having no effect.   
 
In some cases, we may need to move the perpetrator in order to protect the 
community.  This Framework sets out how we will seek to do this through planned 
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pathways wherever possible.  Working with partners, we plan to establish alternative 
accommodation routes to break a cycle of anti-social behaviour and eviction.  This 
may involve the use of alternative supported or other specialist accommodation or it 
may simply require a change of location to somewhere where there is more family 
support or where a fresh start can be made. 
 
 
Our Enforcement key measures 
 

 50% increase in submission of community information and intelligence direct to 
our Police Information and Intelligence Unit 

 
Enforcement – case study 
 
Drug abuse and drug dealing are regularly in our customers’ top priorities the CIP were 
recently asked to support a local housing office to gather information/intelligence that 
would support an application to evict a tenant who was a well-known drug dealer. 
 
Our CIP Police & ASBIP Team worked tirelessly to try and find a customer willing to 
speak up to what was going on in their community. The drug dealer had convinced the 
courts that they had turned their life around and was now a model citizen. 
 
The drug dealing customer was due to be moved into a brand new home. 
 
The CIP Team were able to gather enough information and intelligence to secure three 
drug search warrants for houses related to the drug dealer. 
 
The subsequent police operation involved over 60 specialist police officers and search 
dogs. The operation was a huge success with drugs, monies and stolen property being 
recovered and the drug dealer and associates arrested. The drug dealer was 
subsequently evicted. 
 
The community leaders were hugely complimentary of the CIP’s involvement in ridding 
their community of the Drug Dealer. 
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Our approach 
 
Moving forward we aim to future proof and build on the outstanding achievements 
delivered to date through our new Framework.  The Framework is also a key element 
in the delivery of our Group wide strategy. It sets a very clear benchmark for the 
standard of service our customers should expect over the next 5 years and beyond.  
 
The Framework supports the Strategy in some of the following key ways: 
 

 Creating the detailed approach to delivering peaceful neighbourhoods; 
 Improving customer satisfaction with home and neighbourhood through 

reduced anti-social behaviour and increased resilience within communities; 
 Creating the digital platforms for anti-social behaviour which allow customers 

to self-serve, to engage with us when and where they want and which help us 
work more efficiently; 

 Working across the Group to ensure our programmes to build community 
resilience and increase neighbourliness reach out to those most vulnerable and 
most excluded; and 

 Preventing homelessness by reducing the number of people who need to leave 
their home either because they perpetrate ASB or because of the impact of 
such behaviour. 

 
Our approach will require effective partnership working at local community and 
subsidiary level. No one agency or organisation can tackle antisocial behaviour alone. 
We will work together with our customers, colleagues in Police Scotland, Scottish Fire 
and Rescue Service, Local Authorities, Health Authorities, Community Justice, Social 
Work and Education.  Together we must develop shared outcomes based on joint 
priorities, local intelligence and customer insight. 
 
The table below shows where the Antisocial Behaviour Framework has significant 
importance for the delivery of our strategic themes.  

Strategic Themes 
 

Delivering 
Exceptional 
Customer 
Experience 

Making the Most 
of our Homes 
and Assets 

Changing Lives 
and 
Communities 

Developing our 
Shared Capacity 

Enabling our 
Ambitions 
 

Key Outcomes 
 

 Enabling 
customers to 
Lead 

 Progressing                            
from Excellent 
to Outstanding 

 Investing in 
existing homes 
and 
environments 

 Building 
community 
voice, 
engagement 
and resilience 

 Developing 
peaceful and 
connected 
neighbourhoods 

 W.E. Create -
driving 
innovation 

 W.E. Work – 
strengthening 
the skills and 
agility of our 
staff 

 Influencing 
locally and 
nationally to 
benefit our 
communities 
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The following sections summarise the key actions we will undertake through this Framework. 

 
Delivering exceptional customer experience  
 
 
Progressing from excellent to outstanding 
 
 Embedding our approach to ASB across all our services and staff so that customers receive a 

consistent and supportive response wherever they contact us 
 

 Improving our customers’ experience through: 
o Creation of a new Community Safety Solutions & Prevention Hub to enhance our 

dynamic response to anti-social behaviour 
o Using our sector leading approach to customer involvement and data analysis to 

influence our priorities and those of our partners in line with our customers’ objectives 
(including our data analysis partnership with Brainnwave) 
 

 Develop the skills of our frontline staff including those in the CSC, housing officers, 
environmental staff and care staff, so that they can: 
o provide a first line response to ASB; 
o deliver a supportive space for customers to report or discuss concerns; 
o understand the traumas and vulnerabilities that may be relevant; 
o link customers to community networks; 
o understand some early resolution approaches and when they may be considered. 

