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ANTI-SOCIAL BEHAVIOUR POLICY  (ASB) 

1. Policy

Statement:

This policy sets out the aims and objectives for creating sustainable 
communities through managing complaints of anti-social behaviour.  The 
focus is to ensure that our customers and their families can have peace an 
enjoyment of their home. 

This policy relates to all homes managed by the company including rented 
premises, shared ownership and leasehold properties.  The type of action 
the company may take will be dependant upon what is available to them 
for the type of tenure. 

We shall ensure that we meet current regulatory and legal requirements. 

2. Scope: This policy applies to all T&D: 

• Colleagues

• Contractors

• Customers

3. Content: 1. Policy Statement
2. Scope
3. Content
4. Links to Legislation, other Policies and Guides
5. Contact
6. Policy Introduction & Objectives
7. Definition of ASB
8. Examples of ASB
9. Categories of ASB
10. Cross Tenure Issues
11. Our Expectations of our Customers
12. Working with Vulnerable People
13. Victim Support
14. Witness Support
15. Perpetrator Support
16. Safeguarding
17. Taking Action
18. Preventative Action
19. Formal Action
20. Legal Action
21. Working in Partnership
22. Information Sharing
23. Confidentiality
24. Service Development
25. Equality & Diversity
26. Organisational Responsibilities
27. Policy Approval & Reporting
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4. Links to 

Legislation, 

other Policies 

and Guides 

This policy makes reference to: 

• Report Hate Crime  

• Report Anti-Social Behaviour 

• Data Protection Act 2018 

• Human Rights Act 1998 

• Equality Act 2010 

• Crime and Policing Act 2014 

• T&D GDPR Data Protection Policy 

• T&D Confidentiality Policy 
• T&D Domestic Abuse Policy 

• T&D Code of Conduct  

• T&D Personal Safety Procedure and Guidelines 

• T&D Acceptable Behaviour Contract 

• T&D Risk Assessment / Support Needs 

5. Contact: The Tenancy Services Manger & Operational Housing Manager 

 

 

  

VERSION CONTROL 
Author: Tenancy Services Manager 
Owner:  Operational Housing Manager      Last Review Date:   January 2021 
Approved By: Executive Management Team      Next Review date:  January 2024 
 

 

 

https://www.gov.uk/report-hate-crime
https://www.gov.uk/report-crime-anti-social-behaviour
http://www.legislation.gov.uk/ukpga/2018/12/contents/enacted
http://www.legislation.gov.uk/ukpga/1998/42/contents
http://www.legislation.gov.uk/ukpga/2010/15/contents
https://www.legislation.gov.uk/ukpga/2014/12/contents/enacted
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6. Policy 
Introduction & 
Objectives 

6.1  We understand that Anti-Social Behaviour (ASB) can have a negative impact on people 
and communities, therefore we will not tolerate it where it affects our housing 
management functions.  This policy sets out how we aim to do this and is designed to 
ensure we provide a consistent and proportionate response to all behaviour that we class 
as being ASB. 

6.2  We understand that the severity of ASB is based not only on the behaviour that is 
being exhibited but the impact that this behaviour has.  We therefore adopt a harm 
centred approach to determining whether something is ASB and the subsequent response 
that we will take. 

6.3  We offer a number of different occupancy agreements to our customers, including 
assured short-hold tenancies, assured tenancies, secure tenancies, shared ownership and 
leasehold properties.  This policy is applicable to all. 

7. Definition of ASB 7.1  We use the definition of ASB that is found within Part 1 of the ASB, Crime and Policing 
Act 2014, relating to behaviour that is linked to housing.  This defines ASB as being: 
“Conduct which is capable of causing housing-related nuisance (or) annoyance to any 
person.” 

7.2  Where the behaviour reported to us meets the above definition, we will then consider 
whether the behaviour is unreasonable.  Only where we determine something to meet 
the definition AND be unreasonable will we deem it to be ASB. 

7.3  We consider behaviour to be housing related ASB if it is affecting our housing 
management function.  It is very unlikely that we will deal with any issues of ASB where 
this function is not affected.  In these circumstances we will try and direct the complainant 
to the more appropriate agency to deal with their concern. 

