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 ANNEX 1 
CANNOCK CHASE COUNCIL HOUSING SERVICES 

ASB PROCEDURE 
 

All documents relating to this procedure are in the ASB document folder 
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1. RECEIVING A COMPLAINT 
 
A complaint may be received verbally or in writing from the person suffering from the 
anti-social behaviour (ASB) or on their behalf by a Councillor, MP, CAB, Member of 
Social Services, Education or other Agencies. 
 
Reports can also be made through the Customer Contact Centre, Reception at the 
Civic/ Housing Reception or via a Housing Assistant in the Estate Management team.  
Reports received will be forwarded to the Estate Management Officer for the area and 
must be responded to as per the ASB procedure. 
 
All complaints should be dealt with, including anonymous complaints.  If the complaint 
can be visually checked (garden rubbish or car repairs for example).  Informed the 
perpetrator that the nuisance has been witnessed.  If the allegation cannot be easily 
substantiated seek advice from the Team Leader and decide whether to approach the 
perpetrator directly or use other ways of collecting evidence. 

 

Anonymous allegations must not be discussed with other neighbours, this could lead 
to misunderstanding or problems for the person being complained about, particularly 
if the allegations are untrue. 
 
If a person is at risk and there are elements of domestic violence, EMO’s should 
refer the case to the Team Leader or Tenancy Services Manager. Advice will be 
sought from the Staffordshire Police Domestic Violence Co-ordinator or Partner 
Agencies such as the Staffordshire Womens Aid and Victim Support. 
Cases deemed at risk should be referred through to the Multi-Agency Risk 
Assessment Conference (MARAC) where a referral form should be completed 
and authorised by the Team Leader. The MARAC form (ASB 20) can be 
accessed in the ASB document folder. 

1.1 ASB COMPLAINT FORM (ASB1) 

 
The HA/ Officer receiving the complaint shall complete all relevant sections on the 
ASB complaint form (ASB1) before passing the forms over to the relevant EMO on 
the same day.  A case will be opened and updated Navision (if not already recorded) 
by the HA/Officer receiving the complaint. The Perpetrators T Card no. is to be used 
for recording purposes, if the perpetrators are joint tenants, use both T no.’s. 
 
1.2 OPENING A CASE FILE 
 
Files should be opened and kept in the ASB folder provided.  It is important the files 
are for general cases and the files with the red case management ‘Refer to Manager 
Flag’ are to be used where there is actual or potential violence/aggression, in the 
case and this should alert staff to the importance of either not visiting alone or 
ensuring a meeting is arranged at the tenancy services bungalow with a Manager 
present, other than a home visit.  After a closure of a case, all papers relating to the 
case should be kept in the Estate Management Team ASB Filing Cabinet for at least 
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6 months for reference purposes and then sent to Archive Filing (Team Leader to 
arrange). 
1.3 ASB CATEGORY 
 
The HA/Officer taking the complaint or EMO will decide on the severity and category 
of the complaint and will complete page three of the (ASB1) form stating the type of 
anti social behaviour that is alleged and ticking which category the complaint falls 
under. See section 2 for further information on Categories. 
 
1.4 CASE SUMMARY SHEET (ASB2) 
 
The case summary sheet (ASB2) must be completed every time a conversation or 
action is taken to record progress and for use as a quick reference.  This should be 
displayed at the front of the ASB file.  Navision note pad must be updated each time 
contact is made. 
 
1.5 ASB RECORD OF INTERVIEW/TELEPHONE CONVERSATION (ASB5) 
 
Always keep a record of phone calls and interviews using the ASB Record of 
Interview/Telephone Conversation sheet (ASB5) as this document can be used as a 
basis when, if necessary compiling witness statements at a later date. 
 
1.6 NOISE COMPLAINTS 
 
When noise complaints are received, acknowledge and record this in the same way 
as an ASB complaint.  The complainant shall be advised of the methods of reporting 
noise nuisance when it occurs, in order for an officer to attend and witness it if 
appropriate. 
 
During Office Hours – The Estate Management Team 
Out of Office Hours – The Out of Hours call Centre, the Nuisance Hot-Line and/ or the 
Police  
 
In instances of excessive repetitive noise, sound recording equipment may be 
installed by the Environmental Health Team into the complainant’s property to gather 
evidence for court.  If excessive noise is detected using this method or witnessed by a 
member of the estate management team in person.  The environmental health team 
will take relevant action against the perpetrator by means of warning letters and Noise 
Abatement Notices, once notified. 
 
