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1. Introduction

1.1 Context

Housing New Zealand is committed to managing Anti-Social Behaviour effectively. We wilk:

° advise tenants of the standards of behaviour that Housing New Zealand expects

° make sure tenants are aware of the consequences of committing or permitting Anti-

Social Behaviour

° work in partnership with others to resolve Anti-Social Behaviour in our tenancies

o treat all complaints of Anti-Social Behaviour seriously, sensitively and.support

complainants by keeping them informed (subject to Privacy Actg g/ /ttons >

° make sure our staff have the knowledge, tools, support, gu@%\é

apply the Anti-Social Behaviour processes consistently. a

o address serious or ongoing Anti-Social Behavj ljr/éy
applying the suspension policy when appropngé . \

A

\

er?‘glnatlnq te@\

\//f

and

d tra§|n<§
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2. Purpose and scope

P Y Y i e i Pt )

Lo B |
L1 DebhlIPlIUII

The purpose of this guideline is to:
help staff support tenants and resolve Anti-Social Behaviour issues

ensure our actions meet the requirements of the Residential Tenancies Act 1986
(RTA).

It is essential we follow through with the process to resolve Anti-Social Behaviour in a timely
manner:

Som L .

i naturai justice \\/ y
to ensure that we meet our RTA obligations to nelghbou af(l csf enants K j )

et
@
g
[}
[}
~k
[74]
Q

@ to ensure community safety /B \/ O
Qf/ bmnal |sfsu qu \byjdue

° so that any case that is heard before the J’ena
process and well documented ewdence\ \ D
\} g ﬂf l.\p'n Dor\!al

The guidelines support tenancy ma.nagers to "rt\ arsta d”hﬂ Vagn

Behaviour and how to manage it. The ai b!e th r\ﬁ tq\sustaan their housing for the
duration of their need. Anti-Social § del:n 1 ébt’hnks W|th the suspension
from Housing New Zealand ng’ 9 al é Hnuqmg ?

The processes will glve s{éfﬁ\t\ ‘tgdis an 350{ tor

@ suppog ne ouf oods tﬁa aiH sidents have peacefui enjoyment of their
ho e’so \

Y
,\}i g\thé standard \\\\ \hawour we expect of our tenants

Q u§e S (rate |e§\no -ehcourage tenants to address behaviour that impacts on their
ility, fstain their tenancy

a
\hi eleﬁr\what behaviour is unacceptable and how to manage that behaviour.

N g,&< V)

( F?\Dkq,eaches in regards to pet nuisance see ‘Managing pets’ (CT-773).
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3. Definitions and approach

3.1 Expectation of Good Neighbour Behaviour

Housing New Zealand encourages tenants to act as good neighbours and expects tenants to be
responsible, considerate, tolerant, concerned and law-abiding.

Each of these elements is described in detail in the table below:

Behaviour Explanation

Responsible Takes responsibility for their own actions and those of their family, guests and
pets. All tenants are responsible for preventing nuisance, annoyance or
disturbance to other residents in the neighbourhood

Considerate Respects other’s privacy and keeps noise to reasonabl ol $P§asonabl <
hours. Tenants must not interfere with the peace an hbours. or /\
deliberately offend neighbours through their actloﬁS\ io

Tolerant Understand that people have different w xﬁ,‘dnﬁ&g\h}ngs an eg L/e's/
’\

differences

Concerned Notice when other's behawour <t ible an 6& ing ‘New Zealand
so that it can take timely a d» acts /n %s/la neighbourhoods.
Tenants should co«ope Hous d staff to assist in
resolving any Antt-

wour |ssye 1\
Law-abiding Refrain fro :(jac\tmé/ and rﬁmp \ﬂ helr Tenancy Agreement and the

RTA. T st not be that is harassing, violent, threatening,
ab}zs" ating—\ (\\
\

3.2 Definit'ga(g f ti%OCI (xé&a our
Housing Zealand defines
= ;5'\ L Tl @ . . .
yiba awou tenant S famlly member or visitor that unreasonably
Y res t Q/p’erson or persons' right to the use and enjoyment of their home or
neighb

iour includes (but is not limited to) the behaviour described in the table below:

I Behaviour as:

Bahaviour Explanation

H arassment and At times a tenant and/or household members or associates intimidate neighbours
\_Hntimidation or staff by:

e  congregating in intimidating groups

e verbally abusing neighbours

e making threats of violence

¢ threatening agents of Housing New Zealand, staff and their family

Assault Physical violence towards neighbours, Housing New Zealand staff or agents
(Refer to unlawful activity under Section 11 of the RTA)

Noise nuisance Parties, car noise, music noise, noise at unreasonable hours over a sustained
period
Note:

e Noise does not have to be at night to be considered a nuisance
e pet nuisance is covered in ‘Managing pets’ (CT-773)

Vehicle nuisance Inconsiderate parking, abandonment, and vehicle repairs

Deliberate Includes vandalism and graffiti. Also includes litter and rubbish dumping, which

T-229 Anti-Social Behaviour Guideline (A3446990) (A3607520) T-229Version 5
27 September 2018 Page 5 of 53
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Behaviour Explanation

property damage can lead to pests

lllegal activity Housing New Zealand does not tolerate unlawful activity at its properties.
Exampies inciude where the tenant and/or others at the property are invoived in,
permit or have knowledge of:

e the growing, manufacturing, using or selling of illegal drugs

e receiving or selling stolen goods at the tenancy

e  breach of Council by-laws or other statute.

Note: Tenants may claim they had no knowledge of the unlawful activity and/or
did not give permission for the unlawful activity. This does not prevent Housing
New Zealand from taking action against the tenant to terminate the tenancy.

The following identifiers may be characteristics that assist in identifying wher { tenant reqwre
a higher level of support to help them manage their own circumstances: <\ /e\/ __\,,Q

° frequency and type of damages \ \g\ K )
° number of complaints \ E
, . . \ f\ RN
. unsanitary/unhealthy living enwmnmnm‘ o “ C, AN P
° number of Section 56 notices A f})
D number/frequency of tribunal RQeS ( Ci IV[S/t dé/br\o\\c tinued minor
infringements)
® number of peopl o e greate/\ er permitied in the tenancy

agreement /a

e  neigh od/\a@l rege _)Jehawour that impacts on the community
h

° listory n gement of house, for example: not clean, rubbish,
/Cf} roun s ma e and unhealthy or unsanitary interior of house.

AN €
3§) Appr @}13 rfaglng Anti-Social Behaviour
Housin e\ ealand'’s approach to addressing Anti-Social Behaviour is based on four key
elements.-a t ed in the table below:

Explanation
Q\ Promoting good Collaborating, partnering and developing strategic relationships with government
—t-neighbour and non government agencies
behaviour Facilitating a range of practical solutions and activities that encourage

communities to connect positively to support each other

Acknowledging good behaviours when observed

Preventing Anti- Setting the scene at the start of the tenancy by emphasising the sections in the
Social Behaviour Tenancy Agreement that relate to tenant responsibilities

Having courageous conversations immediately when behaviour is identified as
not acceptable

Resolving Getting involved as soon as Housing New Zealand is aware there is an issue
eme_rging An'ii' Work on the root cause of the behaviour, to remedy the issue
Social Behaviour Monitor progress against a Household Action Plan (HAP)

issues

Addressing serious | Steps will be taken to end the tenancy where the ASB is so serious that it

or ongoing Anti- cannot be rectified (for example assault on a staff member).

Social Behaviour Housing New Zealand will also seek to end the tenancy if the ASB continues
T-229 Anti-Social Behaviour Guideline (A3446990) (A3607520) T-229Version 5
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Element Explanation
issues over a long period of time, without resolution

T-229 Anti-Social Behaviour Guideline (A3446990) (A3607520) T-229Version 5
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4. Relationship to other business processes

Anti-Social Behaviour processes and procedures are integral to other business processes. The
Anti-Social Behaviour process begins with the identification of an issue. In most cases this is
through a complaint being received. Receipt and acknowledgment of a complaint is the first step
in the process of managing Anti-Social Behaviour. The process for recording and managing the
complaint needs to be read in conjunction with the Anti-Social Behaviour guidelines.

Anti-Social Behaviour may result in the termination of a tenancy. Processes that need to be
followed, together with submission for termination of a tenancy via a 90 day notice and/or
Tenancy Tribunal application include suspension and eviction processes.

Tenancy managers need to make sure that Health and Safety processes are: Ig ed. This is
particularly important when working through a termination of a tenancy/w@e,re k@) ant ma "e\
more volatile than usual. All incidents that pose any form of threat ta 2 taﬁ@- er, eiQm/igy
or any agent of Housing New Zealand, must be reported. It do 'Tbmeﬁmw smrﬂi% /
insignificant the incident may seem. Reporting the incideni%?%ﬁﬁ}ough th ﬁ\N B—f

ourSpace. {c =" Q@X\Q& and

Tenancy managers need to be aware of Reviews rg ppeals, Custome
Service Recovery quidelines. Any requests ffﬁ\a: r8'of suspehsi r?\ga\i_f r requests to review
our decisions must be escalated to the a% nanager. A | N\

\J '}
otters and legiglati ovided below:

A full list of related processes, for,

: ; Processes
Complaints — Procedur: \ e ‘-rg nd assi r? OurSpace Show me how Manage
feedback/complaint; D> N\S 2 Tenancies — Manage tenant
Tenancy Manag @i\;&m ALY > relationships — Manage tenancy
e (\\ =
ng;s@ﬁq‘l‘d\-ﬁc}ign/ F"Ian/\ K\ i T-412
Mét\h/gﬁq\p}wé(amine\’fﬁ’)\éhd '%oﬁﬁ?wg New Zealand Tenancies T-126
Staying safe drd seture’ HS-205
Sus siﬁh\ﬁ\éim_fa’ll@ibility for State Housing OurSpace Show me how Manage
( Tenancies — Manage tenant
- 8 relationships — Manage tenancy
(F\\ - issues
T-Evict Tenant CT-750
Managing pets CT-773
Application to waive suspension from eligibility for HNZ housing T-481
Management of current debt T-107
Management of vacated debt T-108
Mediation/Tenancy Tribunal T-109
Vacations/abandonments T-111
Customer First Procedure CF-101
Records retention and disposal R-105
Check-sheet Guide 1-488
Incident Summary T-463
T-229 Anti-Social Behaviour Guideline (A3446990) (A3607520) T-229Version 5
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Property and Tenancy Inspection 48 hours notice

interview sheet T-464
Anti-Social Behaviour dialogue plan T-465
Request for termination of a tenancy T-466
Household Action plan T-412
Proposal for the eviction of tenant T-314
Agreement to keep an animal on the property T-352
Request for approval of suspension from eligibility for state T-480
housing

Safe work plan HS-305

05-134@N

Breach of Tenant Responsibilities

Termination other than rental debt

Tenant Damage

Breach of tenant responsibilities — section 40(2) (c) < S §

Failure to allow entry to the property for an inspection (\<<\\\

S v

Meeting request to discuss issues or complaints A< \o\\\

Meeting request to discuss ongoing issues or(‘ch\H]g}iQ\}s‘"" i

Non-attendance at meeting to discuﬂsgiﬁs@e‘s ch\\dﬁ;n{plaingsx \\\ \ 05-180
Outcome of complaint ( &)\\) / /1\\\ . 05-190
Summary of meeting to dls{ur‘aéts\\s\he/\or co/mg@m\\ o = 05-200
Notification of suspensiop.cagsidération <\ "/ 02-010

02-020

Conflrmatlon,\cust\cfrfér \ f o suspeﬂéa\\\B
afion Customer | \

Residential Tepangie

Priva;E:y ﬁq(\& K 3y {)\>\)

Trespass Act 1980

’O?(i\c\:@)l}\fﬁrmation Act
<@5}§1"Body by laws

“MOU Police

Agreement for sharing information about Child Sex Offenders
with Corrections

Interagency Protocol with Child Youth and Family

T-229 Anti-Social Behaviour Guideline (A3446990) (A3607520)
27 September 2018
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5. Business rules

The following business rules must be observed to ensure that Anti-Social Behaviour is managed
in a consistent manner:

5.1 Complaint management

All complaints must be acknowledged within two working days

All complaints should be resolved in ten working days. If this is not possible, the complainant
must be advised of progress within the ten working days

Complainants must be encouraged to report unlawful activity to the Police. geuemg New 2
Zealand staff need to work collaboratively with the Police in line with oug\M =i \

(C
Complaints must be advised of progress and outcome within the. reqﬁirel‘n\e}jts of th% E’rwacy )

ACt \\\ &) \

Complaint severity must be rated as m Medium % \\ \ \ 1"

The tenant must be contacted as soon as possnbie\@hé'a,cdmplgmﬁ\@ Qm;;t hem is lodged.

4 \ =

if a resoiution can not be reached where uqe \qb[ami is at r,helo : d then the process
escalates to a medium level. Where there no reso the\iséue escalates to a high
level process. Ultimately where gieqq wi I not chaﬁge \ \nti-Social Behaviour, the

outcome will be termination 0{ the te

'\_
( \ - )
5.2 Record |Seepgng )> \ < << )\
All actions andr\Q(e/lSI‘ons must be {eﬁon:déd in Kotahi
The cus\torpti\nsk @g;s r mus\,?\i

ARV’ xﬂﬁlons r ing eth\gs’&nth the customer against whom a complaint has been made must
e‘cgnfirmed.in ){v t! gzaﬁ\d copy saved in the S Drive (S:\WLG\HI Hsg Initiatives\00 All Properties)
then appropri te fold e}- and file. A copy must also be placed on the tenant hard file

PpRR(4ie

AllL ev? n’ée gathered including but not limited to; statements, photos and Police reports must
} o\on the S Drive (S:\WLG\HI Hsg Initiatives\00 All Properties) using appropriate folder and

\evuewed and updated where appropriate

SJ..I e der. A copy must be put on the tenant hard file.

