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SOUTH ESSEX HOMES 
Unacceptable Behaviour – Zero Tolerance Policy 
 
Introduction 
South Essex Homes has a duty of care to provide a safe and civil working 
environment for our workforce, residents and people visiting our premises. 
 
We consider unacceptable any form of behaviour that is: 
·  Demeaning 
·  Derogatory 
·  Abusive  
·  Aggressive 
·  Threatening 
·  Intimidating 
·  Violent 
·  Related to drug and/or alcohol use 
 
Any unacceptable behaviour toward our workforce, residents or anyone at South 
Essex Homes/Southend Borough Council premises will not be tolerated.  We will take 
action against anyone who behaves in an unacceptable manner. 
 
Any person who behaves unlawfully will be reported to the Police and we will seek the 
maximum penalties available in law.  We will prosecute anyone who commits a 
criminal act against our workforce, property or assets. 
 
Commitment of the organisation 
 
We are committed to protecting the health and safety of our workforce, residents and 
others at our premises. We consider all persons to be strictly liable for their actions 
and will not tolerate unacceptable behaviour under any circumstances 
 
Our workforce will receive our backing and support and any anyone behaving in an 
unacceptable manner will be subject to our procedures and the associated sanctions. 
 
Zero tolerance statement 
 
Our policy is set out in the Statement of Intent (see Appendix 1) and this is designed 
to clearly explain our position and should be displayed prominently at customer facing 
locations. 
 
Sanctions 
Sanctions will be applied in all incidences of unacceptable behaviour including 
·  Removal from South Essex Homes/Southend Borough Council premises 
·  Banning from South Essex Homes/Southend Borough Council premises 
·  Instigation of the Anti Social Behaviour Procedure for breach of conditions of 

tenancy 
·  Reporting of the incident to the Police and other agencies as appropriate 
·  Prosecution of individuals 
 
Legal Implications see Anti Social Behaviour Policy  
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Guiding Principles 
 
····  Conditions of Tenancy 
····  South Essex Homes Anti Social Behaviour Procedures 
····  Health and Safety Policy 
····  Violence towards Staff Code of Practice 
····  Violence towards Staff – Guidance Notes 
····  Violence towards Staff Incident Reporting Form 
····  Guidance on Managing Serious Incidents Involving Violence 
····  Guidance for managing information contained in the Potential Risk Register 
····  Accident, Incident and Near Miss Recording and Reporting Procedure 
····  Accident, Incident and Near Miss Recording Form 
····  Accident, Incident and Near Miss Recording and Investigating Guidance Notes 
 
Responsibilities 
 
Key responsibilities are set out below 

 
Customer facing staff  
 

Adhere to the policy for dealing with unacceptable 
behaviour and associated policies and procedures.  

Managers and Team 
Leaders 

Monitor operations to ensure that policies are maintained.  
Provide support and assistance in the event of an incident 

All Staff Provide support and assistance in the event of an incident 
Most senior person 
on site 
 

Take lead responsibility in the event of an incident to 
coordinate activity and ensure reports are completed and 
sanctions applied 

Resident The resident is responsible for the behaviour of themselves, 
a member of their household or a visitor to their property  

 
Equality and Diversity   
At South Essex Homes we believe that everyone has the right to be treated equally, 
with respect and to feel safe and secure in their own home and neighbourhood. 
 
We will promote equality and diversity in the provision of our services and employment 
and we will not tolerate discrimination.  
 
 We will make sure that no person or group will be treated less favourably than any 
other person because of their disability, ethnicity, colour, race, gender, sexual 
orientation and age. 
 
Review and Monitoring 
 
All incidents relating to acts of unacceptable behaviour will be reported in accordance 
with the Violence towards Staff Code of Practice.  Incidents will be reviewed at regular 
health and safety meetings or if required as part of a specific incident investigation 
process 
 
Protocol for dealing with unacceptable behaviour 
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In circumstances where any form of unacceptable behaviour is experienced the 
perpetrator should be informed that this will not be tolerated and asked to stop or 
leave the premises with immediate effect. 
 