7.4  In addition to the above, we also consider the illegal or immoral use of our properties 
to be ASB. 

7.5  We recognise that we have a role to play in tacking domestic abuse and supporting 
victims.  We will consider domestic abuse in-line with ASB where the domestic abuse 
issues are affecting people not of the same household. Where this is the case we will 
follow this policy in conjunction with our Domestic Abuse Policy. 

7.6  We believe that Hate Crime is a serious form of ASB.  We class Hate Crime as an 
incident where the victim(s) is/are part of an identifiable group and the motivation for the 
perpetrator’s behaviour towards them is due to them being part of this group.  Where a 
hate Crime has occurred we will follow this policy in conjunction with our Hate Crime 
Policy. 

7.7  We will not tolerate violence, abuse or any other inappropriate behaviour towards 
our employees or contractors and where it occurs, we will consider taking action under 
this policy to address these issues. 

8. Examples of ASB 8.1  We will determine whether something is ASB based on the behaviour, the impact it 
is having and the circumstances of each case in turn.  For this reason we cannot produce 
an exhaustive list of behaviours that we consider ASB.   

8.2  The following list does give examples behaviour that we are likely to deem as ASB: 

➢ Personal ASB – behaviour that is targeted towards a particular individual e.g. 
violence, threats of violence, hate crime, abuse etc. 

➢ Community ASB – behaviour that affects a number of people in a community e.g. 
noise, animal nuisance, drug or substance misuse. 
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➢ Environmental ASB – behaviour such as littering, fly-tipping, dog fouling etc. 

8.3  There are occasions where behaviour is reported to us but we do not define it as 
ASB.  This will be determined on a case by case basis and the reasons for this decision 
may include: 

• The behaviour does not meet our definition of ASB 

• The behaviour is not affecting our housing management function 

• There is no pattern of behaviour and the incident is minor (e.g. A one-off party 
that has caused someone noise nuisance but where there is no foreseeable risk of 
a repeat incident.) 

• Where the behaviour relates to a dispute between neighbours – It is inevitable 
that we are sometimes going to live next door to people that we do not like or get 
on with.  We believe that this is something that happens in life and that people 
should try and resolve matters themselves, rather than rely on us to do so.  
Exceptions would be where there is a clear and/or vulnerable victim or the 
behaviour of the parties is affecting the wider community (in relation to the latter 
example, we are likely to take action against all parties involved in the dispute). 

8.4  The behaviour is not unreasonable.  The types of behaviour that are likely to fall 
under this category include: 

• Maintenance of lawns or other garden maintenance at reasonable times. 
• Carrying out DIY repairs at reasonable times 

• Noise generated by everyday living, for example walking across laminate flooring 
wearing shoes 

• Noise from domestic appliances during reasonable times 

• Cooking smells 
• Children playing gin the locality of their home or a designated playing area, as 

long as the ‘playing’ does not include behaviour which could be considered 
nuisance behaviour.  Children playing ball games is not normally considered to be 
ASB. 

8.5  We will be responsible for: 

• Deciding if the complaints fall within our definition of ASB 

• Determining how the complaint should be categorised 

• Agreeing the most appropriate course of action.  (We will endeavour to do this 
with the wishes of the complainant in mind; however such wishes and 
expectations should be realistically managed from the outset).  If we decide that 
there is no reasonable action that can be taken to deal with the issue reported, 
then we will inform the complainant or witness of this decision and provide an 
explanation as to why this is the case. 

8.6  Should a complainant continue to make reports about issues that we have already 
explained we do not deal with, then we will consider whether we need to take action to 
address this.  For example, the repeated calls may suggest that the complainant has some 
need or vulnerability that we may be able to offer support for, or refer them to another 
agency.  Alternatively the reports may be being made maliciously and/or having an 
unreasonable drain on our resources and therefore we may consider taking action in line 
with our persistent complainant policy. 