5.3 Meeting with the tenant

A face-to-face meeting must be arranged with the tenant for medium and high level complaints
A dialogue plan must be prepared for medium and high level complaints. This ensures that the
investigation and conversations with the tenant cover off all aspects.

5.4 Media management

The area manager must be informed if the behavioural issue is likely to raise media or
community interest

If the area manager is informed that the Anti-Social Behaviour case is likely to go public then
the area manager must inform the regional manager and communications. The regional
manager will inform the General Manager Tenancy Services.

T-229 Anti-Social Behaviour Guideline (A3446990) (A3607520) T-229Version 5
27 September 2018 Page 10 of 53
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5.5 Privacy Act

The provisions of the Privacy Act must be upheld to protect the complainants’ and the
customer’s privacy. The Privacy Act sets out principles for the collection, storage, use and
disclosure of personal information which Housing New Zealand must adhere to. See Housing
New Zealand’s Guide to the Privacy Act which can be found on ourSpace — search with key
words ‘Guide Privacy Act'.

5.6 Notice of Remedy

A notice of remedy (NOR) must meet the requirements of the RTA. Breaches issued under
Section 56 allow the recipient of the breach 14 days from receipt of the breach to remedy. Staff
can follow up after:

/\,

o

* 14 days where the breach is hand delivered A\ &
» 14 days plus 2 working days if the notice was placed in the tena\ni(%) m\ai{box ) (/K
e 14 days plus 6 days if the letter is mailed. A ) \‘\\ e "\ \\, E

5.7 Termination and Suspension

If an Anti-Social Behaviour case is likely to re m\e\' me%t:on the”tenan nllanager must
discuss the possibility of suspension with gheﬁ \1@(, enanc m\ahé er r area manager before
advising the customer. The customer must be ; | ed t at\thlé‘wohld mean they would not be
eligible for another Housing New %ealeinjd house for apgned ﬂ 12 months from the date the
property is vacated. \,/ \\ & C >‘) \

All cases of Anti- SocmLI B/havi Cn' rﬁust ha Slg éd approval of the General Manager Tenancy
Services before proc ?giqmtb ssue & 90,6{:5/ ice or have an application to the Tenancy
Tribunal for ter Lﬂajl e tenan ere appllcable a submission for suspension from
Housmg Ne’\ Qi/an ousin %Qé\?ncluded with submission for termination of the

pt

Tenan

The?é I ,rowsnon in aagce \mmal circumstances where a Housing New Zealand business
initi te transfe axtenant may be considered. This requires sign off by the regional manager.

"»\\ \ N

\,3\ S
&_3 \\\
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7. Management process

The Anti-Social Behaviour Management process allows staff to moderate their response to the
seriousness of the situation. The appropriate response will differ depending on whether the
severity of the Anti-Social Behaviour has been judged as high, medium or low.

The table on the following page provides a Guide to the Severity of Anti-Social Behaviour and
helps the staff member to decide whether the behaviour is high, medium or low severity.
Ultimately this is a judgement call on the part of the staff member or manager.

The three flow charts which follow outline the process for managing high, medium or low
severity Anti-Social Behaviour:

] high severity -termination is a likely outcome =
° medium severity - may need to arrange for support from t;urgxp‘aﬁ\esg,\ ,se% up a-; ﬂ\,}/\ \
household action plan and monitor the situation < AN

\ \ J
° low severity - in most cases a verbal or written warhuﬁé(mll\e gw;\x\ \b §‘>=)
\\v M 0)\\
\\ > \%\\f
: <f§3\\)} ’:7\§\\\\B\’\ |
P e /\_// — \ ~ \)\
NSO
< \\\ﬁ:g‘_ % \, \/\%QJ /,
“ <
///\\ /;\\;?“ o \\\Q:_,., .
T LD

P\
\\B O ) (i\}\\‘?’\\
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8. Guidance on key process steps
This section provides advice on "how" to carry out key process steps in the flow charts above,
namely how to:

° gather information regarding the behaviour

o meet with tenants to discuss Anti-Social Behaviour

o work with tenants to resolve Anti-Social Behaviour issues

° apply for termination of a tenancy.

8.1 Gathering information regarding the behaviour ;
When investigating a complaint or issue, the methods used to gather 1nftb \q mUst /’,ll;fi/\&
° be transparent S

i \\ /\ )
. provide strong-enough evidence to stand up tq put;hcfsts\mtmy /\

To ensure accuracy and usabilit """
y Y Q@\))\ A <( \)“
o collect information as soon as pos 1& rthe i ide\ﬁ AR bng

o collect information from dJrect\Jwt\e/s S w \&{\bo\ﬁlble
° place the informati %\On&ec rd as soen 5\\ \}:tlcaél including putting notes in Kotahi

o information 13{03 mr“e‘d in the S.ah vé‘(§\WLG\HI Hsg Initiatives\00 All
Propeﬁleghaég'tgép\éropr t;e’f 1d§} nd subfolder and a copy is put on the tenant
har&ifll%\ \

\ \B

/1/ \

8.2 kruh)r ation athe}m methods
TFQ fp\gw’ ng method@%qg/ﬁé used to gather information:

Unanno;wcgsq i]o e'”VISItS

A\ <
Ur;la@n u céé VISItS should only be used when all other attempts to contact the person have

( e\cti ‘here it is not convenient for the tenant to talk at the time of the unannounced visit, you
; arrange another meeting time.

The tenant is not obliged to grant you access to the property and may ask you to leave at any
time. Before you make an unannounced visit, review the Customer Risk Register, to assess
level of risk involved in visiting the tenant unannounced. Make sure you have a safety plan in
place before you visit.

Place notes in Kotahi where any unannounced or prearranged visit has not resulted in having a
meeting with the tenant.

Requesting information from the complainant and third parties

When gathering information from a complainant or other parties, do not use "leading" questions.
An example of a leading question is "what do you think are the reasons for this behaviour?"
Allow the complainant to explain the situation in their own words, tell their story. Practice
attentive listening and where necessary paraphrase to make sure you have heard them

T-229 Anti-Social Behaviour Guideline T-229Version 5
Page 22 of 53
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correctly. Ask open ended questions; what happened, why is this causing a problem, who was
involved in the incident, how did you get involved.

Get complainant or third party to write everything down in an incident summary form (T-463) or
on a note pad if you do not have a form with you. Details needed to be recorded are:

e date and time of incident

¢ where did the incident take place

¢ who did it involve

e did anybody else see or hear this? Who

e what happened. What did you see. What did you hear

/\

* what did you do v s
¢ did you inform anyone else? (for example, Police, noise contr@);hclud\e\aﬁy referen \
enquiry numbers that they provide) <A \ \K
- \ ?
{ \/J \ \\

¢ if speaking to complainant: How did this affect you.

Read back to the interviewee what you have wntten nd.g a ‘tﬁe \to sig \(Kgaté he
statement as correct. Where possible get a typed. 00 \of)t mterwg ne the
interviewee. It is important to have a meeting- wﬂl\the\ enant to (1;1 Ke e ﬁe tenant has had
the opportunity to give their side/version %if Itis es;.\e t}éi s\: an open mind until all
evidence is gathered and all partie hau(e H ter\new % copy in the S drive
(S:\WLG\HI Hsg Initiatives\00 All %{J zles) usm/g a pr p bg older and subfolder and make
sure a copy is put on the /engnﬂhar fil =

>( ( ) \

Interviewing vulner h]e Qeddle W AN

Vulnerablg Le(m)ay include; \\ 5\)
WO
Q who havex k‘f{own ental health concerns

\( \%dng or 1de\r\§;;1‘a‘ep1e
* pe fe(wﬁp mmunication difficulties.

rﬁél(eis}n'e\the process is fair and they understand the situation, you should encourage the
/P8 s ri to'have a support person present. If an interpreter is required, you should arrange for
( \ oy Yo be present at the interview. Young people under 18 must always have a parent or other
~.Support person present when you interview them.

8.3 Meeting with the Tenant to discuss Anti-Social Behaviour

Always prepare by going through the records held on a tenant before meeting to discuss Anti-
Social Behaviour issues. It is most important that you identify any health and safety risk before
you arrange the meeting (by studying CRIP records).

Create a Dialogue Plan (see template T-465) to set the agenda before meeting with the tenant
to discuss a medium or high severity issue. The Dialogue Plan is a useful checklist that sets out
topics you may need to cover. It highlights the supporting documentation needed for the
meeting. The Dialogue Plan is created by a Tenancy Manager with input from a Senior Tenancy
Manager if required. The factors listed below will impact on what is put in your dialogue plan:

° previous history of ASB

o what was the unacceptable behaviour

T-229 Anti-Social Behaviour Guideline T-229Version 5
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. how did it happen

° who caused it

. what actions have been taken previously

o is the tenant risk rated

a are there previous mediation/Tribunal records

° how long has the tenant resided at the premises
o who are the other household members

° what is the financial circumstance of the tenant

/\
\\/

D are there any mental health/health and disability issues

° have there been any incidents or indications of domestic vloi;er/l\tse’ \ g ( \" \\

/\ .l‘\ )/) .
L“ N
This background information will help you decide how to a pvoa h”the meetin v@ theftenant
Your approach will differ depending on whether it is ﬁ:ol t\edp{" epetitwa j

The tenant must be given the opportunity to h ar th galnstf &\ga\nd) rowde their side

o have there been any incidents or indication of a drug 135\}10\\

of the story.
8.4 Working with the /'I;Qnaﬁ)t \t‘o resel% Q‘; Antl Social Behaviour
issues p \\v W2

D"
The tenant needs io bc—ﬁwii!mg ﬂo wiiork wﬁh o@)}ér\lew Zealand and/or other agency(s) to
overcome the caus\ed‘ he\behaw U\Q

The tena,n/q,j,/\‘ma}\:a/c_;;eisL
f / & /ianof a quaﬁ@/rker\énd will not be fulfilling that role with the tenant

N
\\ \3\:\» willhaw bbd }elétionshlps with agencies that can support tenants to overcome
* gir b%h \nour(s) that are putting their tenancy at risk

/\
ol /o \ml put a Household Action Plan (HAP) together with the tenant that will support
— \ \2) \\ résolution of the issues impacting on the sustainability of the tenancy

\K b will monitor that the tenant has complied with the plan.

e

The Household Action Plan (HAP) must be meaningful and designed to address the behaviour.
The Tenant owns the plan. It is the tenant(s) responsibility to make the plan work.

Child Youth and Family must be notified where Housing New Zealand believes that children are
potentially at risk of harm. The decision as to whether a notification needs to be made must be
discussed with the Area Manager prior to making the notification.

8.5 Applying for Termination of a Tenancy

Application may be sought to terminate the tenancy where the Anti-Social Behaviour is of high
severity. This can be due to low or medium level severity behaviours not being able to be
resolved. These then become high severity as they can not be resolved. Termination of a
tenancy is a serious step which will impact the lives of our tenants and their families. Before
deciding to put in a submission to end a tenancy, make sure that you have:

o done everything you can to resolve the issues and support the tenant to change
their behaviour

T-229 Anti-Social Behaviour Guideline T-229Version 5
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° checked with senior tenancy manager or area manager before taking this action.

Make sure that you have all the supporting evidence required to get sign off. Remember the
tenant can ask for a review of our decision to terminate their tenancy.

The factors that need to be considered when thinking of terminating a tenancy are outlined in

the table below.

Circumstances
What are the circumstances that have given rise
to terminating the tenancy?

Why do the circumstances fall within the definition
of serious ASB?

Nature of behaviour
Does the alleged behaviour constitute a breach
of the Residential Tenancies Act 19867

Does the alleged behaviour involve damage to
property, physical injury to any person or

psychological injury to any person?

Are the issues ongoing and hav w?/gled to A
address the behaviour pre\{; ugle\?\ .ﬁ‘.: <
Was the source of the i gﬁma i6n'or-Complaifit 1 _ \>
about the tenant's alle g"eq lge\ viour fro 1.2 \ )
reliable source)\Was t\venﬁed’? \.>

Submissions required \“ P (( >> \
d By tbe\‘/Re ar Manager before any

The decision to terminate the tenancy must be \é
Qle§>h \the completed Request for

action is taken (including referral to trlbun | p
Termination of Tenancy (T-466) are'pro |d

in"App i
A submission for suspension ff @pl—lousmg New G % using will usually be included with
the submission for termingtion-ofithe tenan s ension from Housing New Zealand housing
requires General Manager T”/n}mcy S rYn F‘oval Examples of the completed Suspension
from ellglblllty for\ﬂ/qu ng\New Zeal\h ou mg form (T-480).

A subm for Gshon can 1 \\ >t|oned where Housing New Zealand has termination of
ig Q¢ pfossess (;oft operty through a Tenancy Tribunal order. This includes 90
s where th tenx\éfﬁas not or will not leave at the end of the 90 day notice period. In
the{i@;éaées pl a Hte\t e Tenancy Tribunal must be made for termination and possession
of the tenan (to Qg ing New Zealand before we can proceed with an eviction submission.

Geneg ¢ ousing Service's approval is required. Examples of the completed Proposal
for/theﬁ{[ct n of a Tenant (T-314) are provided in Appendix C.

|alists)

(\M \mnlsm for termination of tenancy
Termination is affected through either a 90 day notice, or through a tenancy tribunal application
backed up by a 90 day notice. The choice of mechanism to terminate the tenancy depends on

the following considerations:

° The issuing of a 90 day notice is the first option to end the tenancy. A 90 day notice
must always be issued before an application is made to the Tenancy Tribunal for
termination.

° Housing New Zealand may choose to terminate the tenancy with only a 90 day
notice if there is a risk that the Tenancy Tribunal may not grant termination. This
may include, but is not limited to, cases where a tenant has been charged with an
unlawful act but has yet to be convicted through the courts of the unlawful act. Other
reasons could be that neighbours refuse to provide evidence of the behaviour
because of intimidation.

