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1.  Vision and values 
 
Wellhouse – the Place to Be. 

 
This simple statement is our vision of Wellhouse as an attractive place where people 
feel happy and safe, benefit from having a good home and an attractive environment 
and feel proud to be part of a vibrant community.   

 
We believe that our values of Trust, Honesty and Integrity, Excellence, 
Accountability and Sustainability supported by a comprehensive policy framework 
will help make our vision a reality. 
 
2. Governance 
 
Wellhouse HA is a community controlled registered social landlord and is managed 
by a group of local people who are elected onto the Management Committee. We 
may co-opt other people onto the Management Committee from time to time where 
we feel we need specialist support. Their role is to make sure that the Association is 
well run, meets the needs of the local area and is responsive to what is important to 
local people.  
 
The Management Committee appoints senior staff, agrees all the Association’s 
policies and takes all the key decisions. The Director and the senior team support 
the Committee in these responsibilities. 
 
3. Policy Aims 
 
This policy sets out how we will work with all our customers to: 

 create a successful, thriving and safe Wellhouse 

 encourage and support local people to enjoy living here 

 manage and maintain the local area to a high standard 

 support our customers to look after the area 

 support customers who are experiencing problems with their neighbours or in the 
community 

 support customers to sustain their tenancies 
 

We expect our customers to meet their obligations under the Tenancy Agreement 
and work with us to make Wellhouse the place to be: 

 to keep their own home in a reasonable state of cleanliness and decoration 

 to take reasonable care to prevent damage to their property, their neighbour’s 
property and common areas 

 To tell us as soon as reasonably possible about any damage to the house and 
common areas. 

 
Additionally, the Policy sets out how we: 

 Define neighbour nuisance and antisocial behaviour  

 Take action in response to any complaint or concern 

 Seek feedback on our policy  

 Report on our policy and communicate with our customers 
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 Monitor and review our policy. 
 

4. Equal Opportunities Statement 
 
We aim to ensure that all services, including the delivery of this policy, provide 
equality of opportunity.  
 
We will respond to the different needs and service requirements of individuals. We 
will not discriminate against any individual for any reason, including age, disability, 
gender re-assignment, marriage, civil partnership, pregnancy and maternity, race, 
religion or belief, sex or sexual orientation, or other status. 
 
5. Scottish Housing Charter 
 
The Scottish Government’s Social Housing Charter came into force in April 2012. 
The Charter sets out the standards and outcomes that Registered Social Landlords 
should achieve. 
 
There are 7 outcomes under the Charter that are especially relevant to our 
neighbourhood management policy, these are: 
 
Outcome 1: Equalities 
 

 Every tenant and other customer has their individual needs recognised, is 
treated fairly and with respect, and receives fair access to housing and housing 
services 

 
 Outcome 2: Communication  
 

 Tenants and other customers find it easy to communicate with their landlord and 
get the information they need about their landlord, how and why it makes 
decisions and the services it provides 

 
Outcome 3: Quality of housing  
 

 Tenants’ homes, as a minimum, meet the Scottish Housing Quality Standard 
(SHQS) by April 2015 and continue to meet it thereafter, and when they are 
allocated, are always clean, tidy and in a good state of repair 

 
Outcome 4: Repairs, maintenance and improvements 
 

 Tenants’ homes are well maintained, with repairs and improvements carried out 
when required, and customers are given reasonable choices about when work is 
done 

 
Outcome 5: Estate management, anti-social behaviour, neighbour nuisance 
and tenancy disputes 
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 Tenants and other customers live in well maintained neighbourhoods where they 
feel safe 

 
Outcome 6 – Tenancy Sustainment 
 

 Tenants get the information they need on how to obtain support to remain in their 
home and ensure suitable support is available, including services provided 
directly by the landlord or other organisations. 