Should the perpetrator fail to comply with this request and we believe there is a 
potential threat to people, property or assets immediate actions should be taken to: 
·  Maintain personal safety and isolate the incident 
·  Alert the emergency services 
·  Alert South Essex Homes management and supervision 
 
If we believe there is not a potential threat to people, property or assets we will 
immediately ask a senior member of staff or colleague to provide assistance. 
 
All reports of unacceptable behaviour must also be reported to the 
Neighbourhood Services Manager or Anti Social Behav iour Team Leader who 
will take appropriate enforcement action 
 
Customer facing personnel should adopt the following protocol when dealing with 
perpetrators of unacceptable behaviour 
 
Situation Protocol 

 
Unacceptable 
behaviour occurs  
 

South Essex Homes/Southend Borough Council premises  
Request perpetrator to stop their behaviour or leave the 
premises immediately 

 On the telephone 
Request perpetrator stops their behaviour or call will be 
terminated 

 In the home 
Request perpetrator stops their behaviour and leave 
property 

Perpetrator fails to 
comply with request 
to stop or leave 

South Essex Homes personnel should maintain personal 
safety, isolate the incident and alert management, 
supervisor and colleagues 

 Sanctions to be applied to the perpetrator in accordance 
with the Zero Tolerance Policy include: 
····  Removal from South Essex Homes/Southend Borough 

Council premises 
····  Banning from South Essex Homes/Southend Borough 

Council premises 
····  Instigation of the ASB Procedure for breach of 

conditions of tenancy 
····  Reporting of the incident to the Police and other 

agencies as appropriate 
····  Prosecution of individuals 

 Incident should be reported in accordance with the 
Violence towards Staff Code of Guidance 

Potential threat to 
people, property or 
assets 

South Essex Homes personnel should maintain personal 
safety, isolate the incident and alert the emergency 
services, management, supervisor and colleagues 

 Sanctions to be applied to the perpetrator in accordance 
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with the Zero Tolerance Policy including 
····  Removal from South Essex Homes/Southend Borough 

Council premises 
····  Banning from South Essex Homes /Southend Borough 

Council premises 
····  Instigation of the ASB Procedure for breach of 

conditions of tenancy 
····  Reporting of the incident to the Police and other 

agencies as appropriate 
····  Prosecution of individuals 

 Incident should be reported in accordance with the 
Violence Towards Staff Code of Guidance 

 
(Note: this protocol is generic and may require modification for specific 
situations and/or locations) 
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Zero Tolerance of Unacceptable Behaviour 
 
Statement of Intent 
 
We are committed to ensuring that all members of our workforce are able to carry out 
their work in a safe and civil environment. 
 
As an organisation we will not tolerate any demeaning, derogatory, abusive, 
aggressive, threatening or intimidating behaviour toward our staff, residents or anyone 
at our premises. 
 
We deem this sort of behaviour totally unacceptable and anybody that behaves in this 
way will not be served by us and will be asked to stop the behaviour immediately or 
leave our premises. 
 
Our policy is one of zero tolerance and a single act of unacceptable behaviour will 
trigger sanctions which include but are not restricted to: 
 
····  Removal from our premises 
····  Banning from all South Essex Homes and Southend Borough Council premises 
····  Obtaining of an Injunction/ASBO 
····  Instigation of possession action which could lead to eviction 
····  Reporting to Police and other authorities as appropriate 
····  Prosecution of individuals 
 
Our commitment is to the health and safety of our workforce, residents and others at 
our premises.  We consider all persons to be strictly liable for their actions and will not 
tolerate unacceptable behaviour under any circumstances. 
 
 
 
Signed:……………………………………………..  dated:…………………………… 
 
Mike Gatrell, Chief Executive of South Essex Homes 
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Write to us at; South Essex Homes, Cheviot House, PO BOX 5817,  
Southend on Sea, SS1 9EL 
Phone : 0800 833 160 
Email: customerservices@seh.southend.gov.uk 
Visit: www.southessexhomes.co.uk  
 