The Estate Management Officer may also take the relevant tenancy enforcement 
action against the alleged perpetrator in addition to the action taken by the 
Environmental Health Team. 
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2. CATEGORIES AND TIMESCALES 
 
The EMO shall load the complaint on Navision (T Card case no issued for record 
purposes on the alleged perpetrator) by opening an Anti Social Behaviour Case and 
respond to the complainant using the Acknowledgement letter (ASB3) within the 
necessary timescales set out on the categories listed below.   
 

� Category A Serious – Interview within one working day 
 
Reports classified under this category are primarily concerned with harassment or 
intimidating behaviour that causes severe distress and compromises the safety and 
well being of residents.  This could include but is not limited to aggressive or 
threatening language and behaviour that targets members of identified groups due to 
their perceived differences; or for other unlawful purposes.  Category A reports will 
require a rapid investigation and response, these cases if proven, are more likely to 
lead to enforcement action. 
 
For incidents reported as Racial Harassment, please follow the guidelines in the 
Anti-Racial Harassment Policy and Procedures. 
 

� Category B Persistent – Acknowledge within 2 working days by phone or 
in writing, and via interview within 5 working days. 

 
Reports classified under this category comprise of low level but persistent forms of 
ASB that causes alarm, or unreasonably interferes with other peoples rights to the 
use and enjoyment of their home and community.  This could be noise nuisance, 
vandalism or a drug related activity.  Category B reports will mainly centre upon 
frequent or persistent reports about the same household or individual which, if they 
cannot be resolved through a problem solving or preventative approach to ASB, may 
lead to enforcement action. 
 

� Category C Nuisance – Acknowledge within 5 working days by phone or 
in writing, interview within 10 working days. 

 
This category refers to environmental nuisance such as graffiti, fly tipping, untidy 
gardens or the fouling of communal areas. 
 
Some of the complaints may require a referral to another Council Service for example 
animal fouling, fly tipping or abandoned vehicles.  Then referring Officer should 
maintain regular contact with the complainant until the issues has been resolved and 
follow the process for closing a case once this has been done. 
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3. INTERVIEWING THE COMPLAINANT & ACTION PLAN 
 
3.1 INTERVIEWING 
  
The EMO shall take a record of the interview/conversation (ASB5) with the 
complainant.  The most important thing is to get all the facts at the interview and that 
the complainant understands what course of action is going to be taken.   
 
(If issues of vulnerability are evident during the interview, a referral form should 
be completed and referred to the TSO or other external Agency if the client 
agrees)   
 
If the complainant has not already done so it may be appropriate to suggest the 
complainant discusses the problem with the alleged perpetrator in the hope of arriving 
at a resolution.  The complainant shall be advised to report the outcome of any 
discussions with the perpetrator so that it can be recorded on a record of interview 
form & the summary sheet.  If inappropriate and there is no resolution, then mediation 
should be considered, see Mediation Protocol (ASB9). 
 
If a complaint is a very serious case where it is felt there is a danger to people or 
property, the case shall be referred immediately to the Team Leader or Tenancy 
Services Manager who may decide to go for immediate legal action. 
 
The EMO should send out an ASB initial warning letter (ASB4) within the set 
timescales inviting the alleged perpetrator to an interview to discuss the allegations 
made. 
 
Depending on the nature of the ASB and the category, the EMO prior to conducting 
the interview should refer to the risk assessment procedure and violent persons 
register. 
 
3.2 ACTION PLAN 
 
The EMO is to complete an Agreed Action Plan (ASB6) with the complainant at 
interview and provide them with a copy.  If the complainant is not able to attend an 
interview, the Action Plan can be completed over the phone and a copy posted to 
them. 
 
4. INTERVIEWING THE ALLEGED PERPETRATOR 
 
It is important to note that the perpetrator may not necessarily be the tenant of the 
property.  However, the tenant is responsible for the behaviour of their family 
members, lodgers and visitors by virtue of their tenancy conditions so you must 
always interview the tenant. 
 
If issues of vulnerability are evident during the interview a TSO referral form 
must be completed and passed to the TSO who will sign post to an external 
agency if the TSO is over-subscribed (with the agreement of the client). 



6 

6 

 
The interview should be recorded on the interview record sheet (ASB5). 
If the initial enquiries produce no further evidence to substantiate the complaint, the 
complainant should be asked to provide evidence to support the complaint e.g. 
photos/ incident diary sheets (ASB8).  The EMO will also investigate the complaint 
with other agencies i.e. the police, neighbours and any other parties.  
 
Mediation should be considered if appropriate and both parties are in agreement.  
Advise them on the non legal and legal remedies available if the behaviour does not 
moderate.  Inform them that they are breaking the terms of their tenancy conditions 
and that they could lose their home as a consequence.  Appropriate letters shall be 
sent to both parties and confirm any agreements in writing (Refer to Mediation 
Protocol-ASB9). 
 