 
Outcome 7: Value for money  
 

 Tenants, owners and other customers receive services that provide continually 
improving value for the rent and other charges they pay 

 
 
6. Legislation 
 
The following legislation is relevant to this policy: 
 
• The Housing (Scotland) Act 2001 
• The Housing (Scotland) Act 2010 
• The Housing (Scotland) Act 2014 
• Equality Act 2010 
• Crime and Disorder Act 1998 
• Misuse of Drugs Act 1971 
• Human Rights Act 1998 
• Regulation of Investigatory Powers (Scotland) 2000 
• Data Protection Act 1998 
• Schedule 7, Housing Scotland Act 2001 
• Criminal Justice (Scotland) Act 2003 
• Sex Discrimination Act 1975 
• Race Relations Act 1976 (Amendment) Regulations 2003 
• Scottish Secure Tenancy Agreement 
• Short Scottish Secure Tenancy Agreement 
• Dog Fouling (Scotland) Act 2003 
 
 
7. Our principles and standards 
 
We are committed to meeting the following service standards: 
 
Prevention 
 

 help our customers to sustain their tenancies 

 visit our customers annually to offer support and update on services available 

 carry out an annual house inspection 

 carry out regular estate inspections and take any action required to maintain a 
high standard 

 offer benefits advice to help maintain tenancies and household income 
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Capacity Building 
 

 work with Community Connect Trust to build skills and confidence 

 maintain an open door policy for our customers to tell us if things are going 
wrong 

 make sure our staff are well trained and have the skills and knowledge to 
support our customers and communities resolve any issues 

 encourage our customers to take an active role in helping to maintain the area 
 
Community Resilience 
 

 to let our houses timeously to promote strong communities 

 help new customers to settle in their new homes by carrying out settling in visits 
within 8 weeks 

 to treat others with respect and to be a good neighbour 

 to work with Community Connect Trust to keep your area litter free 

 to respect diversity 
 
Enforcement 
 

 make sure all customers are aware of their responsibilities to keep to the terms 
of the Tenancy Agreement 

 Work with the City Council in relation to bulk uplifts, fly tipping etc. 

 Dealing with anti-social behaviour and tenancy breaches. 
 
 
8. The Policy 
 
How we look after Wellhouse 
 
We want to promote both our housing and our community as an attractive place to 
live and aim to set and maintain standards to allow residents to enjoy a clean, tidy 
and safe environment and live happily in their homes. 
 
We want to make customers aware of their responsibilities regarding the upkeep and 
maintenance of their home, common areas and the local area as a whole. We want 
to support customers to meet these responsibilities and sustain their tenancies.  
 
Obligations and Responsibilities 
 
The obligations and responsibilities of Wellhouse and our customers in regards to 
estate and neighbourhood management are set down in the Scottish Secure 
Tenancy Agreement.   
 
Environment 
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We ask our customers to make sure: 
 
• If they have a garden, that it does not become overgrown, untidy or cause a 

nuisance to other residents 
• They put all rubbish for collection in the bin store or designated area.  
• all rubbish is properly bagged and placed in bins provided rather than left in 

common areas / gardens 
• Bulk rubbish is placed in the bin store no earlier than a Sunday night, for 

collection on a Monday morning (if they live in tenement properties) 
• Bulk rubbish collection is arranged with Glasgow City Council and all items are 

kept within their garden until collected and not on the pavements /communal 
areas  

• no vehicle owned by them / their visitors / members of their household is parked 
on land unless that land is set aside for parking or is a public road. 

• No vehicle owned by them / their visitors / members of their household cause’s 
nuisance or annoyance to their neighbours 

 
We will  
 
• have systems in place for the regular inspection of back courts, bin stores, paths, 

communal grass areas and other open areas for which we are responsible 
• keep common grass areas, shrub beds and hedges for which we are responsible 

from becoming overgrown, untidy or causing a nuisance to other residents 
• Where a property is empty and has a garden, we will make sure it does not 

become overgrown, untidy or cause a nuisance to other residents 
 
A garden maintenance service is available through Glasgow City Council; we will 
support customers to apply for this service.  
 
Common Areas 
 
We expect our customers to: 
 
• keep common areas, such as closes, stairways, backcourts, paths and bin areas 

clean and tidy and free from litter and dog or other animal dirt. 
• make sure no property including bicycles, motorcycles or prams are stored in the 

common areas, including close entrances or areas around front doors.  
 
We will 
 
• have systems in place for the regular inspection of closes and common areas 

including health and safety checks 
• keep common areas, such as closes, stairways, backcourts, paths and bin areas 

in good repair and fit for use by customers, members of their household and their 
visitors 

• keep common areas, such as closes, stairways, backcourts, paths and bin areas 
clean and tidy and free from litter where we have agreed to do so 
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Managing our area 
 
We are responsible for managing the local environment and keep all the areas we 
own in good repair and fit for use by customers, members of their household and 
their visitors. We want to promote Wellhouse as an attractive place to live to potential 
customers and ensure our existing customers feel positively about themselves and 
their area. We want customers to be satisfied with us and our services.  
 
We provide an Estate Warden Service to provide local employment and training 
opportunities. We provide a high quality and responsive service based within the 
local area 5 days a week.  
 
The Estate Wardens are responsible for managing the local environment on a day to 
day basis alongside our Housing and Maintenance teams.  We also expect GCC to 
fulfil their obligations to the area and environment.  
 
Customers’ Homes 
 
We expect our customers to: 
 
• keep their home in a reasonable state of cleanliness and decoration 
• take reasonable care to prevent damage to their property, their neighbours' 

property and common areas 
• Report to us, as soon as reasonably possible, any damage to the house or 

common areas 
 
We will:  
 
• inspect our homes prior to customers moving in to ensure they are wind and 

watertight, in good repair and fit for use by customers, members of their 
household and their visitors. 

• take reasonable steps to ensure empty properties do not cause damage/danger to 
surrounding properties 

• carry out all repairs necessary to bring our homes to our lettable standard (as 
outlined in our Maintenance Policy) before the tenancy begins 

• carry out all repairs necessary during the tenancy to keep the house wind and 
watertight, in good repair and fit for use by customers, members of their 
household and their visitors. We will carry out these repairs within the timescales 
set out in our Maintenance Policy.  This only refers to repairs caused by fair wear 
and tear and does not include repairs caused wilfully, negligently or accidentally 
by customers, members of their household or their visitors. If we do carry out 
these repairs, we may ask customers to pay us for the cost of these works 

• have systems in place for the regular inspection of properties including safety 
checks to gas and electrical installations 

 
When something goes wrong 
We take all complaints and concerns that our customers have very seriously. We are 
committed to doing all we can to encourage people to live amicably together and to 
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treat each other with respect and tolerance and to take a pride in their 
neighbourhood and home.   
 
We know that a poorly maintained environment can have a negative impact on our 
customers and that neighbour disputes, nuisance, and anti-social behaviour is very 
destructive. We aim to do all that we can to prevent such situations arising and to act 
speedily when these situations do arise. 
 
We are committed to: 
 
• Treating our customers with respect at all time 
• Treat information in confidence as far as possible  
• Making it easy to contact us 
• Responding quickly to any concerns or complaints about Customers or other 

household members or visitors aiming to take complaints within 1 working day;  
• Treat each complaint about the environment or about antisocial behaviour or 

neighbour nuisance seriously, impartially and in line with our policy 
• Support our customers to look after their home and their area 
• Support our customers so that they do not feel intimidated by antisocial behaviour, 

using all available good practice to deal with antisocial behaviour, disputes or 
harassment 

• Liaise with police, social work and the local council to bring cases reported to us 
to a satisfactory conclusion 

• Work with the Connect Community Trust to look after the area 
• Keep anyone who reports an issue to us regularly informed 
 
 
We will always try to resolve issues without using the law; however that may not 
always be possible. We are committed to supporting our customers to sustain their 
tenancies, however, there may be times where situations cannot be resolved and in 
those circumstances customers may lose their homes.  
 
A definition of anti-social behaviour 
 
We ask our customers to look after their home and their neighbourhood. We ask our 
customers to respect each other and to behave at home and in the community in a 
way, which creates a safe and secure environment for everyone. Every tenant has a 
tenancy agreement with us, in signing the agreement, the tenant is agreeing to take 
on the obligations and responsibilities and to be responsible for their own behaviour 
and the behaviour of people who live with them, including children and people who 
visit them, both in their homes and the surrounding area.  
 
When customers sign the Tenancy Agreement, they are signing a legally binding 
document. The customer is agreeing not to: 
 
• allow pets to foul or cause damage to other people’s property 
• vandalise or damage our property or any part of the common parts or 

neighbourhood 
• leave rubbish in unauthorised places 
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• Park any vehicle, caravan or trailer on land other than land set aside for that 
purpose 

• carry out work to any type of vehicle, caravan or trailer 
 
The Tenancy Agreement defines anti-social behaviour as when: 
 
• A tenant is behaving in a manner, which is causing nuisance to his/her, 

neighbours, having a significant impact on the quality of the housing 
environment.   