T-229Version 5
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° It may be appropriate to apply to the Tenancy Tribunal for early termination if the
tenancy poses a risk to persons or property and it is unacceptable to wait for the
expiry of a 90 day notice. A 90 day notice must still be issued in such cases, so that
it is in place if the application is unsuccessful. The 90 day notice must be issued
before a tenancy tribunal application is made to terminate the tenancy in every case.
This is to prevent the 90 day notice from being viewed as retaliatory, in which case
Housing New Zealand may be barred from issuing a 90 day notice.

It is essential that the Tenancy Manager discusses the case with the Tribunal Specialist prior to
putting together the submission for termination of the tenancy. The discussion with the tribunal
specialist will ensure that the recommendation as to whether to also make an application to
Tenancy Tribunal or not has had the benefit of the opinion of tribunal specialist.

NOTE: Refer to ourSpace for details on submissions to terminate tenancy throw g/ﬁ 90 day notlc

[ P DA ~l T ~t eo-.\.
anafor Tei 1ainCy Tribunal \l--ruu; Refer to Residential Ter iainicy Act |auu&>, Xs\/uy and uv( \\

@)

gpplylng to
‘evidence

-

Evidence required when seeking termination through the T /nahc/i\ib\,mal

the Tenancy Tribunal. The list of evidence is not limi
that has been collected should be included. All evld'é
S Drive (S:\WLG\HI Hsg Initiatives\00 All Pro

e stored on the

ddocum
!efe and subfolder.

i
ing appr ir\i

Make sure that you have built your case and managed the'§ &};ﬂn\ﬁarrectly beﬁ
; bel

Tribunal scenarios

b

Scenario

Car Wrecks

©
(\

P

Criteria to sscaiate
for Trituna!

|red

ni2

S

3 : ’
#If’hial car wri E\
nths &

oW

f\&\“

Evidence required

Agreement
%@/py of Breach Letter(s)

I;’hotographs (include photos of
expired WOF & Registration)

Summary of enquiries to identify
owner

Estimate of removal cost

Action

A 90 day notice should
be issued. Only apply
to Tenancy Tribunal if
car wrecks are
discovered on more
than 3 occasions
within a 12 month

period.
- t\‘f} Breach letter expired Tenancy agreement A 90 day notice and
:Dé Q@%s\}, with no remedy Copy of Breach letter(s) Tenancy Tribunal

No
remedy/arrangement
Wilful or malicious
damages

Continual damages (3
occurrences’ in last
year

Photographs

Property condition reports ( at
least two, initial and final report)

Copy of Improved behaviour
Action Plan

T-308 damages form signed by
tenant

Kotahi notes
Tenant Statement Damages

Household Action Plan not kept to
(supports case of trying to remedy
issues)

application for
termination and
recovery of cost of
damage

lllegal
Structure

Breach letter expired
with no remedy

Tenancy Agreement
Copy of Breach Letters(s)
Council infringement notice(s)

A 90 day notice where
a heaith and safety
risk exists, supported
by a Tenancy Tribunal

T-229 Anti-Social Behaviour Guideline
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Scenario Criteria to escalate Evidence required Action
for Tribunal

Neighbour application.

information/complaint(s)

Police information where

applicable

Tenancy Managers report with

details and timeline

Photographs of structure
Breaches of | At expiry of breach As applicable: Noise, parties, threats
Tenancy letter with no remedy Tenancy agreement and abuse 90 day
:‘gr_eement: No remedy or Suspension submission notice.

uisance continuance of Ana tion to the

(noise, behaviour/problem grc:py of breach letter(s) Te app 'hbunal
parties, Issue is of such a c')tographs e CQ
threats, nature warrants urgent Po!lce reports/statements é
abusg, request to Terminate Neighbour Statements N
p.hyswal Tenancy via Tribunal. Council infringement
vno_le':\:e, Noise control documr
:?slgut:sl," Other third p ﬁ@)
illegal Gener Q
activities etc. K %«

Ten cy anager

\;l elm
O 51 \S\) 3

&

S5
”

~

N

2©)

@%@9
o5
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9. Key Messages for External Stakeholders

Frontline staff may need to engage with external stakeholders and agencies to develop
Household Action Plans to address Anti-Social Behaviour. Reinforce Housing New Zealand's
expectations of good neighbourly behaviour, and the consequences of Anti-Social Behaviour,
through the use of consistent and proactive messages.

The key messages are:

Most are good neighbours - The vast majority of our tenants are good neighbours,

but those who aren't can have a huge impact on those who live around them

Tenant's behaviour - Every tenant has the right to enjoy their ho ﬁé)as long asit_~

doesn't impact on the lives of their neighbours LA 9} __3,\\
. 3 =

Care of property - Tenants have responsibility under the~ gpﬁ(ﬁg} gre me\rg l‘i)

319) for the property, including the behaviour by | mgf@;bé{f of their hg. se 6]::1}3_,,

~

Promoting a proactive approach to intervene a}ug}ége ,diﬁﬁﬁﬁbngnéies, by
taking action early to resolve the behav{ 1\( w"‘i}é e @055ib\1<0>\\ ot
i N\
- “\ /,\ . =
AR X

, D
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10. Health and safety key messages

The hazards faced by staff when working in the office or community are documented in the
staying safe and secure guidelines These are available to all staff through the intranet Me and
My Work.

It is imperative staff follow the health and safety processes to minimise the risk of finding
themselves in a dangerous situation with a customer, either in the office or out in the field.

No matter how small any event or incident is perceived, it must be reported. This is done
through ourSpace and found under | need it now, HR Hub. A CRIP risk assessment must be
undertaken and the outcome recorded in Kotahi. Where appropriate a risk rating must be
established in Kotahi and approved by the area manager.

Before visiting any tenant for any reason, a review must be undertaken t }\% yifthey ar [I/
rated or not. If risk rated, then a safe work plan must be put in place @\ g ng the t rEJ
The CRIP processes (which can be found HS-305 must be foll(w Y)\

i dﬁalow

Criteria Classify as (.on'act rules

category

\ have an approved hazard
drugs, and threats to personal safety O) \\\ agement plan and the approval of the
Refer CA-716 Y /’T\\ O\ security advisor or Regional Manager prior to

There is an extreme danger t ontract tg\}do\'\f A2 | contact with the customer
safety: Personal Safet off c
harm S

assaults, threats to
The custo \s\pﬁyp\lﬁf y Viﬁ;le[ﬁ Q\E,%resfsive Category B1 | Two staff or agents of Housing New Zealand
DN Wi

The criteria and contact rules for each CRIP category are

!

There is a suspicion that drugs are being used,
manufactured or sold on the premises: risk of
explosion, exposure to toxic chemicals ?l ir

abuse and mhm;dé {s a weap
must be present when meeting with hazardous

T - customers listed under category B. Any
The C“Sto"_‘e" ha %Qaioﬁ 9\5""“"9”"’ or aggressive | Category B2 | giternative must be discussed with the security
or threatemrlg\z@ P advisor including hazardous customer contacts
where the situation is regarded as high risk.
Use the CRIP out of office monitoring form
for all visits

The fustsm/ </h§:s known convictions for violence Category B3

The Gustomer has intimidated a staff member or Category B4
contractor to the extent that the staff member felt
unsafe through written abuse or verbal abuse (face-
to-face or over the telephone such as:

Unwelcome or offensive gestures
Abusive, verbally or in writing

Racist or sexist comments or behaviour
Display of a weapon

The premises are known as a place where gang Category C1 | It is recommended but not required that two staff
members gather n visit category C customers taking into account
the staff member's level of experience, their
local knowledge and previous knowledge and
relationship with the customer.

Use the CRIP out of office monitoring form
for all visits
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Appendices

Appendix A — HNZ Tenancy Agreement, the RTA and how
they support the management of anti-social behaviour

The below excerpts from HNZ periodic tenancy agreement and the Residential Tenancies Act
are referral points for use in managing anti-social behaviour.

Tenancy Agreement

HNZ Tenancy Agreements cover all aspects of the tenancy and include a n sggg ~of referencgs&
to the Residential Tenancies Act. Tenancy Managers must discuss the i \Ag}ee nt&
clauses with the tenant at the time the tenant signs the tenancy agrqg’ it the sta of i
tenancy. These clauses are useful when having a courageou % with a t

relation to behaviours that are a breach of the Residential Ter | ctor thej

Agreement. ltis clear that the consequences of breachin th”i' e ancy.agr o the RTA
were discussed at the time they signed up of their te&a’nc\/

Clause 12 — Notifies the tenant that in enferm’g‘;\r}\m tractﬂif \H\{g as” Rhe landlord. The
RTA is lhe legislalion that defines the rlgﬁ%a 9 ponsﬂa Ebf é;n a tenant.

“Your rights and responS|b|I|t|es %rg \ouyi ed-in the Rés}lei K/L‘fenanmes Act 1986 and include
the foliowing: g <

\>\\,
You have the right to enj yt \Qé/ée Cco ortié cipnvacy of your premises without being
unreasonabiy dlstgrb gi)b 'Hdgsmg e\wfzha{af) staff or any of Housing New Zealand’s other
tenants.” 2N \\

Clausgs 1‘4%[\1\&5/ - on 2!. ?\;he/RTA outline the tenants’ responsibilities, while Section
41 01‘ the' éT eutlm ﬂ%tenants responsibility for the actions of others. A breach of the
tek ant\s\)espons'bs\ es‘u dérthese two sections may result in the tenancy being terminated.
“‘As a>H0u§| NE- ealand tenant, you are required to:

h\\/\\;%w ur rent on time

o , S \\(- \g keep your home and grounds tidy and not damage the premises, or let anyone else
damage the premises

e call us as soon as possible when repairs are needed

o take responsibility for the behaviour of other people who live in or visit your home.
You may be liable for any damage they cause

° leave the home, grounds and garden clean and tidy when you move out of the
premises

o make sure you take all your possessions from the home, grounds and garden with
you when you move out of the premises.”

Clause 16 — Outlines clearly to the tenant that the HNZ has an expectation that in the event of a
dispute with neighbours, the tenant will work with HNZ to find a resolution.

“You and anyone staying with you, or anyone visiting the premises, must not disturb your
neighbours’ peace, comfort, or privacy.
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if there is a dispute between you and your neighbours, you must try to attend any meetings that
Housing New Zealand arranges to help resolve the dispute.”

Clause 17 — Section 55(1) (c) of the RTA provides for the Tenancy Tribunal on application by
the landlord to terminate the tenancy for behaviours that can not be remedied

“If you assault or threaten to assault any Housing New Zealand staff, contractors, or agents, we
can take steps to end this tenancy agreement. We can also take steps to end the agreement if
you permit someone else to assault or threaten any Housing New Zealand staff, contractors, or
agents.”

Residential Tenancies Act

Under the Residential Tenancies Act 1986 (RTA) it is clear what the obligations of the tenant
are and provides the mechanisms for the Landlord to address behaviours thm\éb l,n breach of /\

the Act. /,\\\ \ _F.\,

There are four sections of the Act that Tenancy Managers will use ona‘e Lar asis whén\ )
addressing anti-social behaviour. By applying these four sec pg})f tﬁ Act creqtes\the N
foundation to proceed with termination and possession oft e Qanc}y when neeged

Sections 40, 41 and 55 below outline the tenant res{a\qnsﬁnties A \ \
and 56 outlines the mechanisms through the RT tﬁqddress aQy b(egtx es- of the Act.

Q\\) .3\\/3

40 Tenant's responsibilities

AN /< : \\"
1 The tenant shall: \ 5 \/ \ \
a) pay. th@ rénté}s ‘and wher\fls\a} hand payable under the tenancy agreement;
,and \\

b)\ \epsﬁre that th\e em\es are occupied principally for residential purposes; and
i d\v\,..( } ‘;)keep trx\premis}e reasonably clean and reasonably tidy; and
O

) o
\ O\ OV ~d) erlgth lan’dlord as soon as possible after discovery, of any damage to the
V> / r ises, or of the need for any repairs; and

/\\/’(/f.}}r N\ Qn the termination of the tenancy,—
AONVANY
= -_:,\":\\f"<1>\\}, [ quit the premises; and
\;J A2 i remove all his or her goods from the premises; and
N -

iii leave the premises in a reasonably clean and reasonably tidy condition,
and remove or arrange for the removal from the premises of all rubbish;
and

iv return to the landlord all keys, and security or pass cards or other such
devices, provided by the landlord for the use of the tenant; and

v leave in or at the premises all other chattels provided by the landlord for
the use of the tenant.

2 The tenant shall not:

a) intentionally or carelessly damage, or permit any other person to damage, the
premises; or

b) cause or permit any interference with, or render inoperative, any means of
escape from fire within the meaning of the Building Act 2004; or
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c) use the premises, or permit the premises to be used, for any unlawful
purpose; or

d) cause or permit any interference with the reasonable peace, comfort, or
privacy of any of the landiord's other tenants in the use of the premises
occupied by those other tenants, or with the reasonable peace, comfort, or
privacy of any other person residing in the neighbourhood.

3 Where the tenancy agreement specifies a maximum number of persons that may
ordinarily reside in the premises during the tenancy, the tenant shall ensure that no
more than that number ordinarily reside in the premises at any time during the
tenancy.

4 The following are declared to be unlawful acts: P

-y

a) A faih ire, unfhnl |1- raaennohla avriiea tn anit tha nramicac i nnfr):n.rcnnhnn n’F/
“, A Qi N CAIL AN T \'I\\JU\JU, wo \1UIL I I\ll UIIII\J\J':‘P LY ‘_K/ <
subsectlon (1Xe)i): NNV ,\\j/ 7 \\
b)  a contravention of subsection (2)(ab): _/-; -\\’\\ >’ ' \’ 'i\;\\ &)7
[; \’ ] \‘/ (\ /f\\\/\. e
c) a contravention of subsection (2)(b): \ \/ A \\ ,.»\\ \,i

A\
d) a contravention of subsection (2) %Iﬂ Cl[ uh'a’st%ances tﬂat?\n\ unt to

harassment of a tenant or a ner he tenap \
e) acontravention, W|thout rea oﬁabéaxcuse ?gsub‘section (3).