9. Categories of ASB 9.1  We categorise cases of ASB based on the sensitivity (assessed on the type of 
behaviour exhibited and the harm caused).  This is to ensure that we prioritise the most 
serious cases and can act quickly to protect those most in need.  The table below gives 
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details of the types of behaviour that fall under our categories and the response times 
that relate to each. 

Case Severity Examples of Behaviour Response Time 

High Risk ASB: 

(likely to be the 
behaviour 
defined as 
Personal ASB) 

Threats of violence, 
actual violence, Hate 
Crime, or matters where 
the victim(s) has high 
levels of vulnerability. 

Contact with the 
complainant will be 
attempted by the 
next working day. 

General ASB: 

(likely to be the 
behaviour 
defined as  a 
Community ASB) 

All forms of ASB that are 
not categorised as high 
ASB. 

Contact with the 
complainant will be 
attempted within 5 
working days. 

Environmental 
ASB: 

Issues such as littering, 
dog fouling, graffiti 
(where there is no hate 
crime related element). 

Contact with the 
complainant will be 
attempted within 10 
working days. 

NB: Working hours will always be based on the working patterns of the housing officers. 

10. Cross Tenure 
Issues 

10.1  We deal with matters of ASB that affect our housing management function.  This 
means that we may take action against non-tenants where their behaviour is affecting our 
tenants or our staff/contractors. 

10.2  In some cases there may be another agency that is better placed to take action 
against a non-tenant.   

• For example: If that non-tenant is a tenant of another registered provider.  We will 
support this action where appropriate, which may include assisting in gathering 
evidence (or) supporting legal action by giving professional evidence. 

11. Our Expectations 
of our Customers 

11.1  Irrespective of the type of agreement, there are a number of standard requirements 
relating to ASB placed upon tenants and leaseholders.  They are responsible for the 
behaviour of every person (including children and lodgers) living in or visiting their 
property, both at the property itself and in the locality. 

11.2 Each type of occupation agreement that we operate will have conditions relating to 
expected behaviour.  These vary across the agreements all our tenants and leaseholders 
should ensure that they are familiar with the terms within their own agreement. 

11.3  Tenants and leaseholders are responsible for the behaviour of their household 
members and visitors regardless of whether they have given permission to them to act 
inappropriately or indeed, if they even knew about the problems being caused. 

11.4  Our tenants and leaseholders are also responsible for the behaviour and control of 
any animals that they have living at (temporarily or permanently) or visiting their 
property. 

11.5  There is no geographical restriction in relation to behaviour towards our staff or 
contractors.  Action may be taken against any tenant (or household member/visitor of), 
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who acts in an anti-social manner towards our employees or contractors, whether this is 
at the property, within the locality of it or in any other place. 

12. Working with 
Vulnerable People 

12.1  We recognise that our vulnerable customers may be more susceptible to becoming 
subject to ASB or more likely to perpetrate ASB.  We therefore understand that it is 
important to try and offer appropriate support to vulnerable people. 

13. Victim Support 13.1  We recognise that victims may be vulnerable for a number of reasons, including but 
not limited to, age, mental and/or physical health, proximity to frequency of the ASB, 
whether the ASB is targeted at them directly and whether they live alone and/or have a 
strong support network. 

13.2  A risk assessment will be completed by the case officer once they conducted an 
interview with the complainant and have full details of the case.  The outcome of this 
assessment will determine whether the risk is low and can be managed by the officer or 
whether support referrals and/or partnership response is required. 

13.3  We understand that a person’s vulnerability is fluid and may change during the 
course of a case.  Due to this, the officer will continue to review the risk assessment during 
the course of the case and take necessary action if the risk level increases. 

13.4  We also understand that suffering from ASB is not a pleasant experience whether 
someone is vulnerable or not.  We will therefore offer all our complainants a level of 
support that is appropriate to their needs and the circumstances of the case.   

This support may include: 

• Not making promises and managing expectations fairly 

• Ensuring the complainant has a point of contact and contact details for that 
person. 