• A tenant is behaving in a manner, which is having an impact on their 
neighbour’s enjoyment of their home.  This could result from a clash of 
lifestyles or personalities, or the deliberate action of one of the parties. 

• A tenant is directing abusive behaviour specifically at a neighbour, having a 
significant impact on their quality of life, if not causing them to live in fear. 
Such harassment may be the result of racial, colour, religious, gender, 
sexuality or disability discrimination 

 
The Antisocial Behaviour (Scotland) Act 2004 defines antisocial behaviour as: 
 
A person who engages in antisocial behaviour if he/she 
 
a) Acts in a manner that causes or is likely to cause alarm or distress 
b) Pursues a course of conduct that causes alarm or 
c) Distress to at least one person who is not of the same household 
 
We can take action where customers are using their homes for illegal or immoral 
purposes and/or they have a criminal conviction. 
 
Our Approach 
 
We take all complaints and concerns seriously and aim to respond to all complaints 
within 1 working day. Our approach is impartial and we will seek in the first instance 
to resolve the issue where possible. Local housing staff will investigate all complaints 
and concerns and will support customers throughout the process.  We will work with 
other agencies, including Glasgow Community Safety Services, as appropriate to 
help to resolve complaints and concerns.  
 
All cases are reviewed weekly and we may call a case conference for the most 
serious and complex cases and any customer who does not enter into an agreement 
to change their anti-social behaviour will have legal action taken against them by us 
which may result in them losing their home. We will work with customers intensively 
to support and sustain their tenancy; however, we may need to take the actions 
which could mean customers losing their homes. 
 
Actions we can take 
 
Every case is unique and we have a range of actions that we can take in responding 
to incidents: 
 
Stage 1 - Establishing the facts 
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• By telephone 
• By e-mail 
• By letter 
• A home visit 
• An office interview 
• speak to the person complained of 
• speak to surrounding neighbours as appropriate 
• Request information from the police for information in relation to specific 

incidents where they have been involved 
• give out incident diaries 
• Checks to see if there is on-going social work involvement 
 
Stage 2 - First Stage Resolution 
 
• recharging customers for work which they have failed to do or to cover the 

costs of repairs for malicious damage caused by them  
• making use of the Provisions contained in the Dog Fouling (Scotland) Act 2003  
• Use Environmental Protection Services to enforce local bye-laws 
• Mediation 
• organise (close) meetings to attempt to resolve the disputes 
• Referral to the Police where activity is of a criminal nature 
• Withdrawing allocation rights  
• support the person complained of to change behaviour 
• enforce our pet management policy 
 
Stage 3 – Second Stage Resolution: 
 
• ABC – Acceptable Behaviour Contract. This is an agreement between the 

perpetrator of the anti-social behaviour, WHA and the police. The aim of the 
contract is to make people personally responsible for their actions. ABCs are 
not legally enforceable and a perpetrator cannot be compelled to enter into 
such an agreement 

• UBN – Unacceptable Behaviour Order.  This is complementary to ASBOs and 
is an alternative to ABCs where the person responsible for anti-social behaviour 
declines to be party to an ABC. UBNs have no legal standing and a perpetrator 
cannot be compelled to sign these notices. However, they can be used as a 
body of evidence to support an application for an ASBO and/or in an eviction 
action in the event of the perpetrator continuing to commit anti-social acts. 

• ASBO – Anti-social Behaviour Order. This is a civil preventative measure 
intended to tackle behaviour, which causes considerable alarm and distress to 
the community. We can apply to the court for an ASBO against any person 
(tenant or not) over the age of 12 years who has acted in an anti-social manner 
or pursued a course of antisocial conduct within their area of geographical 
responsibility.  