 
 Deliver customer informed digital approaches which make it easy to communicate with us and 

to receive information from us.  
 

 Create a Group definition of vulnerability in relation to fire and anti-social behaviour to help 
support early intervention, prevention and understanding of our customers 
 

 Develop the ability to record vulnerability characteristics, where appropriate and agreed by the 
customer, in order to provide pioneering products and services tailored to customers reducing 
the likelihood of them becoming a victim or perpetrator of anti-social behaviour in the future 

 
Enabling customers to lead  
 
 
 Support our customers to co-create a “Neighbourliness Charter” which defines what it means 

to be a good neighbour 
 

 Conduct joint customer- led crime prevention audits in all of our communities currently 
categorised as safe in order to identify priorities 
 

 Create new digital engagement processes which allow customers to co-create services with us 
 

 Provide new, digital systems to allow customers to direct and engage with services including: 
o 24/7 digital reporting methods; 
o Increased use of “Rapport” messaging which provides 2-way communication for our most 

vulnerable customers; and 
o Development of crime and anti-social behaviour toolkits for customers with expert advice 

and guidance on spotting the early signs of crime & ASB, including what to do and expect 
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if they become a victim of crime or ASB 
 

 Develop integrated case management which ensures the customer can draw down the most 
appropriate resource to deal with their case at a time of their choosing. 
 

 Extend the use of our innovative tenancy star for tenants with vulnerabilities. This will enable 
customers to direct their services to meet their priorities 
 

 Develop learning from the fire safety “stay safe” campaign to develop communication 
campaigns in relation to ASB 
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Making the most of our homes and assets 
 
Increasing the supply of new homes 
 
 Use our expertise in anti-social behaviour and Community Improvement Partnerships to 

provide skills in ‘Designing out Crime’ to our Asset Team and New Build CoE 
 

 
Investing in existing homes and environments 
 
 Work with customers to develop home safety and security products which best meet their needs 
 
 
Building community voice, engagement and resilience:  
 
 Review the options to build community resilience and connectedness through volunteer 

community advocates/navigators, building on the experience of others in the community who 
may once have faced trauma or other issues, supporting communities and individuals to have 
a stronger voice and to create a greater sense of neighbourliness 
 

 Co-create a ‘Wheatley Place Measure’ that reflects the criteria our customers identify as the 
hallmarks of a successful and resilient community  
 

 Ensure pathways into our new community entrepreneurship and resilience programme for our 
vulnerable customers 
 

 Work with our customers to co-create community networks for those customers who do not 
receive additional support 
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Changing lives and communities  
 
Shaping care services for the future 
 
 Reshape our Tenancy Support Service to provide: 

o early assessment and support for at risk customers, particularly those who have been 
homeless or have vulnerabilities; 

o a focused approach to managing ASB; 
o Building resilience to cope with ASB; and 
o Effectively identifying pathways of specialist support where these are needed. 

 
 Mainstream our effective tenancy support approaches into the skill set of all relevant customer 

facing staff to help our tenants sustain their homes 
 

 Work with partners to develop clear pathways for care services, specialist services, risk 
management strategies, and protection plans for our customers, including services for low level 
mental health issues 
 

 Work with partners to identify new pathways of support for those at risk of repeated 
homelessness through anti-social behaviour 

 
 Ensure that our volunteering offer can have maximum benefit for customers with vulnerabilities, 

those experiencing and perpetrating ASB, wherever appropriate 
 

 Develop new partnership approaches to tackle the harm caused by drug and alcohol abuse 
 
Developing peaceful and connected neighbourhoods:  
 
 
 Expand and develop our customer confidence cycle so that customers are at the heart of 

directing services and strengthening their communities 
 

 Use our better lives focus to connect households to their neighbourhoods through support 
which encourages engagement including group activities, volunteering and other actions. 
 

 Use our virtual spaces to create room for community discussion to help grow the 
understanding and support for newcomers but also to address the impacts or concerns 
existing tenants may have. 
 