• Maintaining regular contact with the complainant to update them on progress of 
their case (within the realms of confidentiality) 

14. Witness Support 14.1  Whilst our preference is always to try and deal with problems through informal 
methods, we recognise that legal action is inevitable in some situations.  To be able to 
take legal action we require evidence and often this will come from residents giving 
evidence in Court.  We appreciate that this can be very daunting and aim to make the 
witness feel as comfortable and supported as possible throughout. 

The types of support that we will offer (where available, appropriate and wanted by the 
witness) includes: 

• Practical advice on Court etiquette, roles of the people involved and likely form 
that the hearing will take – this may include asking our legal representative to 
discuss the matter with the witness 

• Pre-Court visits to familiarise the witness with the environment 

• Practical support to help the witness get to the hearing without detriment 

• Providing full details of Court outcomes and next steps 

15. Perpetrator 
Support 

15.1  Whilst we do not allow perpetrators to use vulnerability as an excuse for their 
behaviour, we do recognise that vulnerabilities can exasperate issues of ASB and that 
offering support to try and address these can be beneficial to all parties involved. 

15.2  Perpetrators may be vulnerable for a range of reasons, including but no limited to 
mental and/or physical health, of substance dependency. 
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15.3  Our officers will consider the needs of a perpetrator at all stages of a case an will 
consider whether we can offer any further support or whether a referral should be made 
into a support agency or multi-agency group.  This will be determined based on whether 
the support is necessary and available. 

The following principles will be considered in all cases of ASB where the perpetrator has 
support needs: 

• The needs of the victim(s) should be at the forefront of the case 

• Support needs will not delay necessary action and  town track approach of 
enforcement and support being undertaken at the same time will be followed 

• If support is not available or the perpetrator does not meet the threshold to 
receive it, this will not delay the necessary action being taken to stop the ASB and 
protect the victim 

• Needs will be continually assessed throughout the case and repeated referrals or 
offers of support will be made of necessary and appropriate 

• A perpetrators refusal to cooperate with support offered will not delay the taking 
of action necessary to stop the ASB and protect the victim(s) 

16. Safeguarding 16.1  We will participate in local multi-agency arrangements for safeguarding children, 
young people and adults, where appropriate for us to do so. 

16.2  We recognise that employees dealing with ASB are likely to come into contact with 
children and adults for whom there are concerns about safeguarding issues and will 
ensure that the officers dealing with ASB issues understand their responsibilities and who 
to refer concerns to. 

16.3  Awareness of, and sensitivity to information sharing protocols and data protection 
is crucial, however, safeguarding concerns override the need for confidentiality in respect 
of relevant statutory authorities. 

17. Taking Action 17.1  We have a range of responses available to address ASB.  We do not adopt an 
incremental response and will take whatever action we feel is proportionate to the issues 
and which we believe has a genuine chance of resolving the matter.  We will determine 
what is proportionate based on a number of factors, including but not limited to: 

• Seriousness of the problem(s) 
• Frequency 

• Harm being caused to the victim(s) 

• Impact on wider community 

• Impact on T&D resources 

• Vulnerability of all parties 

• Whether the perpetrator is cooperating with us 

• Whether previous action has been taken and the success or otherwise of this. 

18. Preventative 
Action 

Our preference is to try and stop ASB from occurring in the first place.  We will 
endeavour to achieve this through the following actions: 

• Obtaining full information about potential customers at pre-tenancy stage, 
which then allows us to offer the most appropriate property to their needs, as 
well as ensuring they have any necessity support in place when they move in. 

• A clear and robust sign-up process which provides tenants with full details of 
their responsibilities and the possible consequences should they not comply 
with these. 
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• Using Starter tenancies to monitor the conduct of tenants during the infancy of 
their tenancy, allowing us to take swift action to address any concerns. 

19. Formal Action 19.1  Where behaviour is minor, we will encourage the parties to try and find a 
resolution to the situation themselves.  It can be the case that formal intervention by us 
would escalate the issues and cause unnecessary tensions between parties.  We may 
encourage people to talk informally or we may make a referral to a mediation service. 