• Use of Interdict or Specific Implement 
• Work with the Police and others using other appropriate enforcement powers 

as set out in the Anti- Social Behaviour Act 2004 

 Issue a Notice of Proceedings for Recovery of Possession 
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Stage 4 - escalation 
 
 
• Creation of Short Scottish Secure Tenancy (new customers) * 
• Conversion of a Scottish Secure Tenancy to a Short Scottish Secure Tenancy 

(existing customers) where a customer has been served with an ASBO or has 
acted in antisocial behaviour in the last three years. * 

 
*Where an applicant has acted in an anti-social manner within the last 3 years we 
can create a SSST for a period of 12 months with the power to extend for a further 6 
months (Housing (Scotland) Act 2014). An SST can be converted to a SSST on the 
same terms for an existing tenant where an ASBO has been served or the tenant 
has acted in an anti-social manner in the last three years. We can, however, take 
evection action during that period if it becomes necessary. If we take this action 
within the 12/18-month period, then we have to provide clear reason why we are 
doing and which requirements of the Tenancy Agreement have been broken. We 
have to provide at least 4 weeks’ notice before eviction proceedings can be raised. 
Customers have the right to ask us to review the case before it goes to court.  
 
• Proceeding to Repossession of Tenancy at the Sheriff Court 
• Closing orders, Police Scotland protocol 
• Withdrawing permissions and allocation rights 
 
Throughout the process we will support the person who has made the complaint: 
 
• Being clear about what we are doing and what we can do 
• Keeping the person informed at every stage 
• Supporting the person to take civil proceedings if that is appropriate (harassment) 
• Bringing in other agencies – police, social work, LA and Glasgow Community 

Safety Services, to help resolve the situation and to support the person making 
the complaint 

• Support the person through any court proceeding 
• Protect the person making the complaint and keep them safe.  
• Signposting 
 
As part of our approach to resolving the issues we will also seek to support the 
person who has been complained of: 
 
• Looking at ways in which we can support them to change their behaviour 
• Bringing in other agencies that can support them to change their behaviour 
• Being clear about their responsibilities and possible consequences of their actions 
• Tell them about any actions we are taking 
 
Neighbour disputes involving owners 
 
There are customers who are tenants and customers who are owners living side by 
side in Wellhouse.  We treat complaints from owners, and about owners, seriously 
and give advice and take action where we can. There are some occasions, however, 
when we are not able to resolve matters. We will work with other agencies to try and 
resolve any problem using the following options as appropriate: 
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• ABC – Acceptable Behaviour Contract.  
• UBN – Unacceptable Behaviour Order.  
• ASBO – Anti-social Behaviour Order.  
• Use of Interdict or Specific Implement 
• Work with the Police and others using other appropriate enforcement powers as 

set out in the Anti- Social Behaviour Act 2004 
• Notification to the lender of a breach of legal obligations 
 
 
9. Monitoring and performance 
 
We provide regular reports and an annual report to the Management Committee on 
neighbourhood management. 
 
We also provide an Annual Return on the Social Housing Charter (ARC) to the 
Scottish Housing Regulator to tell them how we have performed against the 
performance indicators in the Social Housing Charter, specifically: 
 
• Indicator 17: percentage of customers satisfied with the management of the 

neighbourhood they live in 
• Indicator 19: the percentage of anti-social behaviour cases reported in the 

year, which were resolved within locally agreed targets. 
 
10. Consultation 
 
We aim to deliver excellent services, which respond to local needs and reflect what 
is most important to our customers. We aim to provide good quality neighbourhoods. 
We aim to provide a sensitive and effective service for tackling antisocial behaviour, 
neighbour nuisance and disputes to make sure that all our customers can enjoy 
living in their homes and in Wellhouse. 
 
To do that we need our customers to tell us how well our policy is working and help 
us to make the changes which will improve it. In line with our Customer engagement 
and Participation Policy: 
 
• We make it easy for customers and local people to give us their comments and 

views - face to face, by telephone, e-mail, on line or in a letter. 
• We commission formal independent customer satisfaction surveys on a 

continuous monitoring basis carried out every three months. 
• We consult our Customer Opinion Panel 
• We publish the targets we set  
• We publish how we have performed against those targets  
 
We use customer feedback to review our policies and talk to you about the changes 
we are making. 
 
11. Complaints 
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We have a separate complaints policy and procedure. Leaflets and copies of the 
complaints procedure are available from the Association’s office and on our website. 
We also provide information on how our customers can make a complaint to the 
Scottish Public Services Ombudsman (4 Melville Street, Edinburgh EH3 7NS, 
telephone, 0800 377 7300) and how to contact the Scottish Housing Regulator. 
 
The Ombudsman will not normally deal with complaints unless customers have 
followed the Association’s complaints’ procedure 
 
12. Review timeframe 
 
The policy will be reviewed every three years, or sooner, in response to a change in 
legislation or circumstance. 
 