NB In serious cases discuss with the Team Leader or Tenancy Service Manager 
to consider commencing legal action immediately. 
 
You must maintain contact with both parties throughout the process as agreed in the 
Action Plan (ASB6). If the standard letters are not suitable for a case, you may wish 
to tailor specific letters to suit your case and retain a copy on file (ASB7). 
 
Should complaints still be received following the interview with the alleged 
perpetrator, an Official Warning Letter (ASB4a) shall be sent out which includes the 
legal remedies that we can use.  This letter also states that we will continue action 
without further notice should we continue to receive complaints. 
 
5. KEEPING A DIARY OF INCIDENTS 
 
Where appropriate give the complainant Incident Diary Sheets (ASB8).  These forms 
are for them to record the date, times and details of any incidents plus any names and 
addresses of other witnesses.  If the complainants have difficulty in writing they may 
record their diary on audio tape.  When diary sheets are issued the EMO must explain 
the process of completing these.  The EMO must record agreed timescales for the 
return of the diary sheets with the complainant.  If the diary sheets are not returned 
within the agreed timescale the EMO shall make contact with the complainant to find 
the reason why and assess if the complaint is to be substantiated.   
 
The Incident Diary Sheets may be sent out with an accompanying letter (ASB8a) 
advising them of what information is required and when they need to be handed in. 
 
6. INFORMATION SHARING PROTOCOL WITH THE POLICE  
   
When dealing with complaints of ASB, Officers may obtain confidential information 
form the Police as part of the Crime and Disorder Act 1998.  The information sharing 
protocol form (ASB17) is to be completed and e-mailed to the relevant Police 
Inspector. 
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7. NON LEGAL REMEDIES 
 
7.1 MEDIATION 
 
Mediation enables people to come together to resolve disputes.  At its most effective 
it can have a positive influence on the local community by bringing about more 
tolerance and understanding. 
 
If both parties agree to Mediation refer the case to the Wolverhampton Mediation 
Service.  To offer mediation to both parties use the offer of mediation letter (ASB9a) 
requesting each party to completed the form stating whether or not they wish to 
participate in mediation.  Once both parties have confirmed their acceptance, the 
referral should be made to Jane Blair via e-mail.  Jane will need basic information 
regarding the case, i.e. names and addresses and telephone numbers of both parties 
(Refer to Mediation Protocol- ASB9).   
 
7.2 EXTENSION OF INTRODUCTORY TENANCIES 
 
S179 Housing Act 2004, allows an introductory tenancy to be extended once for a 
period of 6 months.  This may be on the grounds of any breach of tenancy conditions 
including an on-going case of ASB.  Advice shall be sought by the Team Leader or 
Tenancy Services Manager on whether this tool is appropriate. 
 
A Notice of Intention to Extend the Introductory Tenancy (ASB12) must be served by 
hand on the tenant at least 8 weeks prior to the expiry date of the original introductory 
tenancy with the Certificate of Service (ASB12a) and Covering Letter (ASB12b).  The 
tenant has the right to request a review of the decision to extend their tenancy and 
this request must be made by the tenant completing the form attached to the Notice 
within 14 calendar days of the notice of extension.  The review shall be conducted by 
Senior Management to those who were involved in the original decision to extend the 
introductory tenancy period (Team Leader or Tenancy Services Manager).   
 
If the tenant does not request a review, or the review results in the investigation 
officer’s decision being confirmed, then the extension shall commence.  There is no 
requirement to go to court to extend an introductory tenancy. 
 
A note of the extension start and end dates must be entered in the case file, on 
the ASB monitoring spreadsheet and on the Navision note pad. (Refer to 
Introductory Tenancy Visit Procedure in draft ) 
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7.3 (ABCs) – ACCEPTABLE BEHAVIOUR CONTRACTS AND (PCAs) – 

PARENTAL CONTROL AGREEMENTS 
 
An ABC (ASB13) is a written agreement between a person who has been involved in 
anti-social behaviour and one or more agencies trying to moderate the behaviour.  
They are most commonly used for young people but may also be used for adults.  
The Contract must be signed by the individual and lead agencies.  Where the person 
whose behaviour is an issue and they are under 16, parents or guardians must attend 
the sign up.  Parents and the Child must both be invited to the sign up using 
(ASB13a&b).  When the ABC is closed, the EMO must send notification to the 
Parents and Child using (ASB13c&d). 
 
