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1. INTRODUCTION

We are committed to responding effectively to incidents of hate crime and harassment and when dealing with such we will provide you with a supportive and professional service at all times.

Our commitment is identified in our Hate Crime and Harassment Policy (October 2009)

which sets out our key principles. 

Our commitment is also identified in our separate Domestic Abuse Policy (2008).
2. AIM

This strategy has been developed to identify how we will deliver our commitment to both
dealing with and preventing incidents of hate crime and harassment as outlined in our 
policy.
3. SCOPE

This strategy affects all BCHA customers including tenants and their families, Beechdale residents including leaseholders, other landlords’ tenants and homeowners.  It will also affect prospective BCHA tenants, our employees, Board and prospective Board members, contractors, other stakeholders and external agencies. 

4. INFORMATION and SERVICE DELIVERY

We will always aim to achieve the following outcomes:

· You feel confident in reporting incidents to us

· You are satisfied with the support you receive
· Successful action is taken against perpetrators

· Perpetrators are deterred from carrying out further acts.

· No areas on Beechdale are considered by you as ‘no go’ areas because of a fear of hate crime.

We will have detailed procedures that describe how we will put our policy and strategy into practice.  These procedures will detail how we will manage incidents reported to us, legal and non-legal remedies, timescales for action and who is responsible. 

We will offer you a range of information that will be clear, accurate, easily accessible and
up to date.  It will also be timely in accordance with legislation.  We will also have available

information provided to us from other supporting agencies as appropriate.
If you are vulnerable, visually impaired, have hearing difficulties or speak a language other than English we will ensure that you are provided with information in appropriate formats; for example, translations, qualified signer, home visits, hearing loop (in our office or mobile loop), large print and audio tapes.

We will ensure that our policies and procedures for tackling hate crime and harassment are implemented and reinforced through our staff being well trained.  All staff will have a basic awareness of how we will respond to such incidents and frontline staff will have specific training, including new staff where it is part of their induction and learning and development programme.  Training will be ongoing relative to good practice and legislation and may be held jointly with other appropriate partners, agencies and residents involved in this service area.
Our utmost aim is to prevent incidents of hate crime and harassment from happening in the first place.  Our preventative measures include the following:

· All applicants applying to be housed with us are required to provide references, be they from current/former landlords, which seek direct information regarding their behaviour and any tenancy breaches.  Applicants who have never held a tenancy are required to provide character references from an official person, such as an employer.  

· We have a Disqualification Policy that allows us to disqualify persons for housing who in the past 2 years have

· breached either their current of former tenancy conditions.

· a history of anti-social or arrestable offences and pose a threat to the household, neighbours and wider community.

· been violent to or threatened staff or agents of BCHA, previous landlords or the police.

· an Anti Social Behaviour Order or other civil restraining order and it is believed they would be a risk to the community.

· All new prospective tenants undergo a pre-tenancy interview with a Tenancy Officer before any offer of a BCHA is made.  It is made clear that we will not tolerate hate behaviour or harassment and attention will be drawn to the Condition of Tenancy relating to this.  Prospective tenants are required to sign to say that they are aware of and understand the consequences of a breach of this condition.  Our leaflet on outlining our policy and procedures is given to all new tenants at the start of their tenancy.
· We publish information in our newsletters any enforcement action that we take in relation to incidents of hate behaviour and racial harassment.  
· We use Acceptable Behaviour Contracts, Parenting Contracts and/or Mediation to deter perpetrators from engaging in further incidents of hate behaviour and racial harassment.  
· We work proactively with neighbourhoods and communities to make them safer places to live. 
· We promote good relations between people of different racial groups.

· We promote respectful behaviour in local schools.

· Youth programmes supported by us include behavioural management as a key element.
· We have a central Anti-social Behaviour Database and record all incidents of anti-social behaviour, including hate crime and harassment onto this database.  We will monitor progress on complaints and we will use the information as a management tool to evaluate what actions work best in relation to prevention and enforcement techniques.  
· We ensure our staff are well trained and where they identify any potential issues early are empowered to act quickly, appropriately and effectively.
We will work with other agencies to encourage a joint and consistent approach to dealing with hate crime and harassment in the Borough.  In particular we will: 

· Work with the Walsall Safer Partnership, including the Police, to encourage the reporting of incidents of hate behaviour and harassment.  We will also address strategic issues and promote partnership working.   

