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The Document 
 
This document is intended as a user guide for Housing Operations Staff within Charnwood 
Neighbourhood Housing. The document has been developed in conjunction with tenants and partner 
agencies and incorporates current good practice models. The document aims to set out CNH procedures 
for dealing with Anti Social Behaviour including harassment, domestic abuse and hate crimes. The 
document provides a step by step guide to dealing with all types of anti social behaviour on estates 
managed by Charnwood Neighbourhood Housing. 
 
Equality and Diversity 
 
CNH is committed to implementing equality and diversity within all its areas of activity.  This ASB 
Procedure has embedded equality and diversity throughout and will make sure that the process does not 
discriminate and treats people fairly, reasonably and flexibly.   
 
Communication 
 
Communication is a major part of dealing with ASB, domestic abuse and harassment and CNH will 
communicate in the most appropriate way for all people involved so that everyone understands what 
CNH will do to deal and support people.  Embedded in this procedure is the necessity to be sensitive to 
the need for translations, large print and Audio as means of alternative methods of communication. 
 
What is Anti-Social Behaviour?  
 
The Crime and Disorder Act 1998 chapter 1 (1a) defines anti-social behavior as behaving in a manner 
that caused or was likely to cause harassment, alarm or distress to one or more persons not of the same 
household. 
 
For the purposes of these procedures, anti-social behavior is action that is capable of causing nuisance 
or annoyance to any person, and which directly or indirectly relates to the way we manage our homes. 
Persons affected by it may be anyone who has a right to live in property that we manage, those living in 
other property in the neighbourhood and anyone else lawfully in the property or the locality.  
 
The Three ‘R”s  
 
Our approach to anti-social behavior as Managing agent is best summed up as the three ‘R's – Rights, 
Responsibilities and Respect.  
 
‘Rights’ – we acknowledge that all our residents have the right to live in decent, warm, safe homes in 
decent, clean, safe neighborhoods, free from fear of nuisance, harassment and crime.  
 
‘Responsibilities’ – our residents also have responsibilities to ensure that they and their families, friends, 
visitors and animals behave appropriately, both within their own homes and in the vicinity. We 
acknowledge that in the case of those who may have less ability to honour their responsibilities because 
of health, age or other vulnerability, we seek to work with our partners in the support services to help 
them to meet their responsibilities.  
 
‘Respect’ – we also expect our residents to respect their homes, their partners, their neighbourhood and 
all other people, regardless of their gender including transgender, race, nationality, religion/belief colour, 
ethnic origin, culture, age,  sexual orientation, perceived or real illness or disability, or other bias.  
 
ASB Minimum Standards 
 
On the 13th October 2009, the Home Secretary announced that by March 2010 he expected to see all 
local areas delivering a minimum set of anti-social behaviour standards. He anticipated that these 
standards would be shared across Community Safety Partnerships. 
 



 

CNH is a member of Charnwood Community Safety Partnership and has adopted the following 
standards,  
 

 Standard 1 
We will aim to reduce the numbers of people who believe anti social behaviour to be of a high level in 
Charnwood 

 
 Standard 2 
We will provide regular updates to communities about actions taken to tackle anti-social behaviour. In 
particular we will publicise, where permitted, enforcement actions such as Anti-social Behaviour 
Orders, Anti-social Behaviour Injunctions and Crack House Closures. 
 
 Standard 3 
We will provide residents with a swift and simple means of complaining, directly to the Community 
Safety Partnership, if effective action is not taken by local agencies through existing channels, to 
tackle issues of anti-social behaviour. 

 
 Standard 4 
We will provide comprehensive support and help for victims and witnesses of anti-social behaviour, 
having particular regard for those identified as being vulnerable. 

 
 Standard 5 
We will take complaints of anti-social behaviour seriously; grading each reported incident and 
responding in agreed timescales (all serious incidents of anti-social behaviour being responded to 
within 1 working day), recording and investigating them all, providing regular updates to all involved 
parties. 

 
 Standard 6 
We will respond swiftly and effectively; providing multi agency responses to incidents of 
Environmental Crime. 

 
 Standard 7 
We will ensure better links between neighbourhood policing and other local partners to deal swiftly 
with anti-social behaviour problems. 

 
 Standard 8 
Whilst addressing community concerns, we will ensure that the support needs of those who 
perpetrate anti-social behaviour are addressed and that they are afforded adequate opportunity to 
moderate their behaviour, leading to the best possible outcomes for all. 

 
 Standard 9 
We will strive to reduce re-offending by young people and deter young, prolific and priority offenders 
from further anti social acts. 

 
 Standard 10 
We will seize all available opportunities to celebrate the positive actions of young people in 
Charnwood. 

 
Nuisance & Anti-Social Behavior – Our Service Standards 
 

 We will inform all new tenants of Charnwood Borough Council’s policy on anti-social behavior and 
the conditions of tenancy will be explained at sign-up. They will be provided with a copy of the 
anti-social behavior policy summary and a copy of the ‘you and your neighbour’ leaflet. 
Introductory tenants will be advised at sign-up of the special conditions with regard to their new 
tenancy. 

 



 

 We will respond to all complaints of anti social behavior within a maximum of 5 working days, 
advising the complainant of who their main contact is. 

 
 We will agree an action plan with complainants of anti-social behavior.  

 
 We will keep accurate and detailed records of incidents for all areas and report statistics on a 

quarterly basis – see monitoring and Reporting. 
 

 We will report all criminal behavior, damage and vandalism cases to the police and pursue the 
costs, if necessary through court action, where the perpetrator is known.  

 
 We will maintain weekly contact with complainants of anti social behavior unless varied with the 

agreement of the complainant 
 

 We will advise Social Services, the Housing Needs Team and support services as necessary in all 
cases where eviction is being considered. We will also ensure that the Housing Needs Team have 
sufficient evidence to make informed decisions on evicted tenants who apply for re-housing.  

 
 We will recover court costs awarded as a result of evictions or other enforcement action.  

 
 We will support victims of nuisance in accordance with the published policy statement and 

procedures on anti-social behavior.  
 
Community Safety and Partnership Working – general guidance for Officers  
 
It is essential that CNH contributes to the development of local community safety plans and to identify 
other opportunities.  
 
With regard to anti-social behavior and nuisance we will deal with all incidents in a timely and effective 
manner, and we will establish and maintain local partnerships consisting of statutory and voluntary 
agencies both to develop strategies and to deal with specific problems.  
 
We will endeavor to attend all local meetings on community safety issues.  
 
We will consult with Residents’ Associations on all matters of community safety on their estates.  
 
We will actively participate in the monthly anti-social behavior steering group for operational officers 
involving the police, environmental health officers, other Registered Social Landlords and all other 
statutory and voluntary agencies to facilitate the rapid exchange of information and action plans for all 
reported incidents of anti-social behavior in the locality.   We will ensure that all information is disclosed in 
compliance with the Data Protection Act and Crime and Disorder Act 1998. 
 
 

 
 
 
 
 
 
 
 
 
 
 





  

CNH Incremental Approach to ASB 
 
CNH and the Incremental Approach to tackling Anti-Social Behaviour 
 
Charnwood Neighbourhood Housing broadly adopts Charnwood Community Safety Partnership’s staged 
approach to tackling anti-social behaviour.  We refer to the ‘CNH Incremental Approach to ASB’ 
throughout these procedures which incorporates Charnwood Borough Councils staged approach, whilst 
adding the option of mediation for CNH tenants.  The CNH Incremental Approach to ASB is as follows:- 
  
ASB Incident Reported 
 
If a criminal offence is disclosed; advise the complainant to report to the police if they have not already 
done so. Complaint logged on Sentinel 
 
Verbal Warning 
 
If issued by CNH, ensure that relevant information is shared with interested parties as appropriate 
including Police Beat Teams, CBC ASB team. Record the verbal warning as a ‘disposal’ on Sentinel. 
Consider vulnerability of alleged perpetrator and make appropriate referrals as necessary. 
 
Written Warning (or in the communication format the tenant has requested) 
 
If issued by CNH, ensure that relevant information is shared with interested parties including Police Beat 
Teams, CBC ASB team.  Record the written warning as a ‘disposal’ on Sentinel. If we are told of 
difficulties with literacy we will visit and explain the content fully. 
 
Mediation 
 
Mediation is to be offered where considered a viable option by the Housing Officer and the Area Housing 
Manager.  Mansfield Mediation Service or the Bridge Mediation Service is to be used.  Record the 
acceptance of mediation as a ‘disposal’ on Sentinel. 
 
Acceptable Behavior Contract (ABC) 
 
Raise proposal at ASB Steering group. Terms contained in the contract to be agreed by all interested 
parties, including Youth Offending Service in the case of a juvenile.  Review intervals to be agreed. Lead 
officer to be identified to implement and monitor. ABC to be recorded as a ‘disposal’ on Sentinel 
 
ABC Reviews 
 
Reviews carried out at intervals agreed.  Updates to be provided to the ASB Steering Group.   
 
ABC Breaches 
 
Where breaches occur, these will be discussed at the ASB Steering Group and consideration given to 
alternative/additional interventions.  If agreement is reached to implement legal interventions, a multi 
agency working group will be identified to discuss the issue and to agree the terms to be contained within 
any proposed order/injunction 
 
Legal Interventions – ASBO/CRASBO/ASBI 
 
In the case of civil orders, working groups will include a representative from the Council’s Legal Services 
Department. In the case of a juvenile, a representative from Youth Offending Services must sit on the 
working group. Any results must sit on the Working Group. 
 
We reserve the right to escalate past parts of this incremental approach if the complaint is of so serious a 
nature as to represent a significant risk to members of the public. 



 

The Charnwood Community Safety Partnership ‘Alternative 
Incremental Approach’ 
 
We are members of the Charnwood Community Safety Partnership and fully support the launch of the 
alternative incremental approach in 2010. The alternative incremental approach has been developed to 
recognise the support needs of young people with developmental difficulties, including autism, and 
adapts the incremental approach to the needs of these young people. 
 
The process consists of 6 stages as follows:-  
  
Stage 1 - CHECKLIST  
Upon first receipt of an anti-social behaviour complaint regarding a young person (17 years and under), 
the complaint will be logged on Sentinel (ASB incident recording and monitoring system) or other case 
management system and a reference number provided to the complainant.  Prior to any action being 
taken against the young person, a CHECKLIST (Appendix A) will be completed, with the parent/carer of 
the young person, to ascertain if there are any indications of developmental disability or other support 
need.    
  
Stage 2 – Verbal Warning  
It is best practice for a verbal warning to be delivered by representatives from at least 2 of the partner 
agencies involved.  If issued by a single agency, the lead officer should ensure that all relevant 
information is shared with all interested parties.  The verbal warning should be logged as a disposal 
within the relevant case management system.  Prior to any verbal warning being issued, advice 
should be sought from the parents or carers of the young person concerned, as to the 
appropriate venue for the warning to be delivered, any preference as to the gender of the officers 
delivering the warning and consideration of communication style to be adopted.  Officers should 
make every effort to ensure that the young person fully understands the warning given and the 
various stages of the incremental process (Appendix B).  
  
Stage 3 – Written Warning  
Written warnings should carry the logos of all involved agencies and copies should be made available to 
all participating agencies.  The written warning should be logged as a disposal on the relevant case 
management system.  All written warnings should be hand delivered by prior arrangement with the 
parents/carers of the young person concerned.  Advice should be taken to ensure that written 
warnings are appropriate and can be clearly understood.  Care should be taken not to patronise 
the young person but the use of symbols may be considered as an effective means of supporting 
communication of the message.  Where words only are used, consider ‘chunking’ these.  Use 
simple terms and take care not to use ambiguous of over complicated phrasing.  All written 
warnings should be accompanied by a verbal explanation to ensure understanding (Appendix C).    
  
Stage 4 – Acceptable Behaviour Contract (ABC)  
Prior to the ABC being raised, the matter should be referred to the Anti-social Behaviour Steering Group.  
The group will not accept a referral unless it is accompanied by a completed ‘Checklist’.  A multi agency 
working group will then meet with the young person and their parent/carer.  The group will agree the 
precise terms to be contained within the contract and the young person’s views should be actively 
sought.  The ABC should be logged as a disposal on the relevant case management system.  Care 
should be taken to ensure that the young person is able to comply with the terms within the 
contract.  In addition to any prohibitive measures, consideration should be given including can 
do’s as well as do not’s and it is essential that the contract details support measures and/or 
diversionary opportunities/activities.  The contract should be simply and clearly worded with 
consideration given to the inclusion of supporting symbols as above (Appendix D). 
 
Stage 5 – Non Legal Intervention  
In instances where the Acceptable Behaviour Contract is not bringing about the required moderation to 
behaviour, consideration should be given to amending the ABC accordingly.  In addition, consideration 
should be given to referral to alternative interventions, including Charnwood’s Family Intervention Project 
(FIP).  The FIP will coordinate a holistic response to the entire family’s support needs, which might further 



 

encourage compliance with existing ABCS.  Referrals may also be made to Charnwood 20:20’s one stop 
shop for holistic assessment of the young persons needs.  Consideration should be given to making a 
Common Assessment Framework (CAF) referral in instances where there is not an open CAF.   
Referrals for further support should include all relevant information relating to the young persons 
developmental support needs and should have the consent of the young person concerned 
and/or their parent/carer.  
  
Stage 6 – Legal Intervention  
Prior to the commencement of any legal intervention, the matter will re referred back to the Anti-social 
Behaviour Steering group, who will convene a multi agency case conference.  Consideration will be given 
to the most appropriate form of intervention and care will be taken to ensure that all other forms of 
intervention have been exhausted, meaning that legal intervention will only be considered as an absolute 
last resort.  It is imperative that a legal representative is invited to these meetings to ensure that the 
impact of any developmental disability, on proceedings, can be considered.  Care should be taken to 
ensure that the young person is able to comply with the terms of any proposed order and serious 
consideration should be given to an application for an Individual Support Order, where 
applicable.    
  
If the first complaint received is of so serious a nature as to represent a significant risk to members of the 
public then the Partnership reserve the right to step into the staged approach at any level.  
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

APPENDIX A 
 

ALTERNATIVE PROCESS CHECKLIST 
 

1. Does your child have any health problems?                                                                      Yes/ No 
   
If NO please go to question 3 
If YES please describe the problem  
 
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………… 
 

2. Has your child’s health problem been diagnosed by a health or education professional?  Yes/ No
   
If NO please go to question 3 
 
If YES please provide contact details for the professional(s) currently involved with your child’ 
below 
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………………………………………… 

 
3. Is your child seeing a Paediatrician or a Speech and Language Therapist or The Adolescent 

Mental Health Team  
 

Yes or No…………………………………………………………………………………………………… 
 
If NO please go to question 4. 
 
If YES please provide contact details for the professional(s) involved with your child below 
 
…………………………………………………………………………………………………………………
………………………………………………………………………………………………………………… 

 ……………………………………………………………………………………………………… 
 

4. Has you child ever seen a Paediatrician or a Speech and Language Therapist or The Adolescent 
Mental Health Team 
 
Yes or No……………………………………………………………………………………..……………… 

 
If YES please provide contact details for the professional(s) previously involved with your child’ 
below 

 
 …………………………………………………………………………………………..…………… 
 …………………………………………………………………………………………..…………… 
 …………………………………………………………………………………………..…………… 

       
5. Does your child have any special educational needs?                                                          Yes/ No 

 
6. Has your child ever seen (or are there plans for them to see) an Educational Psychologist?     

Yes/ No 
 

7. Do you have any concerns about your child’s learning, development, health or social skills that 
have not been addressed or are in the process of being investigated? 
 
Yes/ No 



 

 
8. What do you think are the reasons for your child’s anti-social behaviour? 
 

…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………………………………………… 

 
Details of the officer completing the check list: 
 
Name………………………………………………………………………………….. 
 
Position……………………………………………………………………………….. 
 
Signature……………………………………………………………………………… 
 
Date…………………………………………………………………………………….. 
 
 
 
Details of Parent/Guardian 
 
Name……………………………………………………………………………………. 
 
Address…………………………………………………………………………………. 
 
Contact telephone number……………………………………………………………. 
 
 
 
Do you give consent for contact to be made with any professional whose details you have 
provided? 
 
Yes or No………………………………………………………………………………… 
 
Signature………………………………………………………………………………... 
 
Date……………………………………………………………………………………… 
 

 
 
 
 
 
 
 
 
 
 
 
 
 



 

1. Intimidation/ Harassment  
 
Definition 
 
The Race Relations Act 1976 (amended Relations 2003) defines that a person subjects another to 
harassment where s/he engages in unwanted conduct which has the purpose or effect of violating that 
other person's dignity; or 
 
(b) creating an intimidating, hostile, degrading, humiliating or offensive environment for that other 
(person). 
 
Harassment occurs where a person is subjected to unwanted conduct on one or more prohibited grounds 
which is the purpose (intentionally) or effect (unintentionally) of violating the persons dignity or creating 
an intimidating hostile, degrading, humiliating or offensive environment for that individual. 
 
Victimisation occurs where an individual is treated less favorably because he or she has made a 
discrimination claim to a tribunal or court or acted as a witness in relation to a complaint of discrimination. 
 
Policy Statement 
 
CNH recognises the serious effects of intimidation and harassment on victims who experience it. CNH is 
committed to tackling this problem by supporting victims, dealing with the perpetrators and taking 
measures to prevent further intimidation and harassment. 
 
CNH has adopted the Equality and Human Rights Commission statutory “Code of Practice in Rented 
Housing” which provides a strategy for dealing effectively with harassment, particularly racial harassment. 
CNH has also adopted the Lawrence Enquiry recommendation defining a racist incident as “any incident 
which is perceived to be racist by the victim or any other person”. This definition is victim centered and 
the term “racist incident” includes crimes and non-crime.  
 
Clause 7(c, d, e, f, g, h, I, j, k, l, m) of the Tenancy Agreement clearly outlines the standard of behavior 
that CNH expects from its tenants.  It states: 
 
 
7. Your Responsibilities 

c) You must not do, or allow to be done by anyone (including children) living in or visiting your home, 
anything in your home or in the neighbourhood which is a source of nuisance, annoyance, distress or 
abuse to other people, or which does not comply with the terms of this tenancy agreement. 

d) You are responsible for making sure that all your visitors and members of your household (including 
children) behave properly in your home or in any part of the neighbourhood.  This means that you 
and your visitors and persons living at the property must respect other people’s rights to enjoy their 
home and surroundings peacefully and must not cause, permit or allow conduct which is capable of 
causing a nuisance, annoyance, distress, harassment or abuse to others. 

e) You must not do anything in your Neighbourhood to harass or cause a nuisance to any person 
because of his or her racial origin or colour nor allow or permit any persons residing in or visiting the 
property to do the same.  

f) You must not do anything in your Neighbourhood to harass or cause a nuisance to any person 
because of his or her religious views, gender, age, disability, or sexuality nor allow or permit any 
persons residing in or visiting the property to do the same. 

g) You must not use or threaten violence against any other person in your home or in your 
neighbourhood nor allow or permit any persons residing in or visiting the property to do the same. 
 

h) You must not use abusive language or use or threaten violence against any of our officers, 
employees, councillors or agents nor allow or permit any persons residing in or visiting the property 
to do the same. 



 

i) You must not commit or allow or permit any persons residing in or visiting the property to commit any 
illegal activity such as drug dealing in the property, in shared areas, in your neighbourhood or on any 
of our premises.   

j) You must not leave needles on the premises that could be a danger to anyone who may need to 
access the property, for example to carry out their work. Needles/syringes must be disposed of 
safely  
 
Any breach may be reported to the Police. You will be responsible, at your own expense, for 
repairing any damage to the property caused by the Police if they have to force entry 
 

k) You must not allow noise to annoy your neighbours, nor allow or permit any persons residing in or 
visiting the property to do the same.  This includes, but is not limited to, using a television, radio, hi-fi 
and musical instruments. 
 

l) You are responsible for keeping the internal shared areas and common parts adjacent to the 
property, such as stairs and landings, clean and tidy. You must not obstruct the shared areas or 
common parts.  
 

m) Secure Tenancy Demotion Orders 
A Demotion Order is an order granted by the Court that changes the nature and security of your 
tenancy for twelve months. We may serve a Notice before Proceedings for Demotion on you in the 
event of anti-social behaviour and thereafter apply to court for an order. 

 
CNH will strive to: 
 
• eliminate unlawful discrimination in all our practices and services. 
 
• promote equality and diversity and good relations between people of different racial groups. 
 
• develop inclusive communities in the properties we manage. 
 
Intimidation and harassment can include but is not limited to;  
  

 Verbal or physical abuse 
 Bullying 
 Following people 
 Groups or individuals making threats of abuse or violence 
 Menacing Gestures and name calling 
 Obscene / Nuisance phone calls 
 Pestering People 
 Sending nasty/offensive letters/e-mails/texts 
 Verbal Abuse 
 Voyeurism 

 
Our aims in dealing with harassment are:- 
 

 To support victims -CNH operates a victim-orientated approach requiring staff to begin from the 
premise of believing the victim’s feelings about the motivation for the harassment and taking steps 
to ensure the health, safety and welfare of the victims concerned. Every incident will be 
investigated and no reports of harassment will be dismissed or trivialised by staff. CNH also aims 
to provide support to victims through means such as providing additional security measures, 
seeking the assistance of other organisations and through sensitive handling of cases. There will 
be occasions where we need to alert the Police or Social Services either due to criminal activity or 
on danger or vulnerability grounds. 

 
 To deal with Perpetrators -Every effort will be made to identify perpetrators and take the 

appropriate action within the adopted procedure 



 

 
 To Prevent Harassment. CNH accept that the scale of the problem of harassment continues to be 

under-represented due to several factors, e.g. lack of confidence in agencies; a perceived 
reluctance of agencies to acknowledge the motivation of the harassment and the victim’s fear. 
CNH has a significant role to play in the prevention of harassment. To this end it will widely 
publicise (in appropriate languages and other accessible formats such as audio, Braille or large 
print) its procedure on harassment. CNH recognises harassment as being distinct from other 
forms of nuisance and attack and accepts that it may be additional to neighbour disputes, general 
nuisance and vandalism. Harassment is usually motivated by a distinction/ or difference between 
groups or individuals, it may be premeditated, it may be carried out by people who are not 
immediate neighbours and is likely to recur over a period of time, but one incident is sufficient to 
be considered as harassment. 

 
CNH is currently compiling data on the seven strands of equality which are Race, Gender, and Gender 
reassignment, Disability, Sexual Orientation, Religion/Belief and Age and where possible will establish 
estate profiles so that we can ensure every community has a voice. 
 
The Procedure 
 
1.1 Incidents of harassment can be reported to any member of staff at CNH. All complaints must be 

recorded on form H1 and are to be referred to the Housing Officer and copied to the Anti Social 
Behavior Coordinator (CNH) within 24 hours for further investigation. 

 
1.2 All CNH staff are to be receptive and sensitive to complaints of intimidation and harassment at all 

times. 
 
Role of Housing Officer 
 
1.3 On receiving a report of harassment the Housing Officer is responsible for making all enquiries and 

completing all reports on both the victim(s) and perpetrator(s). 
 
1.4 The Housing Officer will: 
 
a)  Contact the victim and offer an immediate interview at the victim’s convenience. Ideally this will take 

place within twenty four hours but it is acknowledged that for many victims speaking to their housing 
officer may not be their immediate priority in these cases. The Housing Officer will advise the Anti 
Social Behavior Coordinator (CNH) that an incident of harassment has occurred. The Housing Officer 
will then obtain as much information about the victim, the perpetrator(s) and any witnesses, as well as 
details of the harassment. If the victim has any vulnerability, the Housing Officer will record this on QL 
and consider referral to appropriate agency or a floating tenancy support service. With the victim’s 
consent, the Housing Officer will inform any support agencies currently involved. If the victim does not 
wish to be seen immediately, the housing officer may be able to establish basic details and begin 
enquiries prior to the interview. All investigation will be recorded on the Sentinel ASB system and a 
trigger e-mail must be sent to the CBC’s ASB coordinator for borough wide recording purposes and to 
the Police ASB coordinator (PC Jason Foster) if the consent is obtained. The Housing Officer will 
record on Sentinel the complainants preferred method of contact.  All staff will be trained in cultural 
diversity and will respect cultural differences. We will ensure that visits and interviews reflect this 
understanding. Where possible we will offer interviews with appropriate staff such as same sex staff 
or staff from a particular community.  Sensitivity will be developed to place the most appropriate 
member of staff for all victims. 

 
b)  In consultation with the Anti Social Behavior Coordinator (CNH) agree recommendations and a course 

of action within 24hours of the original complaint. At all stages, the victim must be involved in the 
solution and their wishes taken into consideration. Possible action could include: 

 
i)  Obtaining further details from neighbours, witnesses or other agencies 
 
ii)  Monitor the situation 



 

 
iii)  Provide support to the victim – by regular visits to the property, issue of victim diary sheets, issue of 

useful information for victims, referring to a tenancy support service etc.  
 
iv)  We will make a referral to Charnwood Human Rights and Equality Council where appropriate for 

support purposes. This referral will be made via email. 
 
v)  Call a case conference, involving Housing Officer, Anti Social Behavior Coordinator (CNH), Equalities 

Officer, victim, Crime Prevention Team, local police, school (if appropriate), and other relevant 
person/s or agency. 

 
vi)  Co-ordinate an interview with CBC’s Housing Needs team in relation to a homeless application. 
 
vii)  Wherever possible, photograph damage to victim’s property. 
 
c)  Interview those identified as perpetrator(s) with the victim’s consent, complete the H2 Report Form 

within five working days of receipt of the complaint. This interview must be conducted with a third 
party present, ideally the Anti Social Behavior Coordinator (CNH) or another housing officer. Where it 
is a violent incident the interview will be undertaken at CNH’s offices and not at the perpetrator’s 
home, 

 
1.5 Report repairs/graffiti to the CNH Contact Centre. Advise that the repair is as a result of harassment 

and must be classified as a Priority repair. Offensive graffiti must be reported to the CNH Contact 
Centre who will arrange for its removal in 24 hours. 

 
1.6 Collect diary sheets from the victim at weekly intervals and obtain any additional details on incidents 

noted in the diary. Where victims do not speak or write English as a first language or have difficulties 
writing English due to a disability or literacy level housing officers can issue Dictaphones or other 
ways of recording diaries as an alternative. CNH will undertake to translate these tapes and draw up a 
witness statement in the form of a transcript. There is a witness log available, but it is not essential 
that the victim uses this. Where the victim does not speak or write English, they can complete forms/ 
information in their own language and CNH will arrange to have it translated. In some cases it will be 
possible to supply the victim with a Dictaphone. 

 
1.7 File reports with tenant’s files for both victim(s) and perpetrator(s). An electronic copy of the 

harassment report form will be attached to Sentinel case. 
 
1.8 Wherever possible victims wishing to remain in their property should be encouraged to do so. 

Additional security measures may be arranged such as additional locks, fireproof letterbox’s, window 
locks.  The crime reduction officer at the Police may also be able to assist. Personal safety 
information relating to hate crime is available from the police. 

 
1.9 Victim(s) may request a transfer, or a transfer may be the only viable course of action. In such cases 

the Housing Officer will: 
 
a)  Complete a transfer application and forward this for attachment to the H1 Report Form for the Anti 

Social Behavior Coordinator (CNH)’s recommendation. Details should then be submitted to the 
Housing Needs team. Consideration may be given to a management transfer outside of the 
allocations policy in extreme circumstances. 

 
b)  Undertake to assist the victim in making arrangements for alternative accommodation, i.e. viewing, 

removals, etc. 
 
c)  Maintain support/ monitoring of victim for 4 weeks following the date of the removal, through visits and 

telephone contact 
 
d)  Where the perpetrator, whose identity is known, has committed a minor, isolated form of harassment 

e.g. verbal abuse, daubing graffiti, the Housing Officer should issue a warning letter within five days of 



 

interviewing the perpetrator (deliver by hand). Warning letters should not preclude the possibility for 
recharging the perpetrator for the damage to property caused. 

 
e)  Where the perpetrator(s), whose identity is known, has committed an extreme form of harassment 

(e.g. arson, assault, serious damage to property etc.) and/ or is refusing to desist from the 
harassment despite written warnings, steps should be taken to seek an injunction and possibly an 
eviction. Advice and assistance should be sought from solicitors as to the most appropriate means to 
achieve the desired result. 

 
1.10 Clarify the details of any damage to property and associated costs that have been incurred, with a  

Surveyor. Pursue recharging the perpetrator. 
 
 
1.11 The housing officer will also: 
 
a) Forward copies of the completed form with comments/ recommendations from Anti Social Behavior 

Coordinator (CNH) to the following: 
 
i)  The Victim in any appropriate format 
ii)  Housing Services Manager / The Anti Social Behavior Coordinator of CNH 
iii) The Anti Social Behavior Coordinator of CBC  
 
b)  With the victim’s consent, write to the Chair of the local Tenant/ Resident Group, within five working 

days of receipt of full details of the complaint. Even if the victim has contacted the Police, a letter or e-
mail should still be sent to ensure appropriate action is taken. 

 
c) Ensure that the victim is advised in writing of every action or possibility of action that may be taken. 
 
1.12 If after regular monitoring, no further incidents have taken place for 6 months after the initial event, 

the Housing Officer should write a letter informing the victim that the case file will be closed and 
seek their views on how satisfied they were with the CNH response. 

 
Role of Anti Social Behavior Coordinator (CNH) 
 
1.13 The Anti Social Behavior Coordinator (CNH) will accompany the Housing Officer, if possible, to 

interview victims, witnesses and perpetrators. 
 
 
1.14 The Anti Social Behavior Coordinator (CNH) will: 
 
a)  Discuss the case with the Housing Officer at the earliest possible stage and establish a course of 

action. The Harassment Report Form H1 must be completed as soon as full details are known, 
usually within twenty four hours of the victim being interviewed. 

 
b)  Monitor and report on all cases of harassment within their area on a three monthly basis. Assessment 

of records should be made regularly to identify any patterns that may develop. 
 
c)   Liaise with and update the Housing Services Manager and the Equalities Officer on progress with all 

cases of harassment. 
 
1.15 The Anti Social Behavior Coordinator (CNH) will: 
 
a)   Speak to the Housing Services Manager or equivalent as quickly as possible and agree provisionally 

the broad level of support that is needed in each case, whether it includes provision of temporary 
accommodation, approval for the provision of additional security, or any other course of action that 
has a financial implication. If extra measures are agreed, the Anti Social Behavior Coordinator (CNH) 
will then take such course of action as is appropriate in each case. This preliminary discussion will be 



 

recorded on file. In the unlikely event that a more senior officer is not available, the Anti Social 
Behavior Coordinator (CNH) will proceed immediately on their own authority.  

 
b)  In instances where there is a threat of violence to the victim, liaise with the Housing Needs team who 

will arrange temporary accommodation (e.g. hostel) or an urgent transfer, the latter being subject to 
availability of accommodation. Where a void (empty property) is created in this way, the Housing 
Needs Manager must be notified on the expected voids notification. This is to ensure a sensitive or 
safe allocation of the void property. 

 
c)  Decoration allowance will be paid, if appropriate, at the destination property. Consideration of help 

towards removal costs will be on a case by case basis.  In cases of inability to decorate due to al 
disability or because of age CNH will assist. 

 
d)  Ensure that the level and type of support given to each victim is regularly reviewed and that reviews of 

each case are carried out quarterly (this is a minimum requirement and Anti Social Behavior 
Coordinator (CNH)’s may wish to do this either monthly of bimonthly) 

 
1.16 The Anti Social Behavior Coordinator (CNH) will co-ordinate the work of their staff in supporting the  

victims of harassment and in dealing with perpetrators. 
 
1.17 Where certain areas are identified as being subject to persistent and violent harassment, formal 

letters will be sent to all tenants / residents in the offending areas warning them of the 
consequences of any identified acts coming to CNH notice. There will be increased surveillance of 
such areas. This letter will be signed jointly (where possible) by the Anti Social Behavior Coordinator 
(CNH) and the Chair of the local Tenant/ Resident Association. If this letter has little or no effect, a 
follow-up letter will be sent to all tenants / residents, in the Chief Executive’s name. Where CNH has 
been told that a person has a reading difficulty due to disability or literacy level CNH will ensure that 
all letters are explained in person. 

 
1.18 The housing officer will also: 
 
a)   Forward copies of the completed form with comments/ recommendations from Anti Social Behavior 

Coordinator (CNH) to the following: 
 
i)  The Victim 
ii)  Anti Social Behavior Coordinator (CNH) in their absence Housing Services Manager 
iv) ASB coordinator for CBC 
 
b)  With the victim’s consent, send a trigger email via Sentinel to the Police Beat officer and write to the 

local Tenant/ Resident Association, within five working days of receipt of full details of the complaint. 
Even if the victim has contacted the Police, a letter or e-mail should still be sent to ensure appropriate 
action is taken. 

 
c)  Ensure that the victim is advised of every action or possibility of action that may be taken. 
 
Role of Housing Services Manager 
 
1.19 By the time a case reaches the Housing Services Manager, the interview with the victim should have 

been completed, along with the relevant paperwork. Other appropriate action should also have been 
initiated by the Housing Officer or Anti Social Behavior Coordinator (CNH), such as: 

 
 referral to other agencies with victim’s consent 

 
 installation of additional security items (mortise locks will not be installed as they can create a 

health and safety risk) 
 

 interviews with witnesses and perpetrators, with victim’s consent 
 



 

1.20 In cases warranting immediate re-housing due to the threat of violence, the Housing Services 
Manager will ensure that urgent temporary or permanent accommodation is provided within 48 
hours. This will involve seeking agreement from the Housing Needs Manager. 

 
Monitoring 
 
1.21 Each area team will monitor and report to Board all cases of harassment on a biannual basis. 
 
Interviewing Victims 
 
1.22 It is not always easy to recognise harassment, however mild, officers need to be alert to the 

possibility of harassment or abuse particularly 
 
. Examples of harassment include: 
 
i) The threat of or actual violence 
 
ii) Verbal name calling, even if this is done by young children or elderly people 
 
iii) Graffiti, particularly that of a racist, sexist, ageist or homophobic nature on or near the homes of black 
and minority ethnic, women, the elderly or lesbians and gay men. 
 
iv) Cars or other property owned by these groups being singled out for attack 
 
Interviewing Technique 
 
1.23 When victims either telephone or call into the office or e-mail, they must be: 
 
a) Treated sensitively 
 
b) Made to feel confident to speak about their experiences 
 
c) Offered access to language and British Sign Language interpreters and/or staff who have a sensitivity 
or knowledge of a victims diversity wherever possible 
 
d) Given time to explain and describe events 
 
e) Advised of all options/ remedies and asked what course of action they would like CNH to pursue. 
 
Dealing with Perpetrators 
 
1.24 The Housing Officer will interview those identified as perpetrator(s) within 5 working days of 

receiving full details of the complaint, with the victim’s consent. The Housing Officer may request a 
uniformed police officer to be present at the interview. Where appropriate, checks may be made 
with the Probation Service to see if there is any probation involvement with the perpetrator. 

 
1.25 The Housing Officer will record on QL any vulnerability identified at the interview with the perpetrator 

and will also record on QL any floating tenancy support currently in place. The Housing Officer will 
refer to a floating tenancy support service if appropriate and with the consent of the perpetrator. 

 
1.26 The Anti Social Behavior Coordinator (CNH) (or Solicitor when court material is being prepared) will 

usually accompany the Housing Officer to interview perpetrators. All visits are to be confirmed in 
writing and copies of all letters/ forms to be attached to the files of victims and perpetrators. 

 
1.27 In cases where the perpetrator is identified as vulnerable all of their support services should be 

advised of the situation.  It may be appropriate to make a referral to the Tenancy Support Officer or 
other support agencies. 

 



 

Security Measures for the victim 
 
1.28 In cases of persistent attack, security measures should be undertaken, e.g. safety glass, fireproof 

letter boxes, improved door and window locks, video camera installation, etc. The Housing Officer 
and the Surveyor should make all arrangements. The Crime Prevention Team can give specialist 
advice in these matters and should always be involved, subject to the consent of the victim. The 
security survey should be carried out within two working days of the request being made and the 
specification of works should be actioned within a further two days of the survey. Wherever 
possible, all work must be completed within two weeks of orders being issued, although the system 
needs to take into account certain limitations, such as delays that may arise with the delivery of 
goods. The Anti Social Behavior Coordinator (CNH) will arrange for an inspection to be carried out 
within the two weeks time limit, to ensure that the work has been completed. 

 
Attendance at Court 
 
1.29 In order to assist the victims of harassment, the Housing Officer will ask the tenant if they are willing 

to provide witness statements and give evidence in court before the start of the legal action.   
Housing Officers will assist with the statement if needed due to a person’s disability or vulnerability.  
The Housing Officer will explain to the tenant that the resident they are complaining about has 
certain rights and cannot be removed from their home without a Court Order and that it may be 
some time before the case is heard in court. The Housing Officer will encourage the victim to keep a 
record of all incidents of harassment that take place. 

 
1.30 The Housing Officer will provide the witness with practical information and advice about the legal 

process and will liaise with the relevant agencies, such as the police, regarding witness needs. 
Where possible the Housing Officer will notify the witness early on of the need to attend court and 
arrange a pre-court familiarisation visit. The Housing Officer will arrange for the witness to meet the 
legal representative to discuss their involvement in the hearing process and to discuss any 
particular fears and anxieties they may have. 

 
1.31 The Housing Officer will try to obtain the likely time they will be called to give evidence and provide a 

presence in the courtroom whilst they are giving evidence. In the case of vulnerable witnesses the 
Housing Officer will accompany the witness to the Court Hearing. The Housing Officer will confirm 
the outcome of the court case and if any further involvement is required from the witness. A witness 
support leaflet is available from Community Safety Team. 

 
1.32 CNH is currently running a pilot witness support scheme which is a partnership between Victim 

Support and ourselves.  At present all court witnesses are offered a referral to the Witness Support 
Scheme.  This scheme provide witness’s with an advocate throughout the whole court process and 
includes pre-court visits, a separate waiting room at court and a witness advocate in person on the 
day of the hearing.  Further information is available from the Anti Social Behavior Coordinator 
(CNH). 

 
References 
 
Conditions of Tenancy Clause 4 (f) 
Management Transfer procedure 
Supporting Victims procedure 
Schedule 2, ground 1 of the Housing Act 1985 
The Housing Act 1996 
The Crime and Disorder Act 1998 
Anti-Social Behaviour Act 2003 
 
 
 
 
 

  



 

  
  

HHAARRAASSSSMMEENNTT  RREEPPOORRTT  FFOORRMM  HH11  
  
  

MMRR      MMRRSS    MMIISSSS            MMSS    OOTTHHEERR  
  
NNAAMMEE::  ______________________________________________________________  
AADDDDRREESSSS::  ______________________________________________________________________________________________________  
______________________________________________________________________________________________________  
______________________________________________________________________________________________________  
PPOOSSTTCCOODDEE::  ______________________________________________________________  
  
  
EETTHHNNIICC  OORRIIGGIINN  ((NNOOTT  CCOOMMPPUULLSSOORRYY,,  VVIICCTTIIMM  TTOO  CCHHOOOOSSEE  CCAATTEEGGOORRYY))::  
  

  BBLLAACCKK  
WWHHIITTEE  
AASSIIAANN  
MMIIXXEEDD  RRAACCEE  

  
  
AAGGEE  GGRROOUUPP  
  

1166--2244  
2255--3344  
3355--4444  
4455--5544  
5555--6644  
6655--7744  
7755--8844  
8855++  

  
DDIISSAABBIILLIITTYY        YYEESS//NNOO  
  
  
BBEELLIIEEFF//RREELLIIGGIIOONN  
  

AATTHHEEIISSTT//SSEECCUULLAARR//AAGGNNOOSSTTIICC  
CCHHRRIISSTTRRIIAANNIITTYY  
JJUUDDAAIISSMM  
IISSLLAAMM  
SSIIKKHHIISSMM  
HHIINNDDUUIISSMM  
BBUUDDDDHHIISSMM  
OOTTHHEERR  
PPRREEFFEERR  NNOOTT  TTOO  SSAAYY  

  
  
  
  
GGEENNDDEERR  IIDDEENNTTIITTYY  
  

MMAALLEE  
FFEEMMAALLEE  
TTRRAANNSSGGEENNDDEERR  
PPRREEFFEERR  NNOOTT  TTOO  SSAAYY  



 

  
  
SSEEXXUUAALL  OORRIIEENNTTAATTIIOONN  ((NNOOTT  CCOOMMPPUULLSSOORRYY,,  VVIICCTTIIMM  TTOO  CCHHOOOOSSEE  CCAATTEEGGOORRYY))::  
  

HHEETTEERROOSSEEXXUUAALL  
LLEESSBBIIAANN  
GGAAYY  
BBIISSEEXXUUAALL  
OOTTHHEERR  
PPRREEFFEERR  NNOOTT  TTOO  SSAAYY  

  
HHOOUUSSEEHHOOLLDD//FFAAMMIILLYY  CCOOMMPPOOSSIITTIIOONN::  
MM  //  FF::      FFOORREENNAAMMEE((SS))::    SSUURRNNAAMMEE::    RREELLAATTIIOONNSSHHIIPP::    DD..OO..BB..::  
________      __________________________    __________________________  ____________________________  ________________  
________      __________________________    __________________________  ____________________________  ________________  
________      __________________________    __________________________  ____________________________  ________________  
________      __________________________    __________________________  ____________________________  ________________  
________      __________________________    __________________________  ____________________________  ________________  
  
IINNCCIIDDEENNTT  
  
DDAATTEE  OOFF  IINNCCIIDDEENNTT::    ____  //  ____  //  ____  ((AAMM  //  PPMM))  
DDAATTEE  IINNCCIIDDEENNTT  RREEPPOORRTTEEDD::      ____  //  ____  //  ____  
  
  
HHOOWW  IINNCCIIDDEENNTT  RREEPPOORRTTEEDD::  
    TTEELLEEPPHHOONNEE  
    VVIISSIITT  TTOO  OOFFFFIICCEE  
    LLEETTTTEERR  
    OOUUTTSSIIDDEE  OOFFFFIICCEE  
    EE--MMAAIILL  
  
LLOOCCAATTIIOONN  OOFF  IINNCCIIDDEENNTT::  
______________________________________________________________________________________________________________________________________________________________________
__________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
  
  
  
DDEETTAAIILLSS  OOFF  IINNCCIIDDEENNTT::((CCOONNTTIINNUUEE  OONN  SSEEPPEERRAATTEE  SSHHEEEETT  AASS  RREEQQUUIIRREEDD))  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
  
  
RREEFFEERRRREEDD  BBYY  ((PPLLEEAASSEE  SSPPEECCIIFFYY))::    ____________________________________________________________________________  



 

IINNTTEERRPPRREETTEERR  RREEQQUUIIRREEDD??  
YYEESS  //  NNOO  
  
IIFF  YYEESS,,  PPLLEEAASSEE  SSPPEECCIIFFYY  LLAANNGGUUAAGGEE  SSPPOOKKEENN::    __________________________________________________________  
  
SSIIGGNN  LLAANNGGUUAAGGEE??  
  
YYEESS  //  NNOO  
  
PPRREEFFEERRRREEDD  MMEETTHHOODD  OOFF  CCOOMMMMUUNNIICCAATTIIOONN??  
  

VVEERRBBAALL  
IINN  WWRRIITTIINNGG  
EE--MMAAIILL  

  
WWAASS  AANN  IIMMMMEEDDIIAATTEE  IINNTTEERRVVIIEEWW  OOFFFFEERREEDD??  
YYEESS  //  NNOO  
  
DDAATTEE  OOFF  IINNTTEERRVVIIEEWW::    ____  //  ____  //  ____  
  
IIFF  IINNTTEERRVVIIEEWW  WWAASS  NNOOTT  WWIITTHHIINN  2244HHOOUURRSS,,  PPLLEEAASSEE  GGIIVVEE  RREEAASSOONN::  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
  
  
  
DDEETTAAIILLSS  OOFF  HHAARRAASSSSMMEENNTT  ((DDAATTEESS,,  TTIIMMEESS,,  PPLLAACCEESS,,  AACCTTIIOONNSS,,  WWIITTNNEESSSSEESS))::  ::((CCOONNTTIINNUUEE  OONN  
SSEEPPEERRAATTEE  SSHHEEEETT  AASS  RREEQQUUIIRREEDD))  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
  
OOTTHHEERR  IINNCCIIDDEENNTTSS::  
  GGRRAAFFFFIITTII  OONN  PPRROOPPEERRTTYY    FFRREEQQUUEENNCCYY::    __________________________________________________  
  DDAAMMAAGGEE  TTOO  PPRROOPPEERRTTYY    FFRREEQQUUEENNCCYY::    __________________________________________________  
  VVEERRBBAALL  AASSSSAAUULLTT//AABBUUSSEE    FFRREEQQUUEENNCCYY::    __________________________________________________  
  PPHHYYSSIICCAALL  AASSSSAAUULLTT      FFRREEQQUUEENNCCYY::  __________________________________________________  
  AABBUUSSIIVVEE  LLEETTTTEERRSS      FFRREEQQUUEENNCCYY::    __________________________________________________  
  OOBBJJEECCTTSS//SSUUBBSSTTAANNCCEESS      FFRREEQQUUEENNCCYY::    __________________________________________________  

TTHHRROOWWNN  AATT  PPRROOPPEERRTTYY  
  OOBBJJEECCTTSS//SSUUBBSSTTAANNCCEESS    FFRREEQQUUEENNCCYY::    __________________________________________________  

PPUUTT  TTHHRROOUUGGHH  LLEETTTTEERR  BBOOXX  
  DDAAMMAAGGEE  TTOO  MMOOTTOORR    FFRREEQQUUEENNCCYY::  __________________________________________________
  VVEEHHIICCLLEE  
  AATTTTAACCKK  OONN  CCHHIILLDDRREENN    FFRREEQQUUEENNCCYY::  __________________________________________________
  AATT//NNEEAARR  HHOOMMEE//SSCCHHOOOOLL  
  OOTTHHEERR  IINNCCIIDDEENNTT((SS))      FFRREEQQUUEENNCCYY::  __________________________________________________  

((PPLLEEAASSEE  SSPPEECCIIFFYY))::  



 

  
  
WWIITTNNEESSSS  DDEETTAAIILLSS::  
NNAAMMEE((SS))::        AADDDDRREESSSS::  
__________________________________________    ______________________________________________________________________  
__________________________________________    ______________________________________________________________________  
__________________________________________    ______________________________________________________________________  
NNAAMMEE((SS))::        AADDDDRREESSSS::  
__________________________________________    ______________________________________________________________________  
__________________________________________    ______________________________________________________________________  
__________________________________________    ______________________________________________________________________  
NNAAMMEE((SS))::        AADDDDRREESSSS::  
__________________________________________    ______________________________________________________________________  
__________________________________________    ______________________________________________________________________  
__________________________________________    ______________________________________________________________________  
  
CCOONNTTAACCTT  WWIITTHH  OOTTHHEERR  AAGGEENNCCIIEESS::  
IIFF  VVIICCTTIIMM  HHAASS  CCOONNTTAACCTTEEDD  OOTTHHEERR  AAGGEENNCCIIEESS  ((EE..GG..  PPOOLLIICCEE,,  SSOOCCIIAALL  SSEERRVVIICCEESS,,  DDOOCCTTOORR,,  
WWAARRDD  CCOOUUNNCCIILLLLOORRSS,,  TTEENNAANNTTSS  AASSSSOOCCIIAATTIIOONN,,  SSCCHHOOOOLL  OORR  OOTTHHEERR  ““LLOOCCAALL””  VVOOLLUUNNTTAARRYY  OORR  
CCOOMMMMUUNNIITTYY  GGRROOUUPP)),,  PPLLEEAASSEE  LLIISSTT  DDEETTAAIILLSS::  
  
  
DDAATTEE  CCOONNTTAACCTTEEDD::  AAGGEENNCCYY  NNAAMMEE::            AAGGEENNCCYY  CCOONNTTAACCTT::  
________________________  ________________________________________          ____________________________________________  
________________________  ________________________________________          ____________________________________________  
________________________  ________________________________________          ____________________________________________  
________________________  ________________________________________          ____________________________________________  
  
  
IIFF  TTHHEE  VVIICCTTIIMM  HHAASS  DDEETTAAIILLEEDD  PPHHYYSSIICCAALL  AABBUUSSEE  OORR  DDAAMMAAGGEE  TTOO  PPRROOPPEERRTTYY,,  HHAAVVEE  TTHHEE  PPOOLLIICCEE  
BBEEEENN  IINNFFOORRMMEEDD??  
  

      YYEESS  //  NNOO  
  
IIFF  NNOOTT,,  EENNCCOOUURRAAGGEE  TTHHEE  VVIICCTTIIMM  TTOO  RREEPPOORRTT  TTHHEE  IINNCCIIDDEENNTT((SS))  TTOO  TTHHEE  PPOOLLIICCEE  OORR  TTOO  
AANNOOTTHHEERR  AAGGEENNCCYY  WWHHOO  WWIILLLL  DDOO  IITT  OONN  TTHHEEIIRR  BBEEHHAALLFF..    TTHHEE  OOBBJJEECCTTIIVVEE  IISS  TTHHAATT  TTHHEE  PPOOLLIICCEE  
WWIILLLL  AATTTTEEMMPPTT  TTOO  FFIINNDD  AANNDD  PPRROOSSEECCUUTTEE  TTHHEE  PPEERRPPEETTRRAATTOORR((SS))..  
  
DDOOEESS  TTHHEE  VVIICCTTIIMM  WWIISSHH  TTOO  BBEE  RREEFFEERRRREEDD  TTOO  VVIICCTTIIMM  SSUUPPPPOORRTT??          YYEESS//NNOO  
  
  
WWIILLLL  TTHHEE  VVIICCTTIIMM((SS))  GGIIVVEE  PPEERRMMIISSSSIIOONN  FFOORR  CCNNHH  TTOO  IINNFFOORRMM  TTHHEE  PPOOLLIICCEE??      YYEESS//NNOO  
  
WWIILLLL  TTHHEE  VVIICCTTIIMM((SS))  GGIIVVEE  PPEERRMMIISSSSIIOONN  TTOO  CCOONNTTAACCTT  OOTTHHEERR  AAGGEENNCCIIEESS??        YYEESS//NNOO  
  
  
  
WWIILLLL  TTHHEE  VVIICCTTIIMM((SS))  GGIIVVEE  PPEERRMMIISSSSIIOONN  TTOO  CCOONNTTAACCTT  TTHHEE  LLOOCCAALL  TTEENNAANNTTSS  
  AANNDD  RREESSIIDDEENNTTSS  GGRROOUUPP  WWHHEERREE  OONNEE  OOPPEERRAATTEESS??                                                                YYEESS//NNOO  
  
LLEEGGAALL  AACCTTIIOONN  BBYY  CCNNHH   

  
EEXXPPLLAAIINN  TTHHEE  WWIILLLLIINNGGNNEESSSS  OOFF  CCNNHH  TTOO  PPRROOSSEECCUUTTEE  TTHHEE  PPEERRPPEETTRRAATTOORR((SS))..  
  
IISS  TTHHEE  VVIICCTTIIMM  WWIILLLLIINNGG  TTOO  IIDDEENNTTIIFFYY  TTHHEE  PPEERRPPEETTRRAATTOORR((SS))??      YYEESS  //  NNOO  
  
DDOOEESS  TTHHEE  VVIICCTTIIMM  AAGGRREEEE  TTOO  CCNNHH  AAPPPPRROOAACCHHIINNGG  TTHHEE  PPEERRPPEETTRRAATTOORR((SS))??  YYEESS  //  NNOO  
DDEETTAAIILLSS  OOFF  AALLLLEEGGEEDD  PPEERRPPEETTRRAATTOORR((SS))  ((IIFF  KKNNOOWWNN))::  



 

NNAAMMEE((SS))::        AADDDDRREESSSS::  
__________________________________________    ______________________________________________________________________  
__________________________________________    ______________________________________________________________________  
__________________________________________    ______________________________________________________________________  
__________________________________________    ______________________________________________________________________  
__________________________________________    ______________________________________________________________________  
__________________________________________    ______________________________________________________________________  
  
HHAASS  TTHHEE  VVIICCTTIIMM  RREEQQUUEESSTTEEDD  AA  TTRRAANNSSFFEERR??            YYEESS  //  NNOO  
  
  
AADDVVIICCEE  GGIIVVEENN  BBYY  HHOO  TTOO  VVIICCTTIIMM----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
------------  
AADDVVIICCEE  GGIIVVEENN  BBYY  HHOOUUSSIINNGG  SSEERRVVIICCEESS  MMAANNAAGGEERR  //  AASSBB  CCOOOORRDDIINNAATTOORR  TTOO  HHOOUUSSIINNGG  OOFFFFIICCEERR  
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
____________________________________________________________________________________________________________________________________________________  
  
SSIIGGNNAATTUURREE  OOFF  VVIICCTTIIMM  ____________________________________________________________          DDAATTEE::__________________                            
SSIIGGNNAATTUURREE  ((HHOOUUSSIINNGG  OOFFFFIICCEERR))::  ______________________________________________    DDAATTEE::  ________________  
SSIIGGNNAATTUURREE  ((HHOOUUSSIINNGG  SSEERRVVIICCEESS  MMAANNAAGGEERR  //  AASSBB  CCOOOORRDDIINNAATTOORR--CCNNHH))::      
______________________________________________      DDAATTEE::  ________________  
  
  
  
HHAAVVEE  CCOOPPIIEESS  OOFF  TTHHIISS  RREEPPOORRTT  BBEEEENN  SSEENNTT  TTOO  TTHHEE  AAPPPPRROOPPRRIIAATTEE  PPEEOOPPLLEE??  
  
  
DDAATTEE  SSEENNTT::    CCOOPPYY  SSEENNTT  TTOO::  
__________________     TTOOPP  CCOOPPYY  TTOO  VVIICCTTIIMM’’SS  FFIILLEE  
__________________     PPEERRPPEETTRRAATTOORRSS  FFIILLEE((SS))  ((IIFF  KKNNOOWWNN))        
__________________     AASSBB  CCOO--OORRDDIINNAATTOORR  CCBBCC  //  CCNNHH  --  HHOOUUSSIINNGG  SSEERRVVIICCEESS  
      MMAANNAAGGEERR    
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  

  



 

AALLLLEEGGEEDD  PPEERRPPEETTRRAATTOORR  HHAARRAASSSSMMEENNTT  IINNTTEERRVVIIEEWW  FFOORRMM  HH22  
  
VVIISSIITTIINNGG  OOFFFFIICCEERRSS::  ________________________________________________________________________________________________  
____________________________________________________________________________________________________________________________  
  
AARREEAA::  __________________________________________________________________________________________________________________  
  
DDAATTEE  IINNCCIIDDEENNTT  RREEPPOORRTTEEDD::  ____//____//____  
DDAATTEE  OOFF  VVIISSIITT::      ____//____//____  
  
  
DDEETTAAIILLSS  OOFF  AALLLLEEGGEEDD  PPEERRPPEETTRRAATTOORR::  
FFOORREENNAAMMEE((SS))::______________________________________________________________  
SSUURRNNAAMMEE::  ______________________________________________________________  
AADDDDRREESSSS::    ______________________________________________________________________________________________________  
______________________________________________________________________________________________________  
______________________________________________________________________________________________________  
PPOOSSTTCCOODDEE::  ______________________________________________________________  
  
IISS  TTHHEE  PPEERRPPEETTRRAATTOORR  VVUULLNNEERRAABBLLEE  DDUUEE  TTOO  AALLCCOOHHOOLL  MMIISSUUSSEE,,  DDRRUUGG  MMIISSUUSSEE,,  MMEENNTTAALL  IILLLL  
HHEEAALLTTHH,,  LLEEAARRNNIINNGG  DDIISSAABBIILLIITTYY,,  EELLDDEERRLLYY,,  PPHHYYSSIICCAALL  DDIISSAABBIILLIITTYY  OORR  OOTTHHEERR??      YYEESS//NNOO  
  
IIFF  YYEESS,,  PPLLEEAASSEE  CCOOMMPPLLEETTEE  TTHHEE  VVUULLNNEERRAABBLLEE  PPEERRPPEETTRRAATTOORR  FFOORRMM  AANNDD  AATTTTAACCHH  TTOO  TTHHEE  HH22..    
((TTHHIISS  FFOORRMM  CCAANN  BBEE  FFOOUUNNDD  OONN  TTHHEE  VV  DDRRIIVVEE  UUNNDDEERR  AASSBB  BBLLAANNKK  FFOORRMMSS  OORR  IINN  YYOOUURR  AASSBB  
PPRROOCCEEDDUURREE  GGUUIIDDEE  UUNNDDEERR  TTHHEE  ‘‘GGAATTHHEERRIINNGG  EEVVIIDDEENNCCEE’’  SSEECCTTIIOONN))  
  
EETTHHNNIICC  OORRIIGGIINN  ((NNOOTT  CCOOMMPPUULLSSOORRYY,,  VVIICCTTIIMM  TTOO  CCHHOOOOSSEE  CCAATTEEGGOORRYY))::  
  

BBLLAACCKK  
WWHHIITTEE  
AASSIIAANN  
MMIIXXEEDD  RRAACCEE  

  
AAGGEE  GGRROOUUPP  
  

1166--2244  
2255--3344  
3355--4444  
4455--5544  
5555--6644  
6655--7744  
7755--8844  
8855++  

  
DDIISSAABBIILLIITTYY        YYEESS//NNOO  
  
BBEELLIIEEFF//RREELLIIGGIIOONN  
  

AATTHHEEIISSTT//SSEECCUULLAARR//AAGGNNOOSSTTIICC  
CCHHRRIISSTTRRIIAANNIITTYY  
JJUUDDAAIISSMM  
IISSLLAAMM  
SSIIKKHHIISSMM  
HHIINNDDUUIISSMM  
BBUUDDDDHHIISSMM  
OOTTHHEERR  
PPRREEFFEERR  NNOOTT  TTOO  SSAAYY  

  



 

GGEENNDDEERR  IIDDEENNTTIITTYY  
  

MMAALLEE  
FFEEMMAALLEE  
TTRRAANNSSGGEENNDDEERR  
PPRREEFFEERR  NNOOTT  TTOO  SSAAYY  

  
  
SSEEXXUUAALL  OORRIIEENNTTAATTIIOONN  ((NNOOTT  CCOOMMPPUULLSSOORRYY,,  VVIICCTTIIMM  TTOO  CCHHOOOOSSEE  CCAATTEEGGOORRYY))::  
  

HHEETTEERROOSSEEXXUUAALL  
LLEESSBBIIAANN  
GGAAYY  
BBIISSEEXXUUAALL  
OOTTHHEERR  
PPRREEFFEERR  NNOOTT  TTOO  SSAAYY  

  
  
HHAAVVIINNGG  PPRROOVVIIDDEEDD  TTHHEE  PPEERRPPEETTRRAATTOORRSS  ((OORR  TTHHEEIIRR  PPAARREENNTTSS//GGUUAARRDDIIAANNSS  IIFF  TTHHEEYY  AARREE  
CCHHIILLDDRREENN))  WWIITTHH  DDEETTAAIILLSS  OOFF  TTHHEE  AALLLLEEGGEEDD  HHAARRAASSSSMMEENNTT,,  AA  CCAARREEFFUULL  NNOOTTEE  SSHHOOUULLDD  BBEE  
KKEEPPTT  OOFF  TTHHEEIIRR  RREESSPPOONNSSEE..    ((TTHHIISS  IINNFFOORRMMAATTIIOONN  IISS  IIMMPPOORRTTAANNTT  AASS  YYOOUU  MMAAYY  BBEE  CCAALLLLEEDD  
UUPPOONN  LLAATTEERR  TTOO  RREEPPOORRTT  TTHHIISS  TTOO  LLEEGGAALL  SSEERRVVIICCEESS))..  
  
RREESSPPOONNSSEE  TTOO  TTHHEE  AALLLLEEGGAATTIIOONNSS::  ::((CCOONNTTIINNUUEE  OONN  SSEEPPEERRAATTEE  SSHHEEEETT  AASS  RREEQQUUIIRREEDD))  
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________  
  
DDEETTAAIILLSS  OOFF  IINNTTEERRVVIIEEWW::  
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
__________________________________________________________________________________________________________________________________________________  
PPRROOPPOOSSEEDD  CCOOUURRSSEE  OOFF  AACCTTIIOONN  FFOOLLLLOOWWIINNGG  PPEERRPPEETTRRAATTOORR  IINNTTEERRVVIIEEWW  ––  GGIIVVEE  RREEAASSOONNSS::  
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________  
  
  
SSIIGGNNAATTUURREE  IINNTTEERRVVIIEEWWEEEE              __________________________________________________        DDAATTEE::  __________________  
  
SSIIGGNNAATTUURREE  ((HHOOUUSSIINNGG  OOFFFFIICCEERR))::  ______________________________________________  DDAATTEE::  ________________  
  
SSIIGGNNAATTUURREE  ((HHOOUUSSIINNGG  SSEERRVVIICCEESS  MMAANNAAGGEERR  //  AASSBB  CCOOOORRDDIINNAATTOORR  --CCNNHH))::      
______________________________________________    DDAATTEE::  ________________  
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Complaint of Harassment 
 

Follow incremental approach workflow 
 

If consent given, write to tenant and 
resident group 
 

Interview alleged Perpetrator 
Complete H1 
Issue Verbal Warning (DISPOSAL) 
 

Interview Complainant 
Complete H1 
Agree Action Plan 
Log on Sentinel 
Trigger ASB co-ordinator 
Trigger Police Beat Manager if consent 
given by complainant 
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2. Hate Incident/Racial Harassment Procedure 
 
Definition 
 
There is a distinct difference between a hate incident and a hate crime. 
 
A hate incident is defined as: 
 
‘Any incident, which may or may not constitute a criminal offence, which is perceived by the 
victim or any other person, as being motivated by prejudice or hate.’ -Home Office & Association 
of Chief Police Officers (ACPO) 2005. 
 
A hate crime is defined as: 
 
‘Any hate incident, which constitutes a criminal offence, perceived by the victim or any other 
person, as being motivated by prejudice or Hate crime.’ – Home Office & ACPO 2005. 
 
It is vitally important to note that all hate crimes are hate incidents. However, some hate 
incidents may not constitute a criminal offence and therefore are not hate crimes. 
 
 The following are examples of different types of hate incidents. This list is not exhaustive: 
 
• Racist incident 
• Homophobic incident 
• Transphobic incident 
• Faith related incident 
• Sectarian incident 
• Disablist incident 
• Ageist incident 
 
 Any other classification of a hate incident would of necessity follow the general principles of 
those listed above. The perception of the victim or any other person is of prime importance. 
 
The following are examples of actions effected by perpetrators of Hate Crime. This list is not 
exhaustive: 
 
• Physical attacks on people and property; 
• Intimidation and torment; 
• Graffiti; 
• Arson or attempted arson; 
• Offensive comments; 
• Abusive or threatening behaviour – language, letters, phone calls 
• Deliberate and targeted acts intended to deter residents from living in their home or to force 
them to move away. 
 
The definition for hate crime repeat victimisation is: 
 
‘Where a person or immediate family member suffers more than one hate incident in a 12 month 
period following the date the first crime was reported.’ – Home Office & ACPO 2005 
 
 



 

The definition of Racial Harassment 
 
The definition of a racial incident as defined by the Metropolitan Police and accepted by the 
Association of Chief Police Officers is: 
 
‘Any incident in which it appears to the reporting or investigating officer that the complaint 
involves an element of racial motivation; OR any incident which includes an allegation of racial 
motivation made by any person.’ 
 
The definition of racial harassment as stated by Sir William Macpherson Report on the Steven 
Lawrence inquiry (1999) defines racial harassment as: 
 
‘A racist incident is any incident which is perceived to be racist by the victim or any other 
person.’ 
 
CNH operates a separate policy and procedure for dealing with harassment that is not racially 
motivated. 
 
Policy Statement 
 
CNH recognises the serious effects of hate incidents, hate crimes and racial harassment on 
victims who experience it. CNH is committed to tackling this problem by supporting victims, 
dealing with the perpetrators and taking measures to prevent further incidents, crimes and/or 
harassment occurring. 
 
CNH recognises that small numbers of hate incidents are currently reported to CNH and that 
most hate incidents reported are racial harassment.  CNH however also understands that 
reports of hate incidents are increasing throughout the County and is working towards promoting 
the positive reporting of hate incidents by becoming a recognised Hate Reporting Centre. 
 
CNH has adopted the Equality and Human Rights Commission statutory “Code of Practice in 
Rented Housing” which provides a strategy for dealing effectively with harassment, particularly 
racial harassment. CNH has also adopted the Lawrence Enquiry recommendation defining a 
racist incident as “any incident which is perceived to be racist by the victim or any other person”. 
This definition is victim centred and the term “racist incident” includes crimes and non-crime.  
 
Clause 7(e) and 7(f) of the tenancy agreement state:- 
 
e) You must not do anything in your Neighbourhood to harass or cause a nuisance to any 

person because of his or her racial origin or colour nor allow or permit any persons residing in 
or visiting the property to do the same.  

  
f)  You must not do anything in your Neighbourhood to harass or cause a nuisance to any 

person because of his or her religious views, gender, age, disability, or sexuality nor allow or 
permit any persons residing in or visiting the property to do the same. 

 
CNH will strive to: 
 
• eliminate unlawful discrimination in all our practices and services. 
• promote equality and diversity and good relations between people of different racial    groups 
and different diversity profiles. 
• develop inclusive communities in the properties we manage. 
 



 

Our aims in dealing with hate incidents and racial harassment are:- 
 

 To support victims - CNH operates a victim-orientated approach requiring staff to begin 
from the premise of believing the victim’s feelings about the motivation for the incident 
and/or harassment and taking steps to ensure the health, safety and welfare of the 
victims concerned. Every incident will be investigated and no reports of hate/racial 
harassment will be dismissed or trivialised by staff. CNH also aims to provide support to 
victims through means such as providing additional security measures, seeking the 
assistance of other organisations and through sensitive handling of cases.  CNH 
acknowledges the importance of working in partnership with the Police, Social Services, 
the Local Authority and other statutory and non statutory agencies that could contribute to 
the early resolution of a case. There will be occasions where we need to alert the Police 
or Social Services either due to criminal activity or on danger or vulnerability grounds. 

 
 To deal with Perpetrators - Every effort will be made to identify perpetrators and take the 

appropriate action within the adopted procedure.  CNH wants to stop hate incidents, hate 
crime and racial harassment occurring, not simply to displace it to another area.  We will 
take a holistic approach by assessing the support needs of perpetrators as well as 
victims. 

 
 To Prevent Hate incidents, Hate Crime and Racially motivated Harassment. CNH accept 

that the scale of the problem continues to be under-represented due to several factors, 
e.g. lack of confidence in agencies; a perceived reluctance of agencies to acknowledge 
the motivation of hate incidents and racial harassment and the victim’s fear. CNH has a 
significant role to play in the prevention of hate incidents, hate crimes and racial 
harassment. To this end it will widely publicise (in appropriate languages and other 
accessible formats such as audio, Braille or large print) its procedure on hate incidents 
and racial harassment. CNH recognises hate incidents and racial harassment as being 
distinct from other forms of nuisance and attack and accepts that it may be additional to 
neighbour disputes, general nuisance and vandalism. Harassment is usually motivated by 
a distinction/ or difference between groups or individuals, it may be premeditated, it may 
be carried out by people who are not immediate neighbours and is likely to recur over a 
period of time, but one incident is sufficient to be considered as a hate incident, hate 
crime and/.or racial harassment. 

 
CNH is currently compiling data on the seven strands of equality which are Race, Gender, 
Gender reassignment, Disability, Sexual Orientation, Religion/Belief and Age and where 
possible will establish estate profiles so that we can ensure every community has a voice. 
The Procedure 
 
1.1  Incidents of hate and/or racial harassment can be reported to any member of staff at CNH. 

These reports can be made by the victim(s), witness(s) or any other third party. Where 
incidents are reported by a third party, attempts will be made to contact the victim to gather 
a first hand account of the incident.  If this is not possible the complaint must still be logged 
and progressed. All complaints must be recorded on form HA1 and are to be referred to the 
Housing Officer and copied to the Anti Social Behavior Coordinator (CNH) within 24 hours 
for further investigation. 

 
1.2  All CNH staff are to be receptive and sensitive to complaints of hate incidents and racial 

harassment at all times. 
 
 
 



 

Role of Housing Officer 
 
1.3 On receiving a report of a hate incident and/or racial harassment the Housing Officer is 

responsible for making all enquiries and completing all reports on both the victim(s) and 
perpetrator(s). 

 
1.4  The Housing Officer will: 
 

 Contact the victim and offer an immediate interview at the victim’s convenience. Ideally 
this will take place within twenty four hours but it is acknowledged that for many victims 
speaking to their housing officer may not be their immediate priority in these cases.  

 The Housing Officer will advise the Anti Social Behavior Coordinator (CNH) that a hate 
incident and/or racial harassment has occurred. The Housing Officer will then obtain as 
much information about the victim, the perpetrator(s) and any witnesses, as well as 
details of the incident.  

 The Housing Officer will complete the Leicestershire County Council Hate Incident 
Common Monitoring online form at:-hate crime common monitoring leicester council.mht 

 If the victim has any vulnerability, the Housing Officer will record this on QL and consider 
referral to appropriate agency or a floating tenancy support service. 

 With the victims consent, make a referral to the Hate Incident Action Project. A copy of 
the referral form is at the end of this chapter. 

 With the victim’s consent, the Housing Officer will inform any support agencies currently 
involved. 

 If the victim does not wish to be seen immediately, the housing officer may be able to 
establish basic details and begin enquiries prior to the interview. 

 All investigation will be recorded on the Sentinel ASB system and 
 A trigger e-mail must be sent to the CBC’s ASB coordinator for borough wide recording 

purposes and to the Police ASB coordinator (Pc Jason Foster) if the consent is obtained. 
 The Housing Officer will record on Sentinel the complainants preferred method of contact.   
 

All staff will be trained in cultural diversity and will respect cultural differences. We will ensure 
that visits and interviews reflect this understanding. Where possible we will offer interviews with 
appropriate staff such as same sex staff or staff from a particular community.  Sensitivity will be 
developed to place the most appropriate member of staff for all victims. 
 
b) In consultation with the Anti Social Behavior Coordinator (CNH) agree recommendations and 

a course of action within 24hours of the original complaint. At all stages, the victim must be 
involved in the solution and their wishes taken into consideration. Possible action could 
include: 

 
i)   Obtaining further details from neighbours, witnesses or other agencies 
 
ii)  Monitoring of the situation 
 
iii) Provision of support to the victim – by regular visits to the property, issue of victim diary 

sheets, issue of useful information for victims, referring to a tenancy support service etc.  
 
iv) We will make a referral to Human Rights and Equality Charnwood where appropriate for 

support purposes. This referral will be made via email. 
 
v)  calling a case conference, involving Housing Officer, Anti Social Behavior Coordinator (CNH), 

Equalities Officer, victim, Crime Prevention Team, local police, school (if appropriate), and 
other relevant person/s or agency. 



 

 
vi) Coordinating an interview with CBC’s Housing Needs team in relation to a homeless 

application. 
 
vii)  Wherever possible, photograph damage to victim’s property. 
 
c)  Interview those identified as perpetrator(s) with the victim’s consent, complete the H2 Report 

Form within five working days of receipt of the complaint. Where it is a violent incident the 
interview will be undertaken at CNH’s offices and not at the perpetrator’s home This interview 
must be conducted with a third party present, ideally the Anti Social Behavior Coordinator 
(CNH) or another housing officer.  With regard to non CNH tenants as alleged perpetrators, we will 
follow the same approach if the alleged perpetrator lives within a CNH managed estate.  If the alleged 
perpetrator does not we will refer the case to the Council’s Community Safety Team 

 
1.5  Report repairs/graffiti to the CNH Contact Centre. Advise that the repair is as a result of a 

hate incident, hate crime and/or racial harassment and must be classified as a Priority 
repair. Offensive graffiti must be reported to the CNH Contact Centre who will arrange for its 
removal in 24 hours. 

 
1.6  Collect diary sheets from the victim at weekly intervals and obtain any additional details on 

incidents noted in the diary. Where victims do not speak or write English as a first language 
or have difficulties writing English due to a disability or literacy level housing officers can 
issue Dictaphones or other ways of recording diaries as an alternative. CNH will undertake 
to translate these tapes and draw up a witness statement in the form of a transcript. There 
is a witness log available, but it is not essential that the victim uses this. Where the victim 
does not speak or write English, they can complete forms/ information in their own 
language and CNH will arrange to have it translated. In some cases it will be possible to 
supply the victim with a Dictaphone. 

 
1.7  File reports with tenant’s files for both victim(s) and perpetrator(s). An electronic copy of the 

H1 report form will be attached to Sentinel case. 
 
1.8  Wherever possible victims wishing to remain in their property should be encouraged to do 

so. Additional security measures may be arranged such as additional locks, fireproof 
letterbox’s, window locks.  The crime reduction officer at the Police may also be able to 
assist. Personal safety information relating to hate crime is available from the police. 

 
1.9  Victim(s) may request a transfer, or a transfer may be the only viable course of action. In 

such cases the Housing Officer will: 
 
a)  Complete a transfer application and forward this for attachment to the H1 Report Form for the 

Anti Social Behavior Coordinator (CNH)’s recommendation. Details should then be submitted 
to the Housing Needs team. Consideration may be given to a management transfer outside 
of the allocations policy in extreme circumstances. 

 
b) Undertake to assist the victim in making arrangements for alternative accommodation, i.e. 

viewing, removals, etc. 
 
c) Maintain support/ monitoring of victim for 4 weeks following the date of the removal, through 

visits and telephone contact 
 
d) Where the perpetrator, whose identity is known, has committed a minor, isolated hate incident 

e.g. verbal abuse, daubing graffiti, the Housing Officer should issue a warning letter within 



 

five days of interviewing the perpetrator (deliver by hand). Warning letters should not 
preclude the possibility for recharging the perpetrator for the damage to property caused. If 
there are known literacy issues the warning will be given verbally. 

 
e) Where the perpetrator(s), whose identity is known, has committed an extreme form of hate 

crime and or racial harassment (e.g. arson, assault, serious damage to property etc.) and/ or 
is refusing to desist from the harassment despite written warnings, steps should be taken to 
seek an injunction and possibly an eviction. Advice and assistance should be sought from 
solicitors as to the most appropriate means to achieve the desired result. 

 
1.10  Clarify the details of any damage to property and associated costs that have been 

incurred, with a Surveyor. Pursue recharging the perpetrator. 
   
1.11   The housing officer will also: 
 
a) Forward copies of the completed form with comments/ recommendations from Anti Social 

Behavior Coordinator (CNH) to the following: 
 
i) The Victim in any appropriate format 
ii) Housing Services Manager 
iii) The Chief Executive of CNH 
iv) The Anti Social Behavior Coordinator of CBC 
 
b) With the victim’s consent, write to the Chair of the local Tenant/ Resident Group, within five 

working days of receipt of full details of the complaint. Even if the victim has contacted the 
Police, a letter or e-mail should still be sent to ensure appropriate action is taken. 

 
c) Ensure that the victim is advised of every action or possibility of action that may be taken. 
 
1.12  If after regular monitoring, no further incidents have taken place for 6 months after the 

initial event, the Housing Officer should write a letter informing the victim that the case file 
will be closed and seek their views on how satisfied they were with the CNH response. 

 
Role of Anti Social Behavior Coordinator (CNH) 
 
1.13  The Anti Social Behavior Coordinator (CNH) will accompany the Housing Officer where 

necessary, to interview victims, witnesses and perpetrators. 
 
1.14  The Anti Social Behavior Coordinator (CNH) will: 
 
a) Discuss the case with the Housing Officer at the earliest possible stage and establish a 

course of action. The Harassment Report Form H1 must be completed as soon as full details 
are known, usually within twenty four hours of the victim being interviewed. 

 
b) Monitor and report on all cases of hate incidents, hate crimes and/or racial harassment within 

their area on a three monthly basis. Assessment of records should be made regularly to 
identify any patterns that may develop. 

 
c) Liaise with and update the Housing Services Manager on progress with all cases of 

harassment. 
 
 
 



 

1.15 The Anti Social Behavior Coordinator (CNH) will: 
 
a) agree provisionally the broad level of support that is needed in each case, whether it includes 

provision of temporary accommodation, approval for the provision of additional security, or 
any other course of action that has a financial implication. If extra measures are agreed, the 
Anti Social Behavior Coordinator (CNH) will then take such course of action as is appropriate 
in each case. This preliminary discussion will be recorded on file. In the unlikely event that a 
more senior officer is not available, the Anti Social Behavior Coordinator (CNH) will proceed 
immediately on their own authority.  

 
b) In instances where there is a threat of violence to the victim, liaise with the Housing Needs 

team who will arrange temporary accommodation (e.g. hostel) or an urgent transfer, the latter 
being subject to availability of accommodation. Where a void (empty property) is created in 
this way, the Housing Needs Manager must be notified on the expected voids notification. 
This is to ensure a sensitive or safe allocation of the void property. 

 
c)  Consider installation of additional security items (mortise locks will not be installed as they 

can create a health and safety risk) 
 
d) Decoration allowance will be paid, if appropriate, at the destination property. Consideration of 

help towards removal costs will be on a case by case basis.  In cases of inability to decorate 
due to al disability or because of age CNH will assist. 

 
e) Ensure that the level and type of support given to each victim is regularly reviewed and that 

reviews of each case are carried out quarterly (this is a minimum requirement and Anti Social 
Behavior Coordinator (CNH)’s may wish to do this either monthly of bimonthly) 

 
1.16 The Anti Social Behavior Coordinator (CNH) will co-ordinate the work of their staff in 

supporting the victims of hate incidents and/or racial harassment and in dealing with 
perpetrators. 

 
1.17  Where certain areas are identified as being subject to persistent and violent hate incidents 

and/or racial harassment, formal letters will be sent to all tenants / residents in the 
offending areas warning them of the consequences of any identified acts coming to CNH 
notice. There will be increased surveillance of such areas. This letter will be signed jointly 
(where possible) by the Anti Social Behavior Coordinator (CNH) and the Chair of the local 
Tenant/ Resident Association. If this letter has little or no effect, a follow-up letter will be 
sent to all tenants / residents, in the Chief Executive’s name. Where CNH has been told 
that a person has a reading difficulty due to disability or literacy level CNH will ensure that 
all letters are explained in person. 

 
1.18  The housing officer will also: 
 
a) Forward copies of the completed form with comments/ recommendations from Anti Social 

Behavior Coordinator (CNH) to the following: 
 
i) The Victim 
ii) Anti Social Behavior Coordinator (CNH) in their absence Housing Services Manager 
iiI) ASB coordinator for CBC 
 
 
b) With the victim’s consent, send a trigger email via Sentinel to the Police Beat officer and write 

to the local Tenant/ Resident Association, within five working days of receipt of full details of 



 

the complaint. Even if the victim has contacted the Police, a letter or e-mail should still be 
sent to ensure appropriate action is taken. 

 
c) Ensure that the victim is advised of every action or possibility of action that may be taken. 
 
1.19 By the time a case reaches the Anti Social Behavior Coordinator (CNH), the interview with 

the victim should have been completed, along with the relevant paperwork. Other 
appropriate action should also have been initiated by the Housing Officer, such as: 

 
 referral to other agencies with victim’s consent such as the Hate Incident Action Project. 

 
 interviews with witnesses and perpetrators, with victim’s consent 

 
1.20  In cases warranting immediate re-housing due to the threat of violence, the Anti Social 

Behavior Coordinator (CNH) will ensure that urgent temporary or permanent 
accommodation is provided within 48 hours. This will involve seeking agreement from the 
Housing Needs Manager. 

 
Re-housing issues – Sensitive letting 
 
Where re-housing is considered for either victims or perpetrators of hate incidents and/or racial 
harassment, sensitivity around future re-housing options must be integral to the needs of the 
applicant and the neighbourhood. Such sensitivity will be discussed between the Anti Social 
Behavior Coordinator (CNH) and Housing Needs Manager. 
 
Monitoring 
 
1.21  The tenancy services team will monitor and report to Board all cases of hate and racial 

harassment on a biannual basis. 
 
Interviewing Victims 
 
1.22  It is not always easy to recognise hate incidents and/or racial harassment.  Officers need 

to be alert to the possibility of hate incidents and racial harassment.  
 
Examples of hate incidents and/or racial harassment could include: 
 
i) The threat of or actual violence 
 
ii) Verbal name calling, even if this is done by young children or elderly people 
 
iii) Graffiti, particularly that of a racist, sexist, ageist or homophobic nature on or near the homes 

of black and minority ethnic, women, the elderly or lesbians and gay men. 
 
iv) Cars or other property owned by particular profile groups being singled out for attack 
 
Interviewing Technique 
 
1.23 When victims either telephone or call into the office or e-mail, they must be: 
 
a) Treated sensitively 
 
b) Made to feel confident to speak about their experiences 



 

 
c) Offered access to language and British Sign Language interpreters and/or staff who have a 

sensitivity or knowledge of a victims diversity wherever possible 
 
d) Given time to explain and describe events 
 
e) Advised of all options/ remedies and asked what course of action they would like CNH to 

pursue. 
 
Dealing with Perpetrators 
 
1.24 The Housing Officer will interview those identified as perpetrator(s) within 5 working days of 

receiving full details of the complaint, with the victim’s consent. The Housing Officer may 
request a uniformed police officer to be present at the interview. Where appropriate, checks 
may be made with the Probation Service to see if there is any probation involvement with 
the perpetrator. 

 
1.25 The Housing Officer will record on QL any vulnerability identified at the interview with the 

perpetrator and will also record on QL any floating tenancy support currently in place. The 
Housing Officer will refer to a floating tenancy support service if appropriate and with the 
consent of the perpetrator. 

 
1.26 The Anti Social Behavior Coordinator (CNH) (or Solicitor when court material is being 

prepared) will usually accompany the Housing Officer to interview perpetrators. All visits are 
to be confirmed in writing and copies of all letters/ forms to be attached to the files of victims 
and perpetrators. 

 
1.27 In cases where the perpetrator is identified as vulnerable all of their support services should 

be advised of the situation.  It may be appropriate to make a referral to the Tenancy 
Support Officer or other support agencies. 

 
Security Measures for the victim 
 
1.28 In cases of persistent attack, security measures should be undertaken, e.g. safety glass, 

fireproof letter boxes, improved door and window locks, video camera installation, etc. The 
Housing Officer and the Surveyor should make all arrangements. The Crime Prevention 
Team can give specialist advice in these matters and should always be involved, subject to 
the consent of the victim. The security survey should be carried out within two working days 
of the request being made and the specification of works should be actioned within a further 
two days of the survey. Wherever possible, all work must be completed within two weeks of 
orders being issued, although the system needs to take into account certain limitations, 
such as delays that may arise with the delivery of goods. The Anti Social Behavior 
Coordinator (CNH) will arrange for an inspection to be carried out within the two weeks time 
limit, to ensure that the work has been completed. 

 
Attendance at Court 
 
1.29 In order to assist the victims of hate incidents and/or racial harassment, the Housing Officer 

will ask the tenant if they are willing to provide witness statements and give evidence in 
court before the start of the legal action.   Housing Officers will assist with the statement if 
needed due to a person’s disability or vulnerability.  The Housing Officer will explain to the 
tenant that the resident they are complaining about has certain rights and cannot be 
removed from their home without a Court Order and that it may be some time before the 



 

case is heard in court. The Housing Officer will encourage the victim to keep a record of all 
incidents of hate and/or racial harassment that take place. 

 
1.30 The Housing Officer will provide the witness with practical information and advice about the 

legal process and will liaise with the relevant agencies, such as the police, regarding 
witness needs. Where possible the Housing Officer will notify the witness early on of the 
need to attend court and arrange a pre-court familiarisation visit. The Housing Officer will 
arrange for the witness to meet the legal representative to discuss their involvement in the 
hearing process and to discuss any particular fears and anxieties they may have. 

 
1.31 The Housing Officer will try to obtain the likely time they will be called to give evidence and 

provide a presence in the courtroom whilst they are giving evidence. In the case of 
vulnerable witnesses the Housing Officer will accompany the witness to the Court Hearing. 
The Housing Officer will confirm the outcome of the court case and if any further 
involvement is required from the witness. A witness support leaflet is available from 
Community Safety Team. 

 
1.32 CNH is currently running a pilot witness support scheme which is a partnership between 

Victim Support and ourselves.  At present all court witnesses are offered a referral to the 
Witness Support Scheme.  This scheme provide witness’s with an advocate throughout the 
whole court process and includes pre-court visits, a separate waiting room at court and a 
witness advocate in person on the day of the hearing.  Further information is available from 
the Anti Social Behavior Coordinator (CNH). 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

HHAATTEE  IINNCCIIDDEENNTT  RREEPPOORRTT  FFOORRMM  HHAA11  
  
DDAATTEE  IINNCCIIDDEENNTT  RREEPPOORRTTEEDD  TTOO  CCNNHH::  
DDAATTEE  HHAA11  CCOOMMPPLLEETTEEDD::  
  
  

MMRR      MMRRSS    MMIISSSS            MMSS    OOTTHHEERR  
  
NNAAMMEE::  __________________________________________________________________________________________________________________________________________________________  
  
AADDDDRREESSSS::  __________________________________________________________________________________________________________________________________________________  
  
______________________________________________________________________________________________________________________________________________________________________  
  
PPOOSSTTCCOODDEE::  ________________________________________________________________________________________________________________________________________________  
  
  
EETTHHNNIICC  OORRIIGGIINN  ((NNOOTT  CCOOMMPPUULLSSOORRYY,,  VVIICCTTIIMM  TTOO  CCHHOOOOSSEE  CCAATTEEGGOORRYY))::  
  

  BBLLAACCKK  
WWHHIITTEE  
AASSIIAANN  
MMIIXXEEDD  RRAACCEE  

  
AAGGEE  GGRROOUUPP  
  

1166--2244  
2255--3344  
3355--4444  
4455--5544  
5555--6644  
6655--7744  
7755--8844  
8855++  

  
DDIISSAABBIILLIITTYY        YYEESS//NNOO  
  
BBEELLIIEEFF//RREELLIIGGIIOONN  
  

AATTHHEEIISSTT//SSEECCUULLAARR//AAGGNNOOSSTTIICC  
CCHHRRIISSTTRRIIAANNIITTYY  
JJUUDDAAIISSMM  
IISSLLAAMM  
SSIIKKHHIISSMM  
HHIINNDDUUIISSMM  
BBUUDDDDHHIISSMM  
OOTTHHEERR  
PPRREEFFEERR  NNOOTT  TTOO  SSAAYY  

  
GGEENNDDEERR  IIDDEENNTTIITTYY  
  

MMAALLEE  
FFEEMMAALLEE  
TTRRAANNSSGGEENNDDEERR  
PPRREEFFEERR  NNOOTT  TTOO  SSAAYY  

  



 

SSEEXXUUAALL  OORRIIEENNTTAATTIIOONN  ((NNOOTT  CCOOMMPPUULLSSOORRYY,,  VVIICCTTIIMM  TTOO  CCHHOOOOSSEE  CCAATTEEGGOORRYY))::  
  

HHEETTEERROOSSEEXXUUAALL  
LLEESSBBIIAANN  
GGAAYY  
BBIISSEEXXