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Application
The Safer Travel service within the West Midlands Combined Authority consists of
two teams - a policing team that deals with criminal behaviour and an antisocial
behaviour(ASB)team that deals with ASB. This policy applies only to the work of the
latter. The policy also refers to the work of the education and communications
officers, who work across both the ASB and policing team. It outlines the support
they provide to the ASB team only.
The ASB team responds to reports of ASB that are received in relation to the use of
the bus, tram and train services within the West Midlands authority area. This
includes reports of ASB occurring on these modes of transport and at the transport
stations/stops that they operate from.
This policy should be read in conjunction with the following associated policies,
strategies, and legislation:
• The ASB, Crime and Policing Act 2014
• The Crime and Disorder Act 1998
• The Equality Act 2010
Data Protection Act 2018(GDPR)
• National Rail Conditions of Travel
• Rail Byelaws
• Bus Byelaws
• West Midlands Police ASB Policy
• Functions and Amendment Order
• The Safer Travel Plan (a strategic document that outlines the goals of the
wider Safer Travel service)
• CCTV policies and procedures

Policy statement
The term "ASB" covers a wide range of behaviours and can have a significant and
detrimental impact on the individuals affected by it. In addition, ASB that occurs on
our travel routes can have a significant financial impact on service providers. It is
i mportant that it is addressed effectively to protect passengers and staff, whilst also
avoiding a decrease in passenger numbers and a loss of revenue.
The Safer Travel ASB team ("we") will take appropriate action to tackle ASB that is
occurring. The following overarching principles are at the core of the work that we do
and complement the goals that are outlined within the Safer Travel Plan:
• We will proactively work with the aim of reducing crime, disorder and ASB
• We will use processes to help us to identify and protect repeat victims
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• Through the work that we undertake, we aim to identify repeat offenders, the
harm that they are causing and the most appropriate action to manage and
reduce this
• We will use a wide range of tools to tackle ASB and will ciecicie nn the mist
appropriate intervention for each case based on what is proportionate to the
circumstances
• We will work in partnership to ensure that our decisions and actions are as
informed and appropriate as possible
• We will maximise the use of technology, such as high-quality CCTV, to
support our work
• We will listen to the needs and concerns of passengers and use these to
determine the team priorities
• Through our casework and wider communications, we will work to improve
public perceptions of the transport service, as well as keeping passengers
informed of our work, where appropriate
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The ASB, Crime and Policing Act 2014 provides several different definitions of ASB.
These include behaviour that is causing, or capable of causing:
• Harassment, alarm or distress
• Nuisance or annoyance
• A detrimental impact on others
All of these definitions of ASB are subjective, based on how the behaviour makes
someone feel, rather than a specific set of actions. We appreciate that everyone has
different tolerances, expectations, and perceptions, and, therefore, different people
will perceive behaviour in different ways.
It is for this reason that when deciding whether something is ASB we consider
whether the behaviour meets the statutory definition and whether it is unreasonable.
We make the decision as to whether behaviour is unreasonable based on several
factors including but not limited to:
•
•
•
•

The severity of the behaviour
The harm it is causing
How often it is happening/how long it is lasting for
Whether it is a one-off incidenUwhetherthere is a genuine risk of it happening
again
• The intention of the person causing the problem that has been reported e.g.,
whether it was targeted at one person, with the intent to cause harm (physical
or psychological)
To help us in this decision making we use a risk assessment tool which is based on
the THRIVE model and evaluates the threat, harm, and risk of the incident, based on
4
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the above factors. Further details regarding this assessment can be found at the
Managing Risk section of this policy, detailed below.
We may also receive reports about the behaviour of drivers. For example, we may
be told about instances where a bus driver has driven too fast or failed to pick up
passengers from a particular stop. We do not consider these types of reports to be
ASB, rather they are service complaints that need directing to the relevant travel
provider to deal with internally.
We may also receive reports about damage that has been caused to bus timetables
and/or bus shelters. Requests for repairs are not within the remit of the ASB team
and should be referred to the customer services department for whichever company
is responsible for the items that have been damaged.