A PCA (ASB14) is used with children under the age of 10 and acts the same way as 
an ABC except the parent/guardian signs to take full responsibility for the Child’s 
behaviour. 
 
The contract specifies a list of anti-social acts in which the person has been involved 
and which they agree not to continue.  Support to address the underlying causes of 
the behaviour should be offered.  This may include diversionary activities, counselling 
or support for the family.  Support and guidance can be provides by Social Services, 
Education or Youth Development Worker.  A copy of the ABC/PCA must be given to 
the relevant Development Worker and the Police.  The parents must be invited to the 
sign up using (ASB14a) and notified of the closure of the PCA using (ASB14b). 
 
Where breaches occur, other legal action should be considered which can be 
discussed with your Team Leader or Tenancy Services Manager.  An official warning 
letter (ASB4a) should be sent out warning them if the anti-social behaviour persists 
the Council will commence legal action. 
 
8. LEGAL REMEDIES 
 
8.1 LEGAL NOTICES 
 
A legal notice shall be served on a tenant once all other options to resolve the ASB 
have been used.  The type of notice served will depend on the severity and nature of 
the case and also whether any vulnerability issues have been highlighted.  Before 
notices are served, the case must be discussed with the Team Leader/ Tenancy 
Services Manager.  The legal department also need to be kept informed of any legal 
notices served.  
 
Notice of Proceeding for Possession (NOPP) (ASB11) is a notice seeking possession 
of the property and is only to be served to introductory tenants.  The judge should 
grant possession without having to provide a great deal of evidence as long as the 
paperwork has been completed and served correctly.  The tenant has a right to 
request a review of this notice. (Refer to introductory tenancy review panel procedure) 
(ASB19).  
 
Notice of Seeking Possession (NOSP) (ASB11a) is a notice seeking possession of 
the property and is only to be served to secure tenants. 
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Notice for Proceedings of a Demotion Order (ASB11b) is a notice requesting a 
secure tenancy be demoted so that they lose their security of tenure.  This does not 
make them an introductory tenant but gives them similar rights.  This may be served 
as well as a NOSP.   
 
If a Demotion Order is granted but the ASB persists, a Notice of Proceeding for 
Possession of a Demoted Tenancy (ASB11c).  The process is similar to applying for 
possession of an introductory tenancy and tenants have the right to request a review. 
 
Each of these legal notices must give the tenant 28 days from the following 
Monday that they are served before any further legal action is taken.  This gives them 
an opportunity to amend their behaviour and seek legal advice.  Each notice lasts for 
a period of 12 months from the date of service. 
 
8.2 SERVING NOTICES 
 
Notices must be served by hand on the tenant with the Certificate of Service 
(ASB12a) and Covering Letter (ASB12b).  If the tenant is present request that they 
sign the certificate of service and explain what the notice is being served for and that 
they should seek legal advice. 
 
8.3 COURT ACTION 
 
Once the Notice has expired (after the full 28 days), you are able to apply to court for 
further action such as requesting possession of the property.  All cases must be 
discussed with the Team Leader/ Tenancy Services Manager and the legal 
department who will give the EMO advice before and on applying through the court 
process.  (refer to points 9. 92&3) 
 
9. GATHERING EVIDENCE AND WITNESS STATEMENTS 
 
It is very important to ensure that thorough investigation of the complaint is 
undertaken and as much evidence is gathered as deemed possible, and also to be 
sure of the availability of evidence prior to starting any court proceedings.  
(Anonymous evidence is not as good as ‘live’ witnesses). 
 
Where witnesses are determined not to come to court, the evidence is probably best 
incorporated into the witness statement of the EMO responsible for the case. 
 
Also consider additional sources of evidence e.g. certification of conviction or 
Abatement Notice served by Environmental Health 
 
The Police and Street Wardens can be used to attend Court as a witness and will 
provide the necessary witness statements (ASB10).   
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9.1 ASB HOTSPOT LETTER 
 
There are circumstances when we need information to take appropriate action, but 
residents are fearful of reprisal that they will not complete incident diary sheets.  
When this is the case the EMO may wish to hand post incident diary sheets (ASB8) 
with an ASB Hotspot letter (ASB15), which refers, to a particular area or street.  The 
letter explains that they can provide information by submitting completed diary sheets 
on a stated date without having their identity revealed, if this is the preferred option. 
 
Even if only a few ASB Diary sheets are returned it may be that there is sufficient 
evidence to enable us to consider non-legal or legal action. 
 
In certain circumstances e.g. to protect the identity of the witness, ASB Incident Diary 
Sheets may be used as ‘Hearsay Evidence’, by incorporating them into Professional 
Witness Statements.  However, it is worth noting that ‘Hearsay Evidence’ is not as 
strong as live evidence. 
 