· Where appropriate, we will work closely with an accredited Mediator to effect non legal solutions to incidences of hate behaviour and harassment.
· Work towards an Information Sharing Protocol for Walsall that will replace the current Safer Estates Agreement.  Such a protocol will include all of the Registered Providers and members of the Walsall Safer Partnership and will allow information to be exchanged quickly, in confidence and in accordance with the Data Protection Act 1998 and Crime and Disorder Act 1998.
· Be an active member of the Walsall Respect Group that meets quarterly and members are registered providers that have services and/or stock in Walsall.  The aim of this group is to share good practice, access services from each other, share training, keep up to date on legislation and government requirements and implement consistent joint working practices across the Borough.
· We are aiming to develop a hate crime reporting protocol for Walsall to make it easier for you to report incidents of hate crime across the borough.  We want to ensure that you are provided with a choice of where to report incidents and that wherever you choose, the service you receive is professional and consistent.  The Protocol will initially be between Walsall Registered Providers (Housing Associations) that will enable you to report an incident to any such provider.  You will be offered support and advice and the provider will ensure an immediate referral is made to the appropriate landlord, with your consent.   

Our approach will be victim centred and if you are victim of hate crime and/or harassment or a witness to such activity we will encourage and support you to report the incidents to us.  We will: 
· Interview you immediately wherever possible and treat you sensitively, professionally and confidentially at all times.   
· Provide you with supporting information and signpost you to other agencies who are able to help you.  Where we do this we will support you through the process.
· Keep you updated on the progress of our investigation into your complaints.  As appropriate, other measures of support may include:
· provision of extra security measures in your home
· removal of graffiti

· treating any damage caused by perpetrators as an emergency repair

· provision of mobile phones with pre-stored contact numbers to the Police, victim support, BCHA, etc
· regular visits to your home by our staff (or we will arrange to see you elsewhere if you prefer)
· referring you to Victim Support (if this is what you want) and other supportive agencies as appropriate.
· accompanying you to court and arranging for you to visit the court before the hearing to familiarise you with the environment.
· Agree action plans with you.

· Take appropriate action at the right time.  Appropriate action can be legal and non-legal remedies.  Every effort will be made by us to take action which will result in the permanent cessation of the reported hate behaviour or harassment without recourse to legal action.  
· Take appropriate legal action where there are serious occurrences of hate behaviour or harassment either alone or in conjunction with other agencies.  Legal action may include:

· Anti Social Behaviours Orders 

· Injunctions, which may include a power of arrest

· Possession proceedings

· Demotion of tenancy.

· Where appropriate and the incident results in you wishing to move, make temporary arrangements and/or seek to effect/facilitate a permanent move at the earliest opportunity.  As appropriate, we will liaise closely with Walsall Council’s Supported Housing section and we have signed up to an Internal Relocation Protocol with other Walsall registered providers.  We will also liaise with providers, councils and agencies outside of Walsall as required. 
· Ask you for feedback on the response that you received from us and how we handled the matter for you.

5. CONFIDENTIALITY   

Without your prior consent, your name will never be disclosed to perpetrators and we will always endeavour not to disclose your name or other personal details to other agencies.  However, we have agreed to a protocol for information sharing with the Safer Walsall Partnership and if legal action is taken a judge may require the disclosure of your name as part of the directions before a trial.  
6. COMMUNITY INVOLVEMENT AND CONTINUOUS IMPROVEMENT

We will seek your views regarding the way we deal with hate behaviour and harassment through residents’ meetings, in-office interviews, surveys and questionnaires.


We will keep abreast of all advice and good practice issued by such bodies as the Tenant Services Authority on the prevention of and dealing with hate behaviour and harassment.  We will ensure that we continually seek improvement in the ways in which we deal with hate behaviour and harassment within Beechdale.