 Support work to use our facilities for the benefit of communities and creating neighbourliness  
 

 Ensure our enforcement process builds on our understanding of root causes and is used 
rapidly and effectively where it has to be implemented 
 

 Influence our strategic partners and the Scottish Community Safety Network with our unique 
and sector leading approach to reinventing neighbourliness and pro-social Behaviour 

 
 

 Improve our strategic links with our approach to Group Protection for vulnerable people 
 

 Work with Scottish Fire & Rescues’ Prevent and Protect Team to change the behaviours of 
those customers involved in setting deliberate fires 
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Supporting economic resilience in our communities:  
 
 
 Review our Wheatley Foundation and other wider services to maximise the employment, 

training and skill building opportunities available to customers who are vulnerable, have had 
adverse childhood experiences or who are at higher risk of being impacted by or perpetrating 
anti-social behaviour 
 

 Use our proposed participatory budget events in our priority communities to increase confidence 
and resilience 

 
 Further develop our sports for change programme to encourage young people to get active and 

involved. 
 
 Work closely with Police Scotland’s Cyber Crime ‘Centre of Excellence’ ensuring our customer 

receive the best possible advice and guidance on preventing them from becoming a victim of 
online exploitation or fraud 
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Developing our shared capability  
 
W.E. Think – creating our “Thinking Yes Together” culture 
 
 New, digital apps will be used to allow customers to direct and engage with services  

 
 
W.E. Create – driving innovation  
 
 Work with our partners to examine options for integrated commissioning of support across 

homelessness, addictions, mental health, criminal justice and general health budgets in order 
to achieve a comprehensive and effective service for our customers 
 

 Enable customers to access online learning to build up Wheatley Credits for housing, care and 
property management that will be a recognised part of Wheatley’s Pathways into Work 
programme 
 

 
 

W.E. Work – strengthening the skills and agility of our staff  
 
 
 Train all customer facing staff in our approach to understanding trauma, preventing ASB and 

building community resilience, linking to the THRIVE model used by our Police Scotland 
colleagues 

 
 Ensure all our staff are trained in our approach to ASB and knowledgeable about key factors 

which are relevant including trauma, vulnerability, addictions and mental health issues. 
 

 Increase the skills of our frontline staff, including the customer service centre and housing 
officer teams to receive and respond to reports of ASB 
 

 Increase our understanding of substance abuse issues through integrating the experience of 
our partners in drug and alcohol services into our training and processes 
 

 Provide training for staff in negotiation and mediation skills to allow early intervention to de-
escalate issues between neighbours quickly 
 

 Customer facing staff trained in supporting community connections across all our services. 
 

 Create a specialist digital qualification for frontline housing, care and other staff which 
develops an empowering approach to support and the skills to support customers through 
trauma and disruption. This will be complementary to the Scottish Government’s national 
trauma training programme led by NHS Education for Scotland. 
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Enabling our ambitions  
 
Influencing locally and nationally to benefit our communities  
 
 
 Work with Police Scotland’s “Partnership, Prevention and Community Wellbeing division” co-

creating innovative services to keep our customers safe and secure in their homes 
 

 Gather and share information with Police Scotland and Scottish Fire & Rescue Service on 
anti-social behaviour to highlight emerging issues and target preventative measures 
 

 Influence our neighbourhood organisations to support new residents 
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The key strategic measures 

The key Group strategic target for this Framework is that 70% of our customers live 
in neighbourhoods categorised as peaceful. However, the Framework also 
supports a number of other strategic targets: 

Delivering exceptional customer experience: 

 Overall customer satisfaction is above 90% 
 RSL tenant satisfaction with value for money is increased to 85% 
 Overall satisfaction amongst households with children is improved to 90% 
 90% of customers feel they can participate in the landlord’s decision making 
 95% of customers actively engaged in shaping services feel they participate in 

decision making 

Changing lives and communities 

 4,000 jobs, training and apprenticeships delivered 
 250 customers have been supported to attend higher education and university 

through Wheatley bursaries 
 10,000 vulnerable children benefit from targeted Foundation programmes 

Enabling our ambitions 

 Over 50% of customers actively use their online account to make transactions with 
us 
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Investigating incidents and using our 
powers 
 
Customers can report antisocial behaviour by phone, e-mail, in writing or in person 
and will be advised, in all instances, to report criminal behaviour to Police Scotland. 
As part of this Framework reporting by digital methods will also be available. Whilst 
recognising that enforcement action needs to be appropriate, proportionate and timely 
the wellbeing and protection of our tenants and communities will always be at the 
forefront of our decision making process.  
 