9.2 THE WITNESS STATEMENT 
 
Please refer to a copy of the draft witness statement for guidance (ASB10). 
 
9.3 SUPPORTING WITNESSES 
 
Witnesses must be credible, confident and well informed, and by acting efficiently we 
can help build our witnesses confidence. (The Street Wardens can also be called as 
witnesses)  
 
We need to build relationships of trust with our witnesses who can sometimes be 
frightened or suspicious.  It would be preferable to know if witnesses are willing to go 
to Court. 
 
Keeping witnesses informed is vital.  If there are any changes, new evidence, court 
decisions etc, tell witnesses immediately and support the witnesses through the Court 
Proceedings. 
 
10. CLOSING AN ASB CASE 
 
When we receive a complaint of anti-social behaviour we must investigate, monitor 
and progress the case to its conclusion. 
 
Close a case when:- 

� It has been successfully resolved without using legal action; or 
� It has been successfully resolved because of threatened legal action; or 
� It has been successfully resolved because of legal action; or 
� The Perpetrator has been evicted or sent to Jail; or 
� There is no further action that can be taken. 

 
A clear conclusion and closure of each case is important for the EMO, the 
complainant and the tenant responsible for the anti-social behaviour. 
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Before closing a case, write to the complainant using the intention of closure of case 
letter (ASB16) explaining what actions have been taken & advising that you will close 
the case within a certain amount of days should you receive no further complaints.   If 
you receive no further complaints send a case closed letter (ASB16a) informing the 
complainant that the case has now been closed.   The EMO must update Navision 
stating that the case has been closed. 
 
10.1 ASB CUSTOMER SATISFACTION SURVEY 
 
Following the closure of an ASB complaint, include the ASB Customer Satisfaction 
Survey with the case closure letter (ASB16a).   
 
If the questionnaire has not been received within a month of the closure of the case, 
the Housing Assistant will follow this up by telephoning the complainant. 
 
After closure of the case, the ASB case file should be kept in the filing cabinet in the 
Estate Management Team area.  On receipt of the Satisfaction Survey, if a 
respondent is dissatisfied with any part of the process, the questionnaire is to be 
referred to the Team Leader to follow up and discuss the response and concerns with 
the customer.  The comments and actions taken will be logged on the case file with 
the questionnaire. 
 
The Surveys will be reviewed on a monthly basis with the Tenancy Services Manager 
and the satisfaction ratings monitored by the Service Improvement Team. 
 
11. MONITORING AND MEASURING PERFORMANCE 
 
Monthly ASB Statistics are to be provided to the Service Improvement Team on the 
ASB Category Response Times.  The EMO is to provide the Team Leader with a 
monthly report by updating ASB Category response times for the month and 
completing and submitting the ASB Monthly Monitoring Sheet at the end of each 
month. 
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12. ASB DOCUMENTS 
 
ASB1-  Initial Complaint Form 
ASB 2-  Case Summary Sheet 
ASB 3-  Acknowledgement Letter 
ASB 4-  Initial Warning Letter 
ASB 4a-  Official Warning Letter & Legal Remedies 
ASB 5-  Record of Interview Sheet 
ASB 6-  Action Plan 
ASB 7-  Blank Letter Template (own wording) 
ASB 8-  Incident Diary Sheets 
ASB 8a-  Incident Diary Sheet Letter 
ASB 9-  Mediation Protocol 
ASB9a-  Mediation Offer Letter 
ASB 10-  Witness Statement 
ASB 11-  NOPP 
ASB 11(a)-   NOSP 
ASB 11(b)-   Notice for Proceedings of a Demotion Order 
ASB 11(c)-  Notice of Proceeding for Possession of a Demoted Tenancy 
ASB 12-  Intention to Extend an Introductory Tenancy  
ASB 12(a)-  Certificate of Service  
ASB 12(b)-  Notice Service Letter 
ASB 13-   ABC contract  
ASB 13(a)-    ABC invite for parents 
ASB 13(b)-    ABC invite for child 
ASB 13(c)-    ABC closure for parents 
ASB 13(d)-    ABC closure for child 
ASB 14-   PCA contract 
ASB 14(a)-   PCA invite for parents 
ASB 14(b)-   PCA closure for parents 
ASB 15-  ASB Hot Spot Letter 
ASB 16-  Intention of Case Closure Letter 
ASB 16(a)-  Closed Case Letter 
ASB 17-  Information Sharing Protocol 
ASB 18-  Customer Satisfaction Survey 
ASB 19-  Introductory Tenancy Review Procedure 