19.2  Where we do need to intervene, we will consider a number of informal options, 
including but not limited to: 

• Warning letters 

• Meetings 

• Acceptable Behaviour Contracts 

• Parenting Contracts 

• Risk / Support Referrals 

20. Legal Action 20.1  Where we have cases of ASB that require legal action we will consider all options 
available to us and decide what is more proportionate and appropriate to the particular 
case concerned.   

These options include: 

• An application for an Injunction Order 

• Proceedings to end a tenant’s tenancy agreement 

20.2  In some situations the best tool to tackle the problem may be one that we do not 
have legal recourse to (such as the Closure Order, Community Protection Notice or 
Criminal Behaviour Order).  In these situations we will work with the relevant partner and 
support them in taking this action. 

20.3  Before we instigate any form of legal action we will undertake a proportionality 
assessment to ensure that the action proposed is necessary and proportionate and that 
the Human Right Act and Equalities Act have been appropriately considered. 

21. Working in 
Partnership 

Partnership Work 

21.1  Partnership working is essential to achieving success in dealing with ASB and it is an 
essential part of our ASB process.  We will work in partnership with a variety of 
organisations across the areas where we own and manage homes.  These may include 
statutory, non-statutory and voluntary sector organisations. 

21.2  We understand that some problems of ASB can not be resolved by one agency alone.  
We will regularly attend partnership meetings to enable the smooth exchange of 
information between us and our key community safety partners and allow us to create 
clear action plans for dealing with issues that require a partnership response. 

22. Information 
Sharing 

22.1  We are party to a number of information sharing agreements, with organisations 
such as the Police, to allow us to lawfully share information that is necessary for the 
purpose of detecting and tackling ASB and crime.  We will comply with relevant Data 
Protection Legislation when doing so. 

22.2  Where we do share information with other agencies we will ensure that the transfer 
of information is done safely, the information is stored appropriately, it is not shared with 
a third party without permission (unless required by law) and is subject to an appropriate 
retention schedule. 
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22.3  When we receive subject access requests we will deal with these lawfully and with 
appreciation of the ICO guidance in relation to these requests. 

23. Confidentiality 23.1  Where a complainant asks for us to keep their details/identity confidential we will 
explain that this will greatly impact on our ability to take action.  Only in the most serious 
of cases can we take action without informing the perpetrator of the detail of the report 
made against them, and often the circumstances of the incident will make clear to them 
who the complainant is.  If the complainant is fearful of repercussion we will explain how 
we are able to support and protect them to encourage them to allow us to continue with 
our actions. 

23.2  We may also receive anonymous reports.  Due to the difficulties in dealing with these 
types of reports we will assess how serious the issue is to decide whether we should 
investigate the matter.  This may include speaking to partners, such as the Police, to see 
whether they have further details that we can act upon. 

23.3  There may be some information that a complainant tells us that we cannot keep 
confidential, even if they wish us to.  This would include information relating to criminal 
behaviour or safeguarding issues.  Where appropriate we will tell the complainant that 
we need to share the information and who with. 

24. Service 
Development 

Feedback  

24.1  Feedback will be sought from customers about how well their case of ASB has been 
dealt with.  This will be completed in conjunction with the Customer Insight Team. 

24.2  All feedback received will be reviewed and used to determine whether changes need 
to be made to the ASB service. 

Performance Monitoring 

24.3  In addition to gaining feedback from customers, T&D will also use appropriate 
performance indicators to ensure that the service is performing effectively. 

Training 

24.4  The training needs of the officers who manage ASB cases will be continuously 
reviewed, to ensure that they are kept up to date with all legislation and policy changes. 

25. Equality & 
Diversity 

25.1  Trent & Dove will not directly or indirectly discriminate against any person or group 
because of their religion, race, age, gender, disability or sexual orientation or any 
protected characteristic and will ensure that this policy is applied fairly and consistently. 

26. Organisational 
Responsibilities 

Roles and Responsibilities of groups relating to this Policy: 

• Tenancy Services Manager 

• Tenancy Enforcement Officer 

• Operational Housing Manager 

• Neighbourhoods Director 

• Data Protection Officer 

27. Policy Approval 
and Reporting 

This policy is to be reviewed every 3 Years by the Executive Management Team 

 