Our approach to the use of enforcement action will be informed by the type and 
severity of antisocial behaviour that has been reported. In the majority of cases this 
will have been when a preventative and supportive approach has failed to address the 
problem but we will move straight to enforcement action if it is deemed necessary for 
the protection of our tenants and communities.  
 
When required our staff will utilise the various types of legislative powers available to 
RSLs within the Antisocial Behaviour etc. (Scotland) Act 2004, the Housing (Scotland) 
Act 2001 and the Housing (Scotland) Act 2014 to manage antisocial behaviour, and 
the perpetrators of such. This will include the use of:- 
 

 Referrals for support  
 Acceptable Behaviour Contracts (ABC); 
 Unacceptable Behaviour Notices (UBN); 
 Mediation (non-legislative);  
 Warning Letters (non-legislative);  
 Interim Antisocial Behaviour Orders (Interim ASBO);  
 Antisocial Behaviour Orders (ASBO);  
 Notice of Proceeding for Recovery of Possession (NPRP); 
 Eviction Orders; and 
 Short Scottish Secure Tenancy. 

 
When investigating cases of antisocial behaviour we will be fair and firm, remaining 
impartial and observing confidentiality at all times. We will take a customer focused 
approach to tackling antisocial behaviour, working with the complainer and the alleged 
perpetrator with a view to reaching agreed actions, timescales and ultimately closure. 
An antisocial behaviour toolkit has been developed for staff to refer to. The toolkit 
provides detailed guidance on how to manage the five key stages of an antisocial 
behaviour complaint, ensuring staff manage cases in a consistent and informed 
manner. These are: 
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The guiding principles of the toolkit are noted below: 
 

 Listen to complaints and give complainers advice as to what they can do and 
what they can expect from us; 

 Assess and monitor any risk; 
 Keep to specified target response times for acknowledging and responding to 

reports of antisocial behaviour; 
 Ensure the emergency and statutory services have been notified where there 

has been/is a risk to life or safety; 
 Discuss the forward process with the complainant, being clear and realistic 

about potential outcomes and timescales involved; 
 Choose from a range of different actions and take action proportionate to the 

type of antisocial behaviour reported; 
 Refer customers to external agencies for support and advice as appropriate; 
 Use the Streetwise system to note all reports of antisocial behaviour and 

manage the case in accordance with good practice and Scottish Social Housing 
Charter (SSHC) requirements; and 

 Keep in regular contact with the complainant and advise how they can record 
any future incidents, for example using diary sheets. 

 
Tenant Agreed Categories & Timescales 
 
Following consultation with our tenants we have defined, categorised and grouped the 
different types of antisocial behaviour according to their level of seriousness. We have 
also agreed the following timescales for actioning and resolving complaints of 
antisocial behaviour. 

Category Definition Timescales  

A 
  

 A conviction or criminal charges of drug dealing 
(supply or intent to supply) or production of a 
controlled drug. 

 Criminal charges relating to firearms. 
 Criminal behaviour involving serious incidents of 

violence or threats of violence towards any 
members of the public.  

 Serious assault. 
 Serious harassment. 
 Hate crimes (racial, sectarian, homophobic, 

religious, disability etc.). 
 Serious damage to property including wilful fire-

raising. 

 
 
Action within 1 
working day 
 
 
 
 
Resolve within 
10 working 
days 
 

B  

 Aggressive / Abusive behaviour. 
 Drug / Solvent / Alcohol abuse.  
 Verbal / Written harassment. 
 Noise nuisance / Disturbances.  
 Vandalism. 
 Dog fouling 
 Graffiti.  
 Non-accidental Bin fires / Grass fires.  

 
Action within 3 
working days 
 
 
Resolve within 
10 working 
days 
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Legislation Planning and Guidance 
 

National and Legal Context 

As well as enabling our Group’s strategic outcomes, our Antisocial Behaviour 
Prevention and Mitigation Framework also demonstrates and strengthens our 
contribution towards a number of the national outcomes contained within the Scottish 
Government’s National Performance Framework. These include national outcomes 
such as:  

 Outcome 2 - We respect, protect and fulfil human rights and live free from 
discrimination 

 Outcome 5 - We live in communities that are inclusive, empowered, resilient and 
safe 

 Outcome 6 - We grow up loved, safe and respected so that we realise our full 
potential     
 

The Legal Framework 
The Antisocial Behaviour etc (Scotland) Act 2004 is the primary legislation for dealing 
with antisocial behaviour in Scotland. The Act sets out a range of responses made 
available to Local Authorities and Police Scotland ranging from the requirement of 
Local Authorities to jointly prepare and produce an antisocial behaviour strategy, to 
the dispersal of groups, closure of premises, dealing with noise nuisance and the 
environment as well as the application of Antisocial Behaviour Orders.  
 