7. CUSTOMER SATISFACTION AND COMPLAINTS

We aim to deal efficiently and effectively with reported incidents of hate behaviour and harassment and we expect our staff to adhere to procedures and time scales.

We will ask you to complete a customer satisfaction questionnaire when your case is closed.  We will use your feedback to review our processes and consider making any changes that will improve the way we deliver our services.
If you consider that we have failed to follow our policies and related procedures whilst dealing with your reported incident of hate behaviour or harassment, your attention will be drawn to our formal complaints procedures.  
8. RESPONSIBILITY

The Senior Management Team is responsible for developing the organisational culture in which this strategy can operate effectively and ensuring that it is implemented.

The Operations Manager is the lead officer for the service and will ensure that all staff seek to deliver it.

Managers and Team Leaders must recognise their responsibility to ensure the principles of this strategy are understood and implemented when appropriated.
All employees are responsible for ensuring the strategy is incorporated into their working practices.
9. MONITORING, REPORTING and REVIEW
We have established Performance Indicators in relation to the way complaints of hate behaviour and harassment are dealt with:
· 100% of cases being within timescales for contact with complainant and development of action plan


· 100% of cases being investigated within timescales


· 100% customer satisfaction with the way in which a complaint is handled.

These indicators and related performance will be regularly reported to the Board and will be published to residents via newsletters, annual reports, our website and our plasma screen in reception.  This information will be open to other interested bodies for example, our funders and regulator.

We will maintain an accurate database to record all reports of hate crime and harassment.   We will use this database to monitor outcomes, improvements to services, customer satisfaction and trends.  

We will publicise our customer standards and monitor our performance against them.  These services will be tested by use of Tenant Auditor mystery shopping.

This strategy will be formally reviewed on a three yearly basis, or earlier in response to service demands, legislative or regulatory changes and good practice guidelines.  This strategy is due for review October 2012.

10. EQUAL OPPORTUNITES AND DIVERSITY

We are committed to welcoming and valuing diversity, promoting equality of opportunity and good community relations, and tackling discrimination in everything we do.

We know that individuals can suffer discrimination on the basis of their gender, race nationality, ethnic or national origin, religious, cultural or political beliefs, disability (physical, mental or learning), marital or civil partnership status, social background, family circumstance, sexual orientation, gender reassignment, spent criminal convictions, age or for any other reason.

We will use the influence we have to challenge and seek to eliminate inequality and disadvantage, and to create communities where people live well together because diversity is valued and respected.
We will, when requested, make arrangements for this policy to be available in large print or on tape, will make arrangements for translation to assist an individual who first language is not English or to talk through the policy with anyone who asks for help.

We have a harassment clause in our Equal Opportunities and Diversity Strategy June 2009 that says: 
1. Harassment and Racial Harassment

12.1
Action will be taken to eliminate all types of harassment at work.  Harassment is 
considered to be a breach of BCHA's code of conduct, Dignity at Work policy and gross misconduct.  Disciplinary action may be taken that may lead to dismissal.

12.2
Employees who consider they are suffering harassment from a work colleague, tenants or residents may invoke action under our Dignity at Work Policy.
12.3
Training will be made available to staff, managers and the Board of management to enable them to identify and deal appropriately with all forms of harassment.

12.4
All our literature and information will be in an appropriate format, non discriminatory in content and will actively promote equality and diversity through the use of appropriate images. 

12.5
BCHA will not tolerate the harassment or victimisation of staff by other staff, clients, contractors or members of the public in any circumstances and will take appropriate action against the perpetrators.

12.6
Employees are positively encouraged to report incidents of harassment by customers and tenants through the Health and Safety Incident and Accident Reporting Procedure. 

11. OTHER RELATED POLICIES/DOCUMENTS

Domestic Abuse Policy

Equal Opportunities and Diversity Policy 2009

Equal Opportunities and Diversity Strategy 2009

Disqualification Policy

Anti-Social Behaviour Policy and Procedures, including racist graffiti procedures 

Dignity at Work

Internal Relocation Protocol 2009
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