The role of our service
Where a report is received that amounts to criminal conduct the matter to referred to,
and dealt with in the first instance, by the policing team within the Safer Travel
service.
There may be times, following investigation, that the policing team decide to refer the
matter to the ASB team. This is likely to occur where:
1. The matter is not considered to be criminal but the definition of ASB is
believed to have been met; or
2. The criminal standard of proof(beyond reasonable doubt) has not been
satisfied but there is a view that civil interventions(where the standard of
proof is lower) might be possible; or
3. It is considered that taking criminal action would not be beneficial to the needs
of all parties involved

Limitations
Because of the transient nature of passengers using the travel services there are
some limitations upon the service that we can provide:
Sometimes passengers will report things without leaving their details. If we
cannot speak to the passenger, it is often difficult to find out the additional
information that we would need to be able to progress their report
Often the identification of the person/s causing the ASB is a challenge.
Complainants are unlikely to know the identity of the person. We will try
several ways to identify perpetrators including but not limited to checking
CCTV footage, circulating stills to police colleagues, visiting local schools, and
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speaking to teaching staff etc, but sometimes identification simply is not
possible
• Where we submit a request for CCTV footage, we require it to be provided to
us within 14 working days of submitting the request. Failure to do so may
mean that we need to close the case without further investigation
If any of the above scenarios occur, we will still capture the reports as intelligence,
helping to identify hotspot areas and target resources most effectively.

CCTV
As referenced above, CCTV is a key means of identification. We rely on footage
from several sources, including but not limited to:
• The CCTV control room
• Local authority owned CCTV
(
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• CCTV that is positioned within vehicles
• Body worn cameras
All footage will be requested, viewed, stored, retained, and disposed of in-line with
relevant legislation and policy.

Reports of ASS
We receive reports of ASB from two main categories of person -passengers and
employees of travel providers. We also receive referrals from the policing teams.
Reports can be made to us in several ways, including:
• Via the online reporting form which can be found on the Safer Travel
Partnership website
• Through the "See Something Say Something" text messaging service - 81018
Sometimes it is the employees of the travel providers that are the victims of the ASB.
We do not tolerate behaviour like this and will deal with it under this policy, where it
meets our definition and falls under our remit.
For us to capture the information that we require to manage an ASB case, we
request that employees use one of the methods of reporting detailed above. For
reasons of recording, monitoring and consistency, we cannot accept emails sent
directly to officers within the team.

D
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Expectations of passengers

All passengers are expected to use the transport services in a respectful, safe, and
appropriate way. The Safer Travel Partnership has a code of conduct that all
passengers are expected to abide by, including not to cause ASB to staff or fellow
passengers. This is further supported by the expectations of the individual travel
providers/operators that we work in partnership with.
We will utilise opportunities to raise awareness of these expectations, such as
through the educational programmes that the team delivers.

Managing Risk
Risk Assessments
We refer to reports of ASB as `incident reports'. We use a risk assessment tool
called `THRIVE' to help us assess the severity of an incident report. The THRIVE
assessment considers several factors, such as whether it is a repeat incident and the
harm that it is causing.
Completion of this assessment provides us with a score from 0-6, with 6 relating to
behaviour that the assessment judges to be the most serious.
We use this scoring as a useful guide but also recognise that it cannot override the
professional judgement of our ASB officers.
A combination of the assessment score and the ASB officer's professional
judgement will determine whether we turn the incident report into an ASB case.
Where a case is not opened, the incident report will still be logged as intelligence
and will help inform hot spot identification and resource targeting. It will also help us
to identify any repeat issues in the future, which may then result in us opening an
ASB case.

Victim Support
We do not always have on-going contact with the victims of the ASB that is reported
to us. The reports may have been made anonymously, or the victim just wants to
pass the information on to us and wishes to have no further involvement.
That said, where we do have a continued relationship with victims, we understand
how important the service that we provide to them is, in terms of ensuring they feel
supported and able to assist us where we require things from them.
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Through our use of the THRIVE assessment and monitoring of previous cases, we
can identify repeat victims. We recognise that someone who has repeatedly suffered
ASB may require more support from us and will act appropriately where this is
identified.
What support we provide to a victim will depend on the circumstances and needs of
each case however support may include:
• Keeping in regular contact and ensuring we provide relevant and appropriate
updates in a timely manner
Making any necessary referrals to support agencies, should we feel this would
benefit the victim
• In addition, anyone who has submitted a report via the text messaging service
or online reporting form with receive an automated response to inform them
that their report has been received
• Letting the victim know when a report has been filed
Where a victim has agreed to come to court as a witness in one of our legal cases
we nay offer additional su~po~i to help make this process as comfortable as
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resources available but may include:
•
•
•
•
•

Pre-court visits
Seeking out and requesting special measures
Referring the witness to Victim Support or other specialist witness service
Assisting with travel arrangements
Answering any questions that the witness may have pre, during and post any
hearing

I n some cases, the victim to the ASB is a member of staff, such as a bus driver. In
these circumstances we may also consider and provide advice on the types of
assistance and support the staff member's employer may be able to bring.