5 Where any damage (olh n ‘fanr/ ear an géqfto"he premises is proved to have
occurred during ar y,te @ ;to whsch tr}ls plies, it shall be for the tenant to
prove that thexla gé did-not opcur in ercumstances constituting a breach of

subsectiop(2 (é) < 2 \

6 In this- §Qo§|3rmnless thé\c\qnte;t utﬁer\mse requires, premises includes facilities

\C N\

41 t&e,s onsnb:lity fora ﬂans of others
?\ 7 o\
A
NS

/’\
- The t ahf,sha‘ll Ee respon3|b|e for anything done or omitted to be done by any
(—:{ %0 her’ than the landlord or any person acting on the landiord's behalf or with
At Jan lord's authority) who is in the premises with the tenant's permission if the act
- \ rbm155|on would have constituted a breach of the tenancy agreement had it been
< \} S the act or omission of the tenant.

(

(( )) Where any person (other than the landlord or any person acting on the landlord's
behalf or with the landlord's authority) intentionally or carelessly damages the
premises while the tenant is in the premises, it shall be presumed that the tenant
permitted that person to be in the premises unless the tenant proves that he or she
took all reasonable steps to prevent that person from entering the premises or (as
the case may require) to eject that person from the premises

Sections 55 Termination on non-payment of rent, damage, or assault

7 Subject to subsection (2), on any application made to it under this section by the
landlord, the Tribunal shall make an order terminating the tenancy if the Tribunal is
satisfied that—

a) the rent was, at the date on which the application was filed under section 86,
at least 21 days in arrear; or

b) the tenant has caused, or has permitted any other person to cause, or has
threatened to cause, substantial damage to the premises; or
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\

i

//\\

\ 7 la
OV unllk Iy th‘e\ﬂ ih&tenant will commit any further breach of a kind to which this section

c) the tenant has assaulted, or has threatened to assault, or has caused or

permitted any person to assault, or to threaten to assault, any of the following
persons:

i the landlord or any member of the landlord’s family:

ii the owner of the premises or any member of the owner’s family:

iii any agent of the landlord:

iv. any occupier of any building of which the premises constitute a part:

v any neighbour of the premises or of any building of which the premises
constitute a part.

Notwithstanding section 78(3), the Tribunal may, instead of making @flnal
termination order for the non-payment of rent under this section, make exa conditional->

order if, but only if, it is satisfied that— > \(5 o ._\\/ \
a) the tenant will pay any rent in arrear within a pernod SQGCH: ga’by th T{\bugaﬂ \
and

/

LY
b) itis unlikely that the tenant will commit-an yﬁhh\e\breach fa}mquhlch

this section applies. \ (( \
Any conditional order referred to in Xt\t::é: ior (1A)—v\i /
a) shall set out the terms of pr} nt offngéht tn\arrear or any other
\

conditions attacchng the-order; anq;

b)  shall autométicall \fa}«e Pffect t éfga‘t rmination order if the conditions are
not co hed with; and_,

c) /Sha I\Pﬁsmf the con ltsghs ar complled with.

’R{'ue\‘[r\ibuhgl ma t\o\‘h ke an order under subsection (1) if, but only if, it is
§§_‘t%sjed thakt bréa ‘has been remedied (where it is capable of remedy), the
lord has en oi‘npensated for any loss arising from the breach, and it is

ai lieg.\ N f
2 ,\11 \}b hgﬂ not be necessary for the landlord to give to the tenant notice of the landlord's

N/

\ \\ intention to apply under this section for an order terminating the tenancy.
(C \j\qz

In this section premises includes facilities

56 Termination for non-payment of rent and other breaches

1 On an application made to it under this section by the landlord or the tenant, the
Tribunal may make an order terminating the tenancy if the Tribunal is satisfied
that—

a) the other party has committed a breach of any of the provisions of the tenancy
agreement (including provisions relating to the payment of rent) or of this Act;
and

b) in the case of a breach capable of remedy,—

i the applicant gave to the other party a notice specifying the nature of the
breach complained of and requiring the other party to remedy the breach
within a reasonable period, being not less than 14 days commencing
with the day on which the notice was given; and
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Page 33 of 53



Manage Tenancies
Anti-Social Behaviour Guideline

,/}—-?\

ii the other party failed to remedy the defauit within the required period;
and

c) that the breach is of such a nature or of such an extent that it would be
inequitable to refuse to make an order terminating the tenancy.

2 Where an application is made by a landlord under this section and the Tribunal is
satisfied that at the time of determining the matter the landlord could have made an
application under section 55, the Tribunal shall determine the matter as if an
application had been made under that section

Section 51 outlines how a tenancy can be ended through giving notice to the tenant. In
relation to anti-social behaviour this refers to 51(1) (d) 90 day notice is a legal form of notice to

vacate the tenancy. A

I - \{Z} e
51 Termination by notice \\\/ \ A //____-\\__---\\\
s .",-/ \
Every notice to terminate a tenancy shall— =~ \K \\ \ ‘-j,j
e

1 Subject to sections 52, 53, 53A, 59, and 59A, tbefr\]i iU period- Of\f}QtICBTI‘EQUIred
to be given by a landlord to terminate a tenancy shai be as fallt

a) where the owner of the prem|ses }?\@“")S the pre l\aQQa /l;he prmcrpal place
of residence for the uwng or nﬁ:‘r“e...ue. od@t ow‘\ér s family, 42 days:

b)  where the landlord. custoi'nanf)) uses  th 1>ses or has acquired the
premises, for oa,é a n by employ e&:Ei‘\ﬂ'lbllandlord that fact being clearly
stated in ths ten greemet t\, ‘premises are required for occupation
by such(an-e oyee 42 ay >

c) _ whe é;th&ou? ner IST' QUi? der an unconditional agreement for the sale of

\‘the rémises,- \g\e hé purchaser vacant possession, 42 days:

iy (\ “ \d \ *in" anyether 90 days.
< ;é \ ,Subj t se}mohs 52 to 53A, 59, and 59A, the minimum period of notice

NN ¥ déto ‘be given by a tenant to terminate a tenancy shall be 21 days,
- \\l

b) identify the premises to which it relates; and

2 e
>\/\/ x\ } be in writing; and

— c) specify the date by which the tenant is to vacate the premises; and

d) in any case where the tenant is given less than 90 days’ notice, set out
the reasons for the termination; and

e) Dbe signed by the party giving the notice, or by that party's agent.

3 In a notice to terminate a tenancy, no special form of words shall be required; and
no such notice shall be held invalid for any failure to comply strictly with the
requirements of subsection (3) so long as the notice is in writing, the intention to
terminate the tenancy on a particular date or on the expiry of a particular period is
stated clearly in the notice, and that any non-compliance is not such as to mislead or
affect unjustly the interests of the recipient.

4 A notice to terminate a tenancy may be given on any day, and the period of notice
may be expressed to expire on any day, regardiess of the date on which the tenancy
commenced or of any date on which any rent is to be paid.
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5 A party who has given an effective notice to terminate a tenancy—

a) may, at any time before the expiry of the period of notice, revoke the notice
with the consent of the other party; but

b)  may give a further notice to terminate the tenancy only if the prior notice is
revoked.

6 Where a party has given a notice to terminate the tenancy and subsequently
realises that, because of—

a) some error in the way in which the period of the notice or the date of the expiry
of that period is expressed in the notice; or

b) some delay in serving the notice,—

the period of notice given is less than the minimum prescribed by subs cﬁop«m) or (as the
case may require) subsection (2), that party may, with the agre '$ other paﬂy(or
(failing such agreement) with the consent of the Tribunal, give t¢ t ;‘.@'lth

notice varying the first notice so as to bring the period of neioe g x(/ to or aY?S\reS
minimum so required. \>

7 Every notice given under subsection (7) 5\% b}q[p /\h\mth the re\q ir g ts of

subsection (3). A ’\l
8 The Tribunal shall not give its c%r:s?} nder subs\eet(‘n (7) nless it is satisfied—
ed

el \%@%}the notice was inadvertent;

a) thatthe errorin t!;e tlc
and

b) thatthe pa?gy ¥ ve th Qeefimﬁ ought to correct the matter as soon as
praetieable a/?[ rea!t;s;g@ m‘\ erlod of notice given is inadequate; and

c) ﬁat two id not b to the other party to allow the original notice to be
vaned inthe ¥ proposed

Under hb QySectlo 56\ detali at actions are needed to be taken to address a breach by
isSL ‘in‘ 4 ce o Where the nature of the behaviour is such that it can not be
rengi en an application to Tenancy Tribunal under Section 55 will be made.
Applicat n cy Tribunal under Section 55 do not need the tenant to be made aware of
the i ,ss es ve the opportunity to rectify the behaviour, prior to application. This can be
use e have had previously given the tenant a notice of remedy and the tenant

S\r\-. eé w:th the behaviour. Section 55 will also be used for significantly serious incidents,
as assault on the Tenancy Manager or using the property for illegal purposes.

A notice of remedy under section 56, must quote the section of the Act being breached and
explain what the issues are that need to be addressed. There are standard breach letters to
use depending on the issues. The letters give choices of what to send, if in doubt discuss with
your Senior Tenancy Manager or Area manager.

Examples of Notice of Remedy letters

Letter Description

05-020 Breach of tenant responsibilities — section 56 overgrown lawns, untidy section

Note: make sure a total of 14 calendar days and 6 working days notice is given from date
of posting.

For repair of damage see 05-250

05-250 Tenant damage - section 56 notice
Note: make sure a total of 14 calendar days and 6 working days notice is given from date
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Letter Description
of posting.

05-090 Breach of tenant responsibilities — section 40(2) (c)

letter. This letter must be hand delivered and noted accordingly.

05-250, and money owing for rent/damage see 06-020).

Note: A home visit must be completed to discuss issues with tenant prior to issuing this

For breach of tenant responsibilities section 56 see 05-020 (except repair of damage see

W QS
™
PGS

SN
ST

o K
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Appendix B — Example of T-466 Request for termination of a
tenancy

WP Housing lNew Zealand
Request for Termination of a Tenancy T-466 ... e

Tenant details

Name Mr John Penguin
Address 1/5 Finn Drive, Manurewa
Tenancy Reference 56789

Case details

given rise to terminating the tenancy?  assaulted, or has

to assault, or to

ith the reasonable p c y
f s? n the neighbourhtod.
/uh Penguin E?t?u@}l imHNZ pensioner/55 years + complexin
n Village sinc 18 ?g;gf\}
et e a Vor
gl

u %} kand Income Invalids benefit of $257.75 net

an Income related rent of $64.00 per week,

, an lntident occurred at the Finn Village resident’s hall. A

ent took plaee involving Mr Penguin and two other residents Mr

63 years) and Ms Resident 2 (70 years). Mr Resident 1 and Ms

4 7 Anrrantu halA and haea racnancihilihe far tha racidant’ s hal) Lave

ction 55(1) (c) of the Residential Tenancies Act 1986: the tenant has

assaulted, or has threatened to assault, or has caused or permnitted any person

to assault, or to threaten to assault, any ofthe following persons :( v) any

neighbour of the premises or of any building ofwhich the premises constitute a

part.

Section 40 (2) (C) ofthe Residential Tenancies Act 1986: cause or permit any

interference with the reasonable peace, comfort or privacy of any other person

residing in the neighbourhood

The anti-social behaviour from the tenancy and around Castlefinn Village, has

included:

Threatening and intimidating behaviour

Swearing

Verbal abuse

Arguing

Assault

Tha Palina hava Aasiimantad and nravidad Aatfaile Af tha aceanll an Ana nfitha

Tie back to the Policy objectives (refer  Housing New Zealand Corparation is committed to resalving the anti-sacial

to Anti Sacial behaviour business issues for the betterment of the community as detailed in the ASB palicy;

process). The tenant has assaulted, or has threatened to assault, or has caused or
permitted any person to assault, or to threaten to assault, any of the following
persons ( v) any neighbour of the premises or of any building of which the
premises canstitute a part.
Cause or permit any interference with the reasenable peace, comfort or privacy
of any other person residing in the neighbourhaod

T-466 Request for termination of a tenancy A404420 version 4.2
g Qctober 2014 Page 1 of 7
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Request for Termination of a Tenancy

Section 55(1) (¢) of the Resldential Tenancies-Act 1986: the tenant has
assaulted, or has threatened to assault, or has caused or parmitted eny person
to assault, or to threaten to assault, any of the following persons € v any
meighbour of the premises or of any building of which the premises constifute a
pért.

Sectlon 40 (2) (C) of the Residential Tenancies Act 1986: cause or pemit any
interference with the reasonable peace, comfort or privacy of any other persan
reslding in the neighbourhood.

,A:eweawamotawameﬁpmlnm
\mp{aintsagalna!tha nar and!ar

eeti ere held in January 2012 and June 2012 with the tenant
arding anti-social behaviour, and resulted in no further action unless further

. “~Ehurch attended the meeting in June 2012

e RO Ra Oy

- Information has been provided by the police: and neighbouring residents.

idence suppot~ Yes O No O

‘OUI' ﬂam FG[‘ examp]e i&l’omatlun The information provided by the Police is compelling and substantive.

T-466 Request for termination of a tenancy A404420 version 4
08 October 2014 Page 2 of 7
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Request for Termination of a Tehancy

Tenant meeting

Note: Natural justice requires both sides of the story to be heard. Terminating a tenancy without having

given the tenant the opportunity to present their side of the story should occur only in very exceptional

circumstances. Legal advice must be sought

Bid we meet with the tenant to discuss  Yes (attach copy of ‘Summary of Ne _

t,h;e*anti-aae_igl befaviour? meeting te discuss 1ssues or O O
; W i complaints’ M}. - -

lf\ve did not meetwmﬂhe tenant; whsr NA
not?

b

rlfﬂw.dfdthe Mr Penguin denled the assaulting or pushing Ms t 2.\ Ha claifiad Ms
Resident 2 bosses him around all day, ever

Didt _ampt‘thp anation, andlf
'naf,'Whyan-‘? _Iexpl

~ “toeach other. These incidences are very-upsetiing and caused emoticnal stress.
on these elderly tenants.
Mr Penguin has continued toact in an unaceeptable-manner by intimidating the
residents verbally and he Is physically infimidating.
s Ms Resident 2 has reported she continues te feel quite scared and Js nof
sleeping well,

The issuing of the 90-Day notice would send a clear message and reassure the:
community that Housing New Zealand takes uniawful activity and antl-social
“behaviour and excesslve damage from our customeérs seriously.

' The issuing of the 90-Day netice would send a clear message to current arid
fulure tenants that HNZC will not tolerate any sort of anti-social behaviour, nor

) will HNZC tolerate the use of our properties for unlawful activities.
exampie is there 5 E‘-&EB or degemng Allowing th9 tenant to remain in the tenancy would reflet badly on Housing. New
' ﬂa’[l.lrs alleged and Zealand's standing, as we would be seen to have knowledge of the unlawiul
mday l‘thcB-.l in thBEF.‘ activity and not acted on |t.
ances, act as a deterrent?

wou[d.a:.
‘cireur

T-466 Request for termination of a tenancy A404420 version 4
08 Qctober 2014 Page 3 of 7
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Mr Penguin hias resided in the fenancy since 19 May 2011.

~ Mr Penguin has ongolng support in the community from his ¢huieh. His pastor
I has attended the last two meetings with HNZ.

i -
RS

T-466 Request for termination of a tenancy A404420 versien 4
09 October 2014 Page 4 of 7
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Manage Tenancies
Request for Termination of a Tenancy

T-466' Request for termination of a tenancy A404420 version 4
09 Qctober 2014 Page 5 of 7
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Request for Termination of a Tenancy

~ Section 55(1) {c) of the Residential Tenvancies Act 1986: the tenarit fias

' agsaulted, or has threatened to assault, or has caused ar permitted any person
| to assault, or to threaten to assault, any of the following persons ( v) any
neighbour of the premises or of any bullding of wfiich the premises constitute a
part.

Police statement. The police will attend the hearing if required.

tant has resulted in an alleged push/assault on ancther

vas reported.ta police. Mr Penguln was arresfed.and now faces:
:omimen assault before the courts.

‘Housing New Zealand has held three meetings with Mr Penguin since
anuary 2012, regarding eomplaints of his anti-social behaviour.

Nrta Amcmite Mr Rapaoin danvine the allanatiang ann cloimine athar padidante

mination by 9C day notice the following gt

anager before

providing the submission to the Regional Managea:}

‘Area Manager and Tenancy Manager

Tenancy Manager to regulany keep In touch with Mr Penguin regarding his
intentions to vacate.

T-466 Reguest for termination of a tenancy A404420
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~ Tenancy Manager to regularly keep in touch with Mr Penguiri to ensure he
~ accesses appropriate accornmodation and services.

T-466 Request for termination of a tenancy A404420 version 4
09 October 2014 Page 7 of 7
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Appendix C — Example of T-314 Proposal for the eviction of
tenant

T-314 Proposal for the eviction of a tenant ~ Housing New Zealand

Housing New Zealand Corporation

Tenant ne_i'm'e(s)_ Mr Tennant

Approv%l ls.so.ught to obtain

nacaassinn nf
fegeerisiaatio th e i

On the grounds of:

estdblished $80,581.00,
30 August 2013

$118.00
Marketrent $369.00

08-Oct-12 {(amount/date)

(Gang Affiliations

As per Mr Tennant’s last income related rent application processed in March 2013, he is in receipt
of Work and Income National Superannuation of $348.92 net per week.

- income application declared a partner Ms User (45 years) living with him. It appears Ms User has

0 :HBU#BhDHE composition Mr Tennant (66 years) is the sole signatory of the Tenancy Agreement, and his last income related
since moved out ofthe tenancy.

Property description Three bedroom single level , stand alone property

d Ve &

fam st gl

Actions to date are: (in chronological order). Note: A tenant events detail report (from OBIEE) and any other
relevant comments from Kotahi must be attached.

Date Explanation

13-May-13 Investigations concluded that Mr Tennant had failed to declare employment income when claiming Income-Related Rent
between 2007 and 2009 and further failed to verify income by supplying IRD Summaries of Eamings when asked to do so.
The approved outcome was to establish an income related met debt $80,681.00, increase Mr Tennant's rent to market
rent, terminate the tenancy by way of 90 day notice and inform Work and Income.

T-214 Proposal for the eviction of a tenant siarsion &
1) Getober 2914 Page 1 of b
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15 May 2013 Investigations released a letter to Mr B;idger advising he had failed to declare the full extent of the housshold income. A
Crown Debt of $80,681.00 was established . A breakdown table of the debt was enclosed in the letter. Another letter was
sent to Mr Tennant on 15 May 2013 advising Market Rent of $369.00 per week will be charged effective from 28 August
2013

17 May 2013 Manager, Investigations — (name) issued a formal notification giving Mr Tennant 90 days Notice under Section 51(1)(d) of
the Residential Tenancies Act 1986. Termination date being 30 August 2013

&

\ﬂ \ L
22 May 2013 Email received from (name), electorate secretary for (name} MP. n’@ cmtary al it
authorisation for her to advocate for Mr Tennant.. (Name) egckora\ g\ eried the In "‘(\

Tennant had been asked to provide. \\ ) (‘V“;
yﬁ Leader Investigations spoke with the budget

10 June 2013 Contact was recqf gn ant's budgs%a‘ﬁs?
 Sen h. Team Leader (name) advised the budget

advisor an only
advisor that: j already be a1 MP electorate office, and Housing New Zealand were
n

AP S

E/c\ora 'sraquest. Electorate agent for (name), MP emailed Investigations, requesting a review of the

< ) ,25‘ 3
( NX?QB decision,
6\
Q) 6 August 2013 (Name), Team Leader and (name), Manager Investigations met with Mr Tennant, and his sister in law at (name) MP

electorate office. Mr Tennant continued to deny he had undeclared income and insisted he had provided all information.
This was not the case and attempts were mads to explain once again what was required af Mr Tennant, he. was unwilling
to listen. Mr Tennant raised his voice for the marjority ¢f the meeting and talked over people when they tried to explain the
situation or attemptad to answer his questions. Mr Tennant was reminded the tenancy terminates on 30 August 2013 and
was advised to find alternative accomodation in the private sector. A letter was sent to acknowledge the meeting.

9 August 2013 Mr Tennant requested his electronic notesfrecords, these were mailed to him on 12 September 2013.
T-314 Proposal far the eviction of a tenant Version 6
10 October 2014 Page 2 of 5
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26 August 2013

30 August 2013

27 Septermnber 2013

7 October 2013

(name), Senior Tenancy Manager phoned Mr Tennant to discuss progress on him vacating the tenancy and return of the
keys. Mr Tennant advised he had not found any suitabls alternative accomodation. (name) Senior TM offered assistance
to locate a suitable property in the private sector due to her previous experience as a Private Sector Placement Officer, Mr
Tennant questioned as to why (name) was “wearing two hats'. (name) explained that was not the case and was offering
advise and assistance to help him move into altemative accommodation. Mr Tennant stated the case is on hold until
Tribunal date is obtained and requested (name) speak to his Solicitor — {(name)

A Notice Of Hearing under Residential Tenancies Act 1986 Section 77 was filed by Mr Tennant and the Hearing was
schehuled for 27 September 2013. Mr Tennant applied under the Section 54 — Retaliatory Notice, Secbon 08-Exemplary
Damages, 38(1),38(2) — Quist enjoyment and Section 77(2)(n)- Compensation/Damage <\/\

\\\ \k - \j{\i

Tribunal order made to dismiss Mr Tennant’s claim that Hauﬁngﬂx%l;ﬁ s%ﬂ\éay notice sew\d\lh% \IA

tenancy on the grounds was retafistory. '\ e
Housing New Zealand were granted possession of the/pr s a} 5 E;;s’ﬁoad —}jy \\Mr Tennant to
pay $1,199.16 being reat arrears calculated to Q'Qﬂpﬁm 13 <\\
Q\BB \K\ iy
(name) rece Hé D(name) wish d @! nnant's situation.

(nama)ph A0udiscuss Mr T, ed Housing New Zealand will be considering eviction of
Mr T«aQn ws'\{outd con da a a% r annunt to move out of the tenancy.

Mr Tennant currently receives Work and Income National Superannuation.

Care of the property The condition of the property is not well maintained. The last inspection conducted on 19 October

2012, no damages were noted however the general upkeep of the property interior and exterior
requires cleaning and tidying up. The exterior is cluttered with unregistered and unwarranted cars ,
lots of hazardous timber and other items scattered around the property. The grass is often
overgrawn . No room in the garage to move due to tools and other items .

Tenancy Tribuhal order Tribunal dismissed tenants application 13hco0o/MK against Housing New Zealand and granted

immediate possesion on 27 September 2013.

Tribunal dismissed Mr Tennant application 13fco0odMK for rehearing and stay of proceedings on
09 October 2013

District Court declined Mr Tennant's Application for an appeal and stay of proceedings

13/ MK XAP 13/00000/M K made before District Court Judge (name) the following directions:
The grounds advanced for the Appeal are unlikely to succeed being either irrelevant to the Courts
jurisdiction or lacking cogency.

The application for Stay is:-Declined.

T-314 Proposal for the eviction of a tenant \ersion 6
10 October 2014 Page 3 of &
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Any other relevant information Mr Tennant has exhausted all legal means to counter the 90 day termination notice issued by
Housing New Zealand.
Mr Tennant currently owes rental arrears of $2343.00 to date.

A memo is to be completed by the area manager and attached, recommendln
actioned forthwith,

Eviction memo to Include
Reason for eviction

Background of tenant circumstances

(age, marital status, dependents and any other, Ie

Short summary of key actions to date
Risks and mitigation strategy ;)

in place

Details on the alternativ (‘
Is it believed that illeave wn will?
Designataf for signat e & ional v Manager General Manager Tenancy Services,

OO0Odoosd

and the da

%?; the follw he cover memo
ntcomr%gﬁ

iginal Tenancy Tribunal sealed order (hot photo copy)

Please do not staple (use bulldog clip please)

OoOoooon

Please refer to business process 'Evict tenant' for further information on this process.

Media strateay e LIV AL o= [T I v e !E‘F.}!-.m‘..:
2! Gor g L) ARSI O e S A .'-1.‘. i Wb a2 L LRL I B L :

In accordance with the agreed procedure the following arrangemenls are in place for communications in reiatlon
to the eviction of this tenant.

Spokesperson:
Regional Manager is spokesperson:for this Denise Fink
eviction.

Print Regional Manager name hera

Any guestions with wider im plications of operational practice are to be referred to:

General Manager Tenancy Services K Kay Read
Print General Manager TS name here
7-314 Proposal for the eviction of a tenant \ersion 6
10 October 2014 Page 4 of 5
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All media enquiries witl be directed to the General Manager Communications and Stakeholder Engagement in the
first instance by: ¢ |

General Manager Tenancy Services

Pnnt Genatral Mana gec TS hame here

e - :-‘t" . e I . = -
General Manager Communications and /
‘Stakeholder Engagement

. ] 5 \ 5 N GM Communicati and Jtak slg e

Chief Executive
sighature

Addtional Motes

T-314 Proposal for the eviction of a tenant Version 8
10 October 2014 Page 5 of 5
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Appendix D — Example of Eviction Memo

Memo
To: (name), General Manager Tenancy Services
From: (name) — Regional Tenancy Services Manager
Date: 23 October 2013 S P
7 \’\\\ ) \’// \
Subject: Proposal for Eviction of Tenant E ,\\( \% |‘ \\\5
i' \\ v el | ‘ " T
57 Errs Road, Wiri ‘) \ \ / \ ’Df-\.‘_;;; '_'1 )
\ \/ - > :.\> o~ ,\\ .\ o \‘\_
\ }\’ 7 NS
Purpose AS \\ \\\ - \\\ }

\\

e The purpose of this memo is to- rgcorpm§>d“ refern S e e&m\’cement of the Tenancy

Tribunal Order #13/xxxxx/MK dated 27 Septem

3 granting termination and

possession immediately f57\{\£rr€ Road @ﬁn u\'@brfsectlons 64 (1), of the Residential
Tenancies Act 198@'( ) 2 l/ ( \\ %

Recommend tmn\

o

\
o |t tis /rechny\endeq/that th \Seneral Manager / Chief Executive:
/

-~ ‘5\

75

Snofe th t smg New Zealand was granted a Tenancy Tribunal Order #13/x00xx/MK

dated-2 pt”e"r’nber 2013 granting termination and possession immediately of 57 Errs
d W} \Jnder sections 64(1) of the Residential Tenancies Act 1986

< }\kpté’that an investigation into Mr Tennant’s circumstances conciuded that he had failed

©"

fo declare employment income when claiming income related rent, between 2007 and
2009, and he failed to verify his income by supplying IRD summaries of earnings when
asked to do so. Mr Tennant was issued a 90 day notice to terminate his tenancy,
expiring 30 August 2013, , an IRR debt of $80,681.00 was established, his rent was
increased to market rent effective 28 August 2013

note that on 28 August 2013 the rent increased from $87 per week to the market rate of
$369 per week

note Electorate Agent for (name) MP, requested a review of the investigation decision
on behalf of Mr Tennant on 23 July 2013

note Investigations Team Leader and Manager met with Mr Tennant and his support
person at (name) MP Electorate office on 06 August 2013. The Investigation decision
was upheld

T-229 Anti-Social Behaviour Guideline T-229Version 5
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e note that Mr Tennant made application to the Tenancy Tribunal on 30 August 2013,
under Section 54 claiming the 90 day notice served by Housing New Zealand was
retaliatory

e note on 27 September 2013 the Tenancy Tribunal made an order dismissing Mr
Tennant’s application claiming the 90 day notice was retaliatory. The Tribunal also
granted possession of the tenancy to Housing New Zealand immediately, and ordered
Mr Tennant to pay Housing New Zealand the sum of $1,199.16 immediately being rent
arrears calculated to 27 September 2013

e note Mr Tennant applied for a rehearing and stay of proceedings, which was dismissed
by the Tenancy Tribunal on 09 October 2013 _

e note Mr Tennant and his lawyer (name) made an application tos ahpaa‘l the decsslof\
and for a stay of proceedings, which were both declined by jhe Dlstrlct Cour; on\ ‘5\

\
\ 2

October 2013 K /\\

» note the rent arrears are currently $2,343.00

e note (name) Lawyer ciaims Mr Tennant has he‘akh lssues | llhe[)mﬁdlcai certificate
supplied through the electorate age%t\fqn m;e)’ MP_iri orms tha Mr Tennant has a
number of stable or weli- diagnoaad a ?nanaged issues\ \

,'\’ LR 1> et

e note suspension from Hglz\t Elblhfy is 'n@\\ béﬁ‘ng consndered as Mr Tennant's

undeclared i income qu p‘t‘l 9 November 20{“1

e agree to Heusi%g }\l W’ Zealani\segkmg to enforce the Tenancy Tribunal Order
#1 3!xxxx;/ K“dafed@? Sept 2013 granting possession immediately of 57 Errs
Road, \Wm :#nder sectléns 4\(‘1) of the Residential Tenancies Act 1986 through the

2 se of a\baqi \

) \ / < \ \/

N
N
Ba Qﬁg und ,\ \'5\ \/,,f/\

\
)

e

Mr en ant %éd 66) tenancy commenced at the three bedroom property at 57 Errs
g Wiri en 21 October 2008.
fw

e\én 2007 and 2009, Mr Tennant failed to declare his employment income when
clalmmg income related rent, and he failed to verify his income by supplying IRD
summaries of earnings when asked to do so.

The Investigation Team instigated the approved outcome to terminate the tenancy by way
of 90 day notice (expiry 31 August 2013), establish an income related rent debt
($80,681.00), increase the tenant’s rent to market rent (effective 30 August 2013).

(Name), electorate agent for (name) MP, requested a review of the Investigation Decision
on behalf of Mr Tennant on 23 July 2013.

The Investigation decision was upheld and a letter confirming this was sent to Mr Tennant
on 02 August 2013.

(name), Team Leader and (name), Manager for Investigations met with Mr Tennant and
his support person at (name) MP electorate office on 06 August 2013. A letter
acknowledging the meeting was sent to Mr Tennant the same day.

Mr Tennant filed an application at the Tenancy Tribunal on 30 August 2013, claiming 90
day notice Housing New Zealand issued to terminate his tenancy was retaliatory.

On 27 September 2013 the Tribunal Hearing was held, and the Tribunal made an order
dismissing Mr Tennant’s application. The Tribunal also granted possession of the

T-229 Anti-Social Behaviour Guideline T-229Version 5
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premises at 57 Errs Road, Wiri to Housing New Zealand immediately and ordered Mr
Tennant to pay Housing New Zealand the sum of $1,199.16 immediately being rent
arrears calculated to 27 September 2013.

e Mr Tennant applied for a rehearing and stay of proceedings, which were dismissed by the
Tribunal on 09 October 2013.

¢ Mr Tennant and (name) Lawyer applied to the District Court to appeal the decision and for
a stay of proceedings on 14 October 2013. The District Court declined Mr Tennant’s
application on 15 October 2013.

» (Name), Senior Tenancy Manager spoke with (name) lawyer on 15 October, and agreed
for Tennant to have until 18 October 2013 to vacate the tenancy and return the keys.

e (name) Lawyer advised on 17 October 2013, that Mr Tenant E would vacate the tenancy
by 03 November 2013. (Name), Area Manager spoke to (name) Lawyer and advised not
prepared to wait until the 03 November 2013, and preparations to chpie}Q/én ewctlor\
with a bailiff had commenced. (Name) reiterated that Mr Tennant))\(as |ssued ‘the 9 ay \ \
notice to terminate the tenancy on 17 May 2013 and explred 30'A g\usj 2013. A ﬁ\er?
months is about to elapse since termination date, Mr Tg r@n haﬁ‘nad ample thne Yo\
arrange alternative accommodation. o\ W

* Mr Tennant resides in the tenancy at 57 Errs_ adﬁNtn 0?1 his o (1 g e-Lawyer
claims Mr Tennant has health issues. The: m\ei ‘al*’cgrtlf cate\é\u plle hrough the
electorate agent for (name) MP, informi l@{i"\nn int had é nﬁqﬂa rof stable or well
diagnosed and managed |ssues s} \ P SN2

e (name), Senior Tenancy Mgnageq atfempted 10 AXAr Tennant with advice and help
looking for a!ternatlve aQmem\od,atlon 0n<26 A\jg\LL £ 2013, Mr Tennant refused this offer

of help. - O\
) \\ < >
Termination I-\s}dnx\ s A~ \\ S
'\ ¢
. qﬁ\sgqg NngeaI nd oB lq d Tenancy Tribunal Order #13/xxxx/MK dated 27

/ geptembér 2013 g (ztnjg dssession immediately of 57 Errs Road, Wiri, under sections
,{J@fﬂd ) of the Rbs;de\l al Tenancies Act 1986.

Post Terrﬁi(\t\l_gﬁ S\ pport

AN
. \6‘6\ Senior Tenancy Manager, attempted to assist Mr Tennant with advice and help
&\ \) \Jookmg for alternative accommodation on 26 August 2013, Mr Tennant refused this offer
of help.

Recommended by:

(Name) Date
Regional Manager Tenancy Services
East and South Auckland

Approved by:

T-229 Anti-Social Behaviour Guideline T-229Version 5
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(Name) Date
General Manager Tenancy Services

Approved by:

{Name) Date
Chief Executive Officer
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Tools

Kotahi user quides

Household Action Plan (T-412)

Anti-Social Behaviour Guideline (T-488)
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T-412 Household Action Plan

—
Housing [\lew Zealand

Summary

Household details

| ‘:, V 7 4
i RN | RE\DA
Summary ofls{ﬂe A\ \ ‘

T-412 Household Action Plan

Version 3
Page 1 of 5



up date/

frequency

Date action to | Foliow

| be done by

| (Persons/Agencies) |

|
| Who else needs to be
involved?

is going to do it?

o
2
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=
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£
=
=}
=
Q
©
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(What we need to do)

o~ ,/ T

T-412 Household Action Plan
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T-463 Incident Summary Housing New Zealand

Housing New Zealand Corporation

This incident summary will help you keep a record of the:
« [nitial information about the incident(s) that triggered a complaint or issue, and
« Information gathered from follow-up interview with the complainant, tenant, winesses and other parties as appropriate.

The incident summary consists of two parts:
1. Use the incident description to record each incident when you
¢ receive the complaint, or
* become aware of the issue
2. Use the 'Interview sheet' (T-464) to record information gathered in each interview
Notes:
It is useful to keep:
e a blank paper copy of the incident description in your car so that you can complete it when you become aware of an issue
as you drive by.
 an easily accessible, blank electronic copy of the incident summary so that you can instanti:
complainant provides about an incident when they call. You can then easily save and
tenant's electronic file.
If you need to record another incident or interview as part of this incident summary sim
pages before you start recording.

Incident Description - example < g/\ \> \
Day, date and time of incident SRR (“\)\9 SN (ﬁw
- = s -~
Thursday 17th January 2008 11.00pm _ '{\\\“\‘\_\ \\\, A \‘\ i‘“ ~

Where did the incident take place? ZY \\_))\-} | (\'\\b O

Who did it involve? @v&\y /,:\;\V(\X\)v

10-15 teenagers at the house( \

Did anybody else see g‘ﬁ/@" \hma N\\

| spoke with M §>Wl\§on écross the road a }h bér 22Peters Ave on Sunday and she could hear the noise. | am sure there
were others\)rq tﬁé “street that ygmd\also have heard it.

What %(Mhma&wt did you hear?

The tenanits son J%Edfa b% [}ar{y and there were 10 — 15 young people drinking, throwing bottles, swearing and domg burn
outs in thelr ha/“l Started at about 3pm and went all through the night. There were fights and abuse being hurled |
at people p\és r/ y;.T ey had the stereo turned up loud and there were people out on the front lawn and on the street. '
One-o ‘tb‘e’p?a oers got into their car and did a big burnout in the driveway while the others all cheered and carried on.

What dig You do?

| was too scared to do anything. | saw one of the other neighbours go over to the house and talk to one of the young boys
but it didn't seem to work. While he was walking away these guys started yelling abuse at him and doing the fingers and
stuff.

Did you inform anyone else? (for example Police, noise control, animal control). (please inciude any reference/enquiry
numbers that they provided)

| called noise contral at 10.30pm and the security company came out and spoke to the tenant. The sterec was turned off for
a while but was turned on about half an hour later. One of the neighbours must have rang the Police because they turned
up and the music stopped. | don't know if anyone was arrested.

If speaking to complainant: How did this affect you?

This has become a regular occurrence at this address and when it happens it frightens me and my young children. We are
too scared to go outside and my children cant sleep at night and are tired in the morning which affects their schoolwork. My
family are feeling threatened and intimidated.

T-463 Incident Summary A394367 Version 1
22 December 2014 Page 10of 2
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Housing New Zealand Corporation

Incident Description

————— e —

|

|

e —— e — - =

[ LI |
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Housing New Zealand

Housing New Zealand Corporation

Interview Sheet T-464

Housing New Zealand believes that everyone has the right to enjoy their home.

Housing New Zealand defines anti-social behaviour as:

“Any behaviour by a tenant or tenant’s family member or visitor that unreasonably interferes with
another person or persons’ right to the use and enjoyment of their home or neighbourhood”.

Interviewee name

Address

Telephone number

Relatlonshlp to Housmg tenant / lg
New Zealand

(please circle one)

Interview location

© Housing New Zealand This document has been developed by Housing New Zealand. Reproduction, adaptation or utilisation either in
part or in whole without the prior written consent of Housing New Zealand is prohibited.

T-464 Interview Sheet A394374 Version 1
22 December 2014 Page 1 of 6
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2. Privacy Statement

The information provided in this form is being collected for the purpose of making sure Housing
New Zealand can effectively manage its tenancies and in particular, issues arising from the anti-
social behaviour of tenants or their associates.

Housing New Zealand will use the information you give to:
° assess and clarify a complaint made against a tenant
) assess whether there has been a breach of any tenant obligations

2 determine the relevant option for resclving any dispute that has arisen bahmben a tenant
and anv other person. B

This information will be held at any office of Housing New Zealand. C_f_\( \

; » e
The information may be accessible to: ‘o )\J B B \
o Housing New Zealand staff members or persons enc\;g(gé% br\Contracted\b)\lil? \skng New
Zealand

withhold the information

o any person who is identified in this form u 7e§s % are Ie \y stif a le grounds to
IS N\

s the Tenancy Tribunal or an\y ot er Ievant Tr\ l \Qourt of law
access to this information.

) any person to whom. v\e nsented tQ,ha

\S
Answers to the questi ns\; e oj ntary QB )
You have the ri \abc’ess 10, u Tge correction of, any information held by Housing

\r
New Zea[and a%\ n this fo K\r\ﬂ

lnl\ng ee’tmth )

Intenﬂiw,e%&na{g

N

\\ /\ (C“\:/\\\

T-464 Interview Sheet A394374 Version 1
22 December 2014 Page 2 of 6
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3. Interview sheet

Describe the problem/s

(Include dates, times, locations, who did what, who witnessed events)

Important - please turn to next page

Interviewer initials:

Interviewer initials:

T-464 Interview Sheet A394374 Version 1
22 December 2014 Page 3 of 6



Manage Tenancies
Interview sheet

Who is causing the problem?

(Include tenants, children and visitors, provide as many details as possible including names, descriptions,
addresses)

Is the tenant aware of the problem?
(if the problem is not caused by the tenant but by children, vigitors)

If Yes/No, please explain the reason for your answer

Have you discussed the oroblem with the tenant and/or with person causing the problem?

If yes. who did you dizcuss it with and what was the outcome?

If no, why gid you not discuss i?

Important - please turn to next page !

Interviewer initials:

Interviewer initials:

T-464 Interview Sheet A394374 Version 1
22 December 2014 Page 4 of 6
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Did you inform anyone else? (for example Police, noise control, dog control)

(Please include any reference/enquiry numbers that are provided)

Important - please turn to next page

Interviewer initials:

Interviewer initials:

T-464 Interview Sheet A394374 Version 1
22 December 2014 Page 5 of 6
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Is there anyone else we should talk with to better understand this problem? If yes, who?

Are you willing to work with us to resolve this problem? (this could include meeting with the person(s)
causing the problemy)

If the problem persists and it bccomes nacessary to take legal action through the Tenancy
Tribunal or District Court, would you be preparad to act as a witness? If not. why not?

' @wea signature

I'1 have provided a full and accurate description of the problem.

| have read the interview notes and give permission for Housing New Zealand to use these interview notes
as a record of the problem and understand that they may be used as evidence if legal action is taken.

T-464 Interview Sheet A394374 Version 1
22 December 2014 Page 6 of 6
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T-465 Anti-social behaviour dialogue plan Housing New Zealand

Housing New Zealand Corporation

: are e _ . _ -
e 1

Reason for the meeting

Provide explanation here: |l

Preparing a meeting agenda

T-465 Anti-social behavicur dialogue plan A404417 Version 2
22 December 2014 Page 1 of 1






T-466 Request for Termination of a Tenancy Housing New Zealand

Housing New Zealand Corporation

Tenant Details

Name

Address

Tenancy Reference

Case Details

This section to be completed by tenancy manager and senior tenancy manager
The Circumstances ,

What are the circumstances
that have given rise to
terminating the tenancy?

Why do the circumstances falt
within the definition of serious
anti-social behaviour?

Tie back to the Policy
objectives (Anti Social
bahavieir bUST e Dros

ISINEsSs process

Nature of conduct and evidence

Does the alleged conduct
constitute a breach of the
Residential"l'_gna_m'l, '

with the reagon "e'.. eaaed\
comfort or privacy-gf'

C Yes C No

Doe alleged conduct
involve damage to property
and/or physical injury to any
person and/or psychological
injury to any person?

C Yes C No

Are we aware of any other/
previous complaints against the|
tenant, and/or any related

matters involving the tenant?

What previous warnings did we
give to the tenant as to possible;
outcomes should the anti-social
behaviour continue?

T-466 Request for termination of a tenancy A404420 Version 4
5 December 2014 Page 1 of 6



TR
T-466 Request for Termination of a Tenancy Housing New Zealand

Housing New Zealand Corporation

C Yes C No

Did the information or complain
about the tenant's alleged
conduct come from a reliable
source, or did we verify it
satisfactorily?

Tenant meeting

Note: Natural justice requires both sides of the story to be heard. Terminating a tenancy without having given the tenant the
opportunity to present their side of the story should only occur in very exceptional circumstances. Legal advice must be sought.

Did we meet with the tenant to Yes (attach copy of 'Summary of
discuss the anti-social "  meeting to discuss issues or " No

behaviour? complaints' (05-200) )

If we did not meet with the
tenant, why not?

What explanation, if any, did
the tenant provide?

] S - = P O N
Did we accept the explanation, SR i
and if not, why not? =2 ( :

Effect on the neighbourhood‘and greater comm '_
Has the alleged conduct N
affected the neighbourhood C :

and/or greater community'?

s standing and responsibilities to the public

affect the pubhcs perception of
Housing New Zealand and, in
particular, the way in which we
aim to provide affordable
rentals whilst acting in the
interest of the community?

How would the issue of having
a 90 day notice affect the
behaviour of other or
prospective tenants? For
example, is there a case for
deterring the conduct of the
nature alleged and would a 90
day notice, in these
circumstances act as a
deterrant?

T-466 Request for termination of a tenancy A404420 Version 4
5 December 2014 Page 2 of 6



T-466 Request for Termination of a Tenancy

e —
Housing New Zealand

Housing New Zealand Corporaticn

Personal circumstances of the tenant

How long has the tenant
resided at the property?

Does the tenant have any

dependants residing in the C Yes " No
property?
Does the tenant have any
disabilities or health issues C Yes C No
which could be affected if the
tenancy is terminated?

C  Yes C No /,9 >
Is there a history of mental R \'&)/ A £ X
health issues; are mental health e \//' 2 \\ - /‘T.T__>/\ \
agencies involved, and what R \ N W A\ K i)
support has been provided by S 'T)‘) \ bt b‘“\‘,_'i/'
Housing New Zealand? AANMIN, ™ < XX i

B\ e Y S RN T
What are the financial NS ’ \\\x X
circumstances of the tenant? A \\\\ )) i~ P /)\\\(\\> '
=N : NN—

C Yes  No {\‘ R\\w : (éﬁ\k\ﬁ
Is the tenant currently on 2 N ),) _,\\ \T >
Income Related Rent (IRR)? If ALK > SN \\lX -/
the tenancy is terminated, the - 6\’,&) /I’ﬂ &\ N
tenant will lose the benefit of o2\ oY ﬂ\g\:\’ e
IRR. Could this cause any N u—-D S (( >} i

% o 3 T P oy
particular issues for the ten, ({3\\\ \f"\\ \'j;>\.._,/
Does the tenant have. accass to = -
alternative accomeoda I:| ? U Yes " No
P N\ e
: 2 > T 0,
" ANS

\ s

te n, and why is
fion preferred to those

other options?
Claims against the tenant

C  Yes C No
Have we made any application
to the Tenancy Tribunal against
the tenant, such as for fraud,
damage, or rent arrears? What
impact would the use of a 90
day notice have?
Are there any mediators' orders
outstanding? C Yes  No
Tenancy Tribunal history (Attach any relevant Tenancy Tribunal/mediators orders)

C  Yes (" No
T-466 Reguest for termination of a tenancy A404420 Version 4
5 December 2014 Page 3 of 6



T-466 Request for Termination of a Tenancy

ﬁ

Housing New Zealand

Housing New Zealand Corporation

Did we previously make any
Tenancy Tribunal applications?
If yes, outline when, the reason
for the application and the
outcome, whether mediated or
after a Tenancy Tribunal
hearing.

Search \

F Yes ¢ No

z for any orders that have been made (only available from 2006)

Did the tenant make
applications to the Tenancy
Tribunai? ii yes, outiine wier,
the reason for the application,
and the outcome.

Is there a risk the tenant will
apply to the Tenancy Tribunal
on the basis that a 50 day
notice was retaliatory?

2

P
\
A

=
D>

RIS
A\\\@\;C;?<\\(&,

D)

A%

What is the likelihood that, in
the light of previous Tenancy
Tribunal applications, an
adjudicator may find that a 90
day notice was retaliatory?
Consider the length of time
since the tenant's last Tenane
Tribunal application, the reas
for the application and\the

SR

No

would an application be made
to the Tenancy Tribunal?

What is the available evidence
which supports an application
to the Tenancy Tribunal?

Recommendation

This section to be completed by the Area Manager, tenancy services

It is recommended that the Regional Manager approves termination by either
C
-
C

Issue of a 90 day notice
Application to the Tenancy Tribunal for termination

Issue of a 90 day notice and an application to the Tenancy Tribunal for termination

T-466 Request for termination of a tenancy A404420
5 December 2014

Version 4
Page 4 of 6



T-466 Request for Termination of a Tenancy Housing New Zealand

Housing New Zeatand Corporation

Area Manager comments

90 Day notice termination Plan

If the recommendation includes termination by 90 day notice the following questions need to be answered by the Area Manager
before providing the submission to the Regional Manager.

Who will serve the 90 day
notice?
Are there any other safety
concerns anticipated in the
termination process? >
: P A U 5 AN _
What follow up is planned '_,/"'.3\ \"'-"\\'5,\/" (_\_,\ : \> |
during the 90 day period to - N X () : s\ K\ f)
make sure the tenant abides by L0 J\ D \ \ \\»Q)
the notice? \v/(/'_',\\_ A e \ e
=B P O S
CR g o & \ o 2 PRI
What actlop is planned to _aSSI_st X <\<\ )\\ - SN Q\ \ Y
the tenant into other housing? N \// __/,.-(_\ \, /
\’X\\.{\‘J : T LT
What support is being provided \\\ \) \\\ A\ \x §\
in relation to dependant I NS \j \ /(’“
children? A\$ ) ) SO D
- Py - __h( ‘;\//\ J\\\\\\)\
Regional Manager check{i_/- @\g\_, -
Regional Manager: ' \ /)
Is there adequate credib | _ behaviour on the balance of probabilities? |:|
Has the affected téhantbeén giv ; \ate oppertunity to present their case and has that been given due
weight? If notarethere e (Hy-a notice should be issued without hearing the tenant's side of the |:|
story?
Has due we, ght'been give sfevant considerations, including internal policy, and have any irrelevant D
considerations begmeb 'orn the decision-making process?
Is termination@ o‘}‘- response, in relation to the conduct of the tenant and all circumstances of the case? |:]
s Bthek than termination been considered? []
i ior consistent with other decisions across Housing New Zealand? []
objective outside observer conclude that | am approaching the decision with an open mind and without D !
Is the decision reasonable in all other respects? [ ]

Indicate what termination option has been recommended
(—  Issue of a 90 day notice
"  Application to the Tenancy Tribunal for termination

("  Issue of a 90 day notice and an application to the Tenancy Tribunal for early termination
Approval for termination (to be completed by Regional Manager) _ i Al

(" Request approved on the basis of the information contained in this submission
(C  Request NOT approved

If recommendation is not
approved, explain why and
outline further action required

T-466 Request for termination of a tenancy A404420 Version 4
5 December 2014 Page 5 of 6



T-466 Request for Termination of a Tenancy Housing New Zezland




e — .
Housing New Zealand

Housing New Zealand Corporation

Request for approval of suspension from applying for a Housing New
Zealand home

Senior tenancy manager or debt specialist or tenancy tribunal specialist to complete sections A to C

Section A — Customer details

Details of current/vacated tenant to be suspended

Tenant one
Person reference number

Title (please tickk OMr OMrs OMiss OMs O Other (please specify)

First name(s)

Tenant two
Person reference number

. !
Title (please tick) OMr  OMrs O Miss OMs O Other (please s {P )'\ \V | /:>_
2~ QU

— s )}
First name(s) \{;\\ m

Tenancy address

Current address 2\@ 5 AR
(if vacated) \63/)\ Z P @Rgt,\

Details of * Qge on(s) to be sugée\de

Tit[@(@%@\&ﬁ %&\\\/g\m&é“ OMs O Other (please specify)

First\\@gl\eeg\}/

Surname

OmMrs OMiss OMs O Other (please specify)

Surname

rrent address
(if known)

T-480/ Issue 5
Page 1 of 6



Section B - Suspension details
Refer ‘Suspension guidelines’

Qualifying cvent(s) to which suspension request relates (please tick)

O Rent debt O Recurrent rent debt O Damage O MSD investigation

O Multiple/combined debt O Unlawful activity O Anti-social activity

Brief details of the qualifying
event(s)

P

Termination date as recorded on the Tenancy Tribunal / /
order or 90 day notice (if applicable) /
\ " ) —

Reason for vacation \1 \ -~
O Tenancy Tribunal order O 90 day notice 0] Abandonment % ant noti¢e, &j)
O Eviction %
Vacation date as recorded in Kotahi, if applicable, \\\
(MyPortai>Client View>Tenancy Details) ,\\ \ \\ D /\ ( ( \

; =5 4 />
Family type A \ x\\/ e \

N T o N
O One person household : K\~ \@\élngle p antl 1 |Iy~\\.
(-/, h\

of the children in the household (please
C=

e
,%@b(w 4. (M/F) oo
\VR \\\\XX\S 2.(M/F) e (LT p—

-~ ~

= (with or wuq ‘\9 p66p>|e)
O Couple with children - /R;/)\\}
(with or without other people) s)\re/)

/\]\ P 3. (M/F) eorvorrens 6. (M/F) ororeree.
6'5 iperson ¢ ‘ﬁeld\;\/ O Couple without children
(for e Ie careglvpr}" (with or without other people)

Is there a y b‘t ralevanti nformatlon? (for example, evidence of domestic violence, impact on children in
hous h ea th)

Check if there is a customer risk rating recorded in Kotahi

(My Portal>Client View>search on client (enter search criteria)>check ‘Key Details’ under / /
‘Customer Profile’)

Level of risk recorded as (please circle) CAT A B Cc

Reason why the customer was given the risk rating

T-480 / Issue 5
Page 2 of 6

N2

-



Section C - Initial request for suspension consideration

Name of Housing New Zealand
staff member

Role

Area

Name of tenancy manager

Have 'Suspension guidelines’ been referred to in preparing this request?

O Yes O No

Credible evidence coilected confirmed and attached

OYes ONo

‘Suspension debt decision matrix’ has been completed and copy attached (if suspension
relates to rent/damage)

0] Yég)é) No

New record entered in Kotahi (Estates>Parties>Assessments>create assessment typ/e/

‘Suspensions') =Y
\/

Date the suspension request and documentation referred to the area man@h O )\>

“\.t‘\
/\)

Signature of Housing New \C \) / ==t \‘X\\:> ;
Zealand staff member _ \'\\\ ( \

AN A

Section D —- Confirming the customer m&t} \/sYpe si

Area manager to complete

o O
Name of area manager / < A — < A

S 2 (GO

Date the suspeﬁloﬁ\wﬂewed 0(\\\\3 / /

ioF ?

Havgs\;c\@q\/@een /csmeleted c&ec}y. O Yes ONo
Do&\l‘@ﬁbson for. sﬁ%%}z}wdﬁjalifwng event(s) meet the minimum requirements? OYes ONo
Is there cg:egibi\w} o support the recommendation? OYes O No
Has\nY t( n\h)at may exist with key partners been requested and taken into account in OYes O No

ordance with any memorandum of understanding? O N/A

\Are/ any support agencies working with the customer relevant to the suspension decision? OYes O No
Review the ‘Suspensions debt decision matrix’ (if applicable) / /
Is the suspension recommended? O Yes O No
Comments

T-480 / Issue 5

Page 3 of 6



If No
O Update Kotahi (Estates>Parties>Assessments)
O place all documents on the customer’s file

If Yes

o send letter ‘Notification of suspension consideration’' (02-010) and attach a copy. Date sent / /

®) register and/or update Kotahi noting that suspension is being considered. Enter C2 code as a minimum if a
higher risk is not already recorded (Estates>Parties>Assessments)

O record details in the 'Suspensions application process worksheet' (Suspensions database)
Did the customer respond to letter 02-0107? O Yes O No
Attach a copy of the customer’s response

Is the suspension recommended? /Q Yes O No
Comments e A
’\ />’ -
e

_//
‘/<\
C?,L
NS )
(/

If No - \*) " N\ \\
O complete section G \/ \
A\ O 3\ ~ ( D\'
If Yes \ x
G refer the suspension request and documentatiol X tﬁe custo hil e) to the regional manager .
Make sure referral is not made until 10 calen % er leﬂer ent.
Date sent / \
®) record the details in the ‘Susp $ gm ation pro

</) L~

" \.-)
Signature of area mana ar\ b gﬁ) [\\\j

Note: a demsi s /a}nd is requ,l\ / (date the suspension request sent to regional
manager /2,8 jvéiy follow up E tto make sure any delays are resolved quickly
\) “

{SuspenSIons database)

Se\‘:tl’pl'{g--‘-/ ?lna e Q;n\rﬂendatlon
Regio él manager, é(\

(/{Wu\spensnon request received / /

Wl suspension negatively impact on people at risk of, or experiencing domestic violence within O Yes O No
the household?

Comments
Have the interests of any children in the household been taken into account? O Yes O No
Comments
Has the seriousness of the qualifying event been taken into account? Does the customer(s) to O Yes O No

whom the suspension applies pose a serious risk to the safety of Housing New Zealand staff,
contractors, or agents and/or is there a serious risk to Housing New Zealand's financial
interests?

Comments

T-480/ Issue 5
Page 4 of 6



Have any comments made, reasons given or evidence provided by the customer been attached | O Yes O No
to this form and taken into account?

Comments

Have the circumstances in which the debt occurred been taken into account? O Yes O No
Has the age and health of the customer, and the impact of a suspension on them been OYes ONo

considered?
Comments

Has the customer rectified or taken steps to rectify Housing New Zealand's loss or is there \
evidence of changed behaviour? \\

Comments

Q_(j/\Yes ONo
\41/) < /\
\/ ~

\"\\{ 5)
AN

Was the customer advised prior to tenancy termination or vacation that- egrgn\a\g@e susper dq ”\
\

omments X N\x\w /\\\(_J

\é\ges" O No
> ~

Are there any other factors that might -nltsgate o Bre}ugt@ {he case fo/ Eu\i Ps‘an'))

Comments \\
VX r\\\ \%

OYes ONo

>

A \\\v

Has the suspension p ess @Bncib Jm{vad corr\ct[yﬁ‘;

O Yes O No

>

”~
¢
%\

Ma agg Qf?u\spansmn rja"l{% d.documentatlon complies with the suspension policy, good
all mitigating-factors h ng{\ A into account. The suspension decision must be consistent with:
ove

. | Ho r@éﬁ zaland policy
o approva{? @gm other regions.

cause exists and

sﬁﬁ recommended? OYes ONo
(B
If No
O return the suspension request and documentation to the area manager to complete section G

If Yes

O refer the suspension request and documentation to the General Manager Tenancy Services.

Date sent / /
O inform the area manager of the decision

Note: a decision to suspend is required before ! / (refer to section D)

Signature of regional manager

T-480 / Issue 5
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Section F — Approval
General Manager Tenancy Services to complete
Date the suspension request received by the General / /
Manager Tenancy Services
Is the suspension approved? O Yes ONo
Comments
y .2 |

Return the suspension request and documentation io the regionai manager \>\ \"\/ D \//\\

B o~ - ."‘ =
Date sent oA ?\ i'/\-\/ " /p A\
Signature of General Manager Tenancy AT \\ 2 )Y \\\\“’/
Services /-)\O o I A\ N>

N N O\ VY

Section G — Final action

Date the suspension request received by the reglonal.{naQ

After viewing the decision, regional manage ar e)sjuspen nir and docurnentatlon to the area
manager T eN\

Date the suspension request rec?wegfb\f h) }rea/ mar}ager\g {\\ / /

N \
Area manager to action as fo ‘35"“\_) \))
@ \QK
Suspenswn nol?p or\'?

rg tion custom tsuspended (02-020)
o g ﬁ record-(Est &?ﬁuesmssesments)
etalls in he sions application process worksheet' (Suspensions database)

|ewt e fﬁ sk rating in Kotahi (Client View>Tenancy Details>Key Details)
on the customer’s file

,Sus rq approved
d letter ‘Confirmation customer is suspended’ (02-030)
\O update Kotahi record (Estates>Parties>Assessments)

O record details in the ‘Suspensions application process worksheet' (Suspensions database)
O diary suspension end date to update Kotahi
O
0

e

place all documents on the customer's file
On end date close off suspension in Kotahi (Estates>Parties>Assessments)

Date all action completed / /

Signature of area manager

T-480/ Issue 5
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e,
Housing New Zealand

Housing New Zealand Corporation

Anti-Social Behaviour Checklist T-488

This checklist covers process for Anti-Social Behaviour issues to ensure that you have taken all
actions necessary to get the right outcomes. Refer to Severity examples at 7.0.

Note: Always check the customer risk profile in Kotahi before any contact with the tenant, if they
are abusive, aggressive or threatening, and/or have a Category A, B or C hazardous customer
risk rating, then make sure you become familiar with all requirements in respect of contact with
a hazardous customer.

This check list is used as follows: Complete all steps relevant to your case with
no colour. Complete colour coded steps as relevant for your case and level of

severity. i
\g\

GL WV RS

As appropriate

1 Gather all relevant information about the ingi rissu P !
e use incident summary (T-463) a ropri te'includ éc '
records for previous breacheB% t respon l l ta r6n
and/or mediation, prewou o ints receiv

and
current tenanmez summaries. Ians X
e use Intervie as s/pjh} t n erview complainant
or other p ] ﬁi\& O\

/Bge;ia@\qgélf)gue I}l\( (@\313@\)/35 a guide.

3 any al)Q\,serwces or other support groups I
. ed ¢ p resolve sue
4 ”j\ \1’0 act tenant ter MEétmg request to discuss issue of complaint’ (05- /]
<O,\\ is to.b qxg if a visit or telephone call is not possible
5 \V DISC/ sa\’ |dent or issue in person at the property or at another [

Ask the tenant why the issue exists

Ask the tenant to remedy the situation

— e Set a timeframe for the tenant to remedy the situation
e Listen and document responses

o  Clarify and identify any other issues

e [dentify any other parties involved

e  Where there is conflict encourage conflicting parties to consider or
participate in facilitation/mediation again

e Decide if more information is required

«  Work with tenant to put a AP in place where appropriate
If appropriate, verbally warn the tenant that a breach of tenant
responsibilities letter will be issued if problems continue.
5a Property Damage [
Visit the tenant to inspect the damage
Find out how the damage occurred
Establish liability (if third party a police report must be provided)
Take photographs of the damage

cessary or, if this is not possible telephone the tenant:
@f iscuss the situation

T-488 Anti-Social Behaviour Checklist / Issue 1
15 July 2014 Page 1 0of 4



Ask the tenant to have the damage repaired if liable
Set a timeframe for the tenant to repair the damage
Issue letter ‘Tenant damage — section 56 notice’ (05-250)

complaint (05-190) may be used if written feedback requested note Kotahi

Schedule more frequent inspections of the tenancy for a period to ensure
issues do not resurface.

Property damage where damage not repaired A
If not remedied talk to the tenant about accepting liability and a

pay the cost of HNZ repairing the damage. Get (T-308) si ngd n
redirection order as per Damages recovery guidelines %K g\g

If this is unsuccessful consider the following opti .5'%‘%
where repairs are necessary to preserve the @ ealth.ah
e% “team to char
1‘?}@ Tenancy
e
ication to the Tenancy

safety risk, repair the damage and advi
tenant the cost of repairing the damag
-
Hougirig New pair the damage and
of repairi @ age
Notify n/ a Manager-The Senior Tenancy Manager or Area

advise the Tenancy Tribunal team'{tx
na
Mana a er terqinating
-90 day or appiy% enancy Tribunal
s/&’ ecision(s,to proceed to 90 day notice and/or Tribunal refer to (T-
@\ ’;6;6, -110 ﬁ@i\“ )} or alternatively consider a HAP plan refer (T-412)
Un ;

stroctures and dangerous dogs /1
ppointment to inspect the property
ppropriate action dependent on whether Structure or dog

<
<)Discuss the situation
)) Advise the tenant that they are in breach of their tenancy agreement due to

structure or the presence and disturbance caused by the dog(s)

Note: refer to summary dog policy in (T-229 Appendix E) to manage dog
where there is no approval to keep a dog.

Take photographs of the structure and/or any damage
Ask the tenant to remove the structure and/or dog
Set a timeframe for removal

Issue letter ‘Breach of tenant responsibilities’ (05-020) to remedy a breach
of the Tenancy Agreement

Record all actions in Kotahi

an appl
Tribunal for a work order for’; tto repai
advise the Tenancy T rl{g?: to prepa
Tribunal for an ?ﬁf
charge the t e

V2N

11 Personal Conflict Next step options are /!
e  Offer parties internal facilitator/mediator, need all parties to agree:

e interview tenants and warn that a breach of responsibilities letter will
be issued if conflict is ongoing

e interview tenants and issue letter ‘Breach of tenant responsibilities —
section 40(2)(c) (05-090)
Agree and establish a HAP (T-412) including referrals to other agencies

T-488 Anti-Social Behaviour Checklist /Issue 1
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Record all actions taken in Kotahi

complaint” (05-190) may be used where written feedback requested.

Follow from Step 15.

12 Close the complaint and Diary for follow up, check if problem has been /o
remedied, where property visit required send 48 hour notice of inspection
letter (05-010) continue to monitor as part of normal tenancy management.

13 Provide feedback to the complainant if required, Letter “outcome of /I

desired outcomes, and agree on the next steps for mana tton
Consider the following:

e« Have there been previous issues the

e |s there anything else Housing Ne n do?

e |s the house type/community.ap r%\eﬁ

s the behaviour likely %” If not co % n of
tenancy by issuin X:j/ icé or a FS@ Tenancy

Tribunal

e [fSTMan ager

A2,
g& |t is not appropriate to
eed

consi on at th/Q i with the following steps
ew ch (o] nsibilities — section 40(2)(c) (05-
hec{\h% éls still valid).
[
s

enancy ‘ anager to d idents and issues with the tenant and

T
4
< : ps and actions.
@ nanc: l{ég% pdate the Customer Risk Register with details of
e (<ot

and actions taken where appropriate. STM approves

the date, time, and content of actions taken in Kotahi. File copies of
anyletters issued and all related documents.

14 /[
18 Review case history of the tenant’s current and previous tenancies and the [
tenancies of other household members.
Review actions taken by Corporation or other agencies involved, for
example, a household action plan. >
Check for records from any previous mediations. i\ &
Check relevance, validity, and status of any breach notices for thgytgﬁ/\ng,\ p«
16 Discuss the situation with the STM and/or Area Manager c n dé?t}\ N M <

Behaviour improved, Close the complaint — record actions and outcomes in
Kotahi - Diary to follow up, review actions - schedule more frequent
inspections of the tenancy for a period to ensure issues do not resurface.
Warn Tenant that if behaviours resurface that you will be proceeding to
gain termination and possession of tenancy and will apply for a suspension
from State Housing.

18

Where Behaviours continue:

If not remedied, discuss the situation with the STM and/or Area Manager.
The STM or Area manager may consider terminating the tenancy by
putting through a submission for a 90 day notice to be issued and/or
applying to the Tenancy Tribunal. Continue through with process to

19

Terminate Tenancy and application for suspension (T-480) and (T-110).

Follow Steps 15 and 16

T-488 Anti-
15 July 201

Social Behaviour Checklist
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20 Options to consider: /]

e transfer the Victim tenant or neighbour if complaint is substantiated,
serious, and/or likely to reoccur. (Note) there may be cause in an
extreme case of victimisation to do a HNZ initiated transfer this
needs sign off by RM.

e put through an urgent submission for 90 day notice and/or
termination through Tribunal. Once submission signed off, issue a
‘90 day termination notice’ (05-210) and advise the Tenancy
Tribunal team to prepare an application to the Tenancy Tribunal for
an order for termination under s55 of the Residential Tenancies Act
if threat or violence to Corporation staff member, agent of HNZ
and/or tenant or members of the community.

e any threat to staff safety must be reported to Health and Safety
representative. The staff member or Health and Safety 8
representative must record the details in the Incidents Reglster in A\ .
HR Hub \ 2 —~\

The Area Manager must add a comment to the Incidents Reglster» R\g\ ’ A (( 3
Hub where there is a Health and Safety risk. This is then au@ﬂﬁm kahy N
reported to the Health, Safety and Security Manager /9

20a Unlawful Activities reported and/or dlscovered

the Police are aware of the issue): E
if discovered report the matter to th’e \1 pd askf r

/
If the issue is serious or ongoing (serlous h/r co’mK\g )}\ b I
th

Police report/record for us theT n nc Note in
most cases unless the |ct$0n for the. we would use
90 day notice only as g\afl]?Jrlbunal tg rﬁ g {erm:natnon Report

any suspected buse orn icito}b ild Youth and Family
Gather all r a}mﬁb ation. (/

Discu { e si lQl’l with th nd! rArea Manager.
k ?l olice t the property has been used for
tivity; . mana sifuation by liaising with Police. If termination
%'_’ “‘)_< an y\ QU & ’Pohce report will be required by the Tenancy
%\ i une}.

ul act is Manufacture of Methamphetamine refer to (T-
@ es for Methamphetamine.

% }'; ;S and/or Area Manager may consider terminating the tenancy by a
mission to issue a 90 day notice and/or application to the Tenancy

( B>\§ ’Trlbunal Make sure a Police report is obtained as supporting

documentation.

Tenancy Manager to update the Customer Risk Register with details of the
incidents or issues and actions taken.

21 Where decision is to proceed to 90 day notice and/or Tribunal, and [
submission is signed off, Issue a ‘90 day termination notice’ (05-210) and
advise the Tenancy Tribunal team to prepare an application to the
Tenancy Tribunal for an order for termination refer to (T-466, T-110 and
the Suspension guideline).

22 Update notes through entire process and close of file once tenant has /1
vacated.
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