This Antisocial Behaviour Prevention and Mitigation Framework has been developed 
to ensure that we are not only meeting all the legislation and guidance that is pertinent 
to antisocial behaviour reduction and prevention but exceeding it and setting best 
practice approaches nationally.  

There are a number of additional pieces of legislation which support responses to 
antisocial behaviour such as:  
 

• Human Rights Act 1998;  

• Regulation of Investigatory Powers (Scotland) Act 2000;  

• Housing (Scotland) Act 2001;  

• Equality Act 2010;  

• Housing (Scotland) Act 2010;  

• Housing (Scotland) Act 2014; and  

• Data Protection Act 2018.  
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Registered Social Landlord Subsidiaries 

The legislative framework that governs how all Group RSLs currently interpret and 
manage antisocial behaviour is contained within the Housing (Scotland) Act 2014 and 
the Antisocial Behaviour etc. (Scotland) Act 2004.  The 2004 Act states that a person 
is engaging in antisocial behaviour if they: 

 Act in a manner that causes or is likely to cause alarm and distress. 
 Pursue a course of conduct that causes or is likely to cause alarm or to distress 

to at least one person not of the same household as them. 
 

The Housing (Scotland) Act 2014 further enhanced the powers available to social 
landlords for the management of antisocial behaviour.  This includes: 

 Social landlords will have the power to convert an existing tenant’s Scottish 
Secure Tenancy (SST) to a Short SST (SSST) or to grant a SSST to a new 
tenant in cases where there is evidence that the tenant, a member of their 
household, or a visitor, has been involved in antisocial behaviour in or near their 
home within the last three years; 

 Simplifying the eviction process in cases involving serious antisocial behaviour 
by allowing social landlords to make use of an existing conviction as grounds 
for possession.  The tenant must have been convicted within the last 12 
months; and 

 Clarifying that a social landlord can suspend an application for social housing 
under certain prescribed circumstances. 
 

Scottish Social Housing Charter 

The Scottish Social Housing Charter was introduced by the Scottish Government to 
help improve the quality and value of the services that social landlords provide, and 
support the Government’s long term aim of creating a safer and stronger Scotland.   

Outcome 6 of the Scottish Social Housing Charter states that: 

“Social landlords, working in partnership with other agencies, help to ensure that: 

 Tenants and other customers live in well-maintained neighbourhoods where 
they feel safe.” 

This outcome covers a range of actions that social landlords can take on their own 
and in partnership with others.  It covers action to enforce tenancy conditions on estate 
management and neighbour nuisance, to resolve neighbour disputes, and to arrange 
or provide tenancy support where it is needed.  It also covers the role of landlords in 
working with others to tackle antisocial behaviour. 



ASB Framework 44 

The Scottish Housing Regulator have developed the following indicators to assess 
how well housing associations and the Group are managing complaints of antisocial 
behaviour and our wider estates: 

 Indicator 13: Percentage of tenants satisfied with the landlord’s contribution to 
the management of the neighbourhood they live in; and 

 Indicator 15: Percentage of antisocial behaviour cases in the last year which 
were resolved. 

 

Complaints 
 

Our aim is to get it right first time, however, where there is dissatisfaction with this 
Framework or its operation, customers can make a complaint. A summary of our 
Complaints Policy and Procedure is available on our website and in local offices. 

 

Responsibilities  
 

The Group Director of Housing and Care will have overall strategic responsibility and 
will oversee the successful implementation of the work plan.  

 

Review and Consultation 
 
Our framework will be reviewed regularly to ensure that it continues to be relevant and 
appropriate in achieving our aims. Partners remain committed to working together to 
critically review performance, to maintain or improve our current high standards of 
service delivery. Partners will also seek to develop services that are focused on early 
intervention and prevention and meet the differing needs of the various communities 
across Group. 
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