Action
We use a range of preventative, non-legal and legal actions to try and
prevent resolve issues of ASB. We do not curtail our discretion by insisting on an
incremental approach to intervention and will decide on the best course of action on
a case-by-case basis, considering what is proportionate to the behaviour that is
being exhibited. We consider several factors, including but not limited to severity,
frequency, harm, the needs of the victim/s and the perpetrator, whether this is repeat
behaviour, and what previous action may have been tried. We also consider recency
of previous incidents and whether it would be proportionate to take them into account
when deciding the action to take on the present case.
We also recognise the importance of working with our partners when deciding the
best course of action, to avoid duplication and ensure that the most informed
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decision on action is made. Before taking any form of action beyond warning letter
stage, we will contact the relevant local authority, neighbourhood policing team and
social housing provider (if applicable) to establish whether they have any knowledge
of the perpetrator and to coordinate our response. We will also check the relevant
police systems to see whether anything of relevance is recorded.
I n addition, we sometimes receive complaints about young people causing ASB and
in these circumstances will also engage with the parent, guardian or carer, youth
offending team, social services and school, where relevant.
Because of this partnership approach, there may be some cases where another
agency is considered best to lead on the matter, perhaps because they have legal
recourse to the most suitable tool or more resource etc. In these instances, we will
continue to support the work of the lead agency, where required. This includes
schools, where young people are causing the ASB. It may be that the school has the
most suitable sanction available, but the ASB team will continue to support the case,
where it is appropriate to do so.

Prevention
Our preference is to work to ensure that ASB does not happen in the first place. We
take several steps to try and achieve this, including:
Using publicity campaigns to raise public awareness regarding expected
behaviour etc.
Designing travel stations and stops to reduce the risk of ASB
Undertaking work to ensure that the routes to travel are as safe as possible.

Education
We have an education officer within the team who undertakes several activities with
the overriding aim of making travel services safer and increasing passenger
reassurance and confidence.
These activities include, but are not limited to:
Working with young/vulnerable people to increase their confidence with
regards using public transport
Creating and delivering education packages/assemblies in schools, including
targeted programmes/assemblies at schools whose pupils have been
identified as causing ASB/PSHE days
Creating and delivering resources to encourage passengers to report issues
and travel safely
D
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Liaising with schools/organisations for identification requests
Working with organisations to design out ASB, support their employees
travelling safely and responsibly and assist them with any additional issues
iclenfiifyinc~ anti w~rkinc~ with harp-fin-rParh c:nmmiini~iPS an~1 ~_inriPrrP~rPsPnter_i

groups. For example, we recognise that people who are vulnerable/elderly
may not have the same access to online information, so will consider others
means of more appropriate communication

Non-legal intervention
Although we adopt an approach to intervention that is based on proportionality, we
recognise that in most cases using non-legal interventions is the most appropriate
starting point for tackling ASB, particularly where the person causing the ASB is
under 18 years of age.
There are also many creative ways to tackle ASB, that do not require formal
i ntoniontinri (li it nffi~orc pro on~~i irorvor~ fn ~oLo ~ r~rnhlom_c~l~iinn ~r~nr~~~h fn
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each case, weighing up the best possible solution based on the circumstances of
each case in turn.
Non-legal actions that we may take include but are not limited to:
• Sending warning letters
• Arranging a meeting with the perpetrator to discuss the issues
I nviting the ~erpetrat~r t~ sign an Ar_,~e~tahle E3eh~vinur Contract(ABC)
• Asking the perpetrator to engage in restorative practices

Legal intervention
Whilst we will try to deal with ASB using non-legal interventions, there may be cases
where legal action is the proportionate response to take. We will complete a
proportionality assessment before taking any legal action, to help us to understand
whether legal action is appropriate, what type of tool to use and whether we have
satisfied our duties under the equalities act.
We do not have access to all the tools available to tackle ASB. There may be cases
where we recognise that a partner agency has a more suitable tool available to
manage the problems. We will work with other partner agencies to determine the
best approach in these cases.
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A twin-track approach
We recognise that people causing ASB may have a need or vulnerability
themselves, that is exacerbating the situation. We will consider the needs of the
perpetrator at various stages of the case management process, making support
referrals where appropriate and considering these needs when deciding upon the
best course of action.
We adopt atwin-track approach to managing ASB, meaning that we will combine our
actions to resolve the ASB with our steps to try and support the perpetrator. Our
priority is always to try and prevent the harm being caused to the victim/s and
recognising that the perpetrator has a support need or vulnerability will not stop us
from taking appropriate action, where necessary. In addition, non-availability of
support or non-engagement from the perpetrator will not delay or prevent appropriate
action from being taken.

Partnership working
We work with several partner agencies, including but not limited to:
•
•
•
•
•
•
•
•
•

The police (including the British Transport Police)
Our travel providers
Transport for West Midlands
Transport Safety Officers
Security guards working at travel hubs
The relevant Council
Other registered providers of social housing
Schools and other education providers
Businesses

Our partners assist us in several ways, including but not limited to:
•
•
•
•

Helping to identify and address hotspot areas
Helping us to identify offenders
Sharing information in order that we make an informed decision in our cases
Leading on cases where it is felt that they have the most suitable tool to
resolve the matter

We will attend and actively participate in any local multi-agency forums that are
relevant to addressing ASB. The names and function of these forums will differ
depending on which local authority area they are arranged by.
We also arrange and attend our own monthly tasking meeting. Our police and travel
provider colleagues are invited to these meetings, and it is an opportunity to share
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information, identify hotspot areas, target resources, create partnership action plans,
agree specific campaigns, and share good news stories. Specifically, where we have
place based issues, we are likely to be involved in problem solving plans, based on
the SARH moc~ei. ihe Tasking rneeiinq id~niiiies a i~~d agency and requirea actions,
which are then monitored through this tasking process.
We are also part of the national Urban Transport Group, allowing us to share best
practice with other areas and influence national policy and legislation.
We will lawfully share information with our partners, working within the realms of the
relevant legislation, such as the Crime and Disorder Act 1998 or safeguarding
legislation.
We will request information from our partners using the relevant information sharing
protocols. Any information that is received will be stored and used within the legal
parameters.

Publicity
We recognise the importance that good communications play in tackling ASB in
terms of reassuring passengers, increasing public confidence, and deterring wouldbe offenders. We will consider the benefit of publicity when we close our cases.
We may decide to publicise actions against specific individuals but will only do so
where it is lawful, and we have weighed up the benefits of doing so against the rights
of the individual concerned.
I n addition, we recognise the importance of publicising the work of the team
internally. This enables us to continue to raise the profile of the service and bring
confidence to those staff who may witness ASB. To achieve this, we send regular
newsletters that includes the work of the team.

Safeguarding
We recognise that officers dealing with ASB cases may encounter children and/or
adults for whom there are safeguarding concerns. Our ASB officers are trained to
recognise these circumstances and take the necessary actions, in line with our
safeguarding processes.
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Performance management
ASB cases are regularly reviewed by the ASB officer and/or their line manager, to
ensure that they are progressing in a timely and effective manner, are compliant with
policy and procedure, and that any risks have been identified and managed.
Any feedback that we receive, whether from the public or stakeholders/partners, will
be reviewed and used to help shape and develop our service. Feedback can be
provided via our customer services team.
Our officers will be kept up to date on related ASB legislation, policy, and best
practice to ensure they have the skills required to effectively manage ASB cases.

The community trigger
Where we feel it is appropriate, we will make transport users aware of the community
trigger process that is relevant for the local authority area in which they live. The
community trigger is a statutory process, designed to allow residents to ask for their
ASB case to be reviewed. Each local authority has its own process and details of
each can be found using this directory.

Responsibility and revievw
Responsibility for owning and reviewing this policy and the procedure document is
that of the Civil Interventions and Police Liaison Manager (or the equivalent role).
This policy will be reviewed every three years or sooner if a change to legislation,
best practice or process requires it.

Complaints
Any complaints that come as a result of this Policy should be reported to the owner
of the Policy (The Civil Interventions and Police Liaison Manager) who will deal with
these complaints according to the West Midlands Combined Authority Disciplinary
Policy and Procedures Disciplinary policy and procedure - 2020.pdf. If any matters
identified need to be referred to West Midlands Police or British Transport Police,
they will be done so at the earliest opportunities an example being Police Staff
demonstrating incivility.
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Signed:

I nterim Lead Security and Policing

Polic A reed
Next Scheduled Review

Februa 2022
December 2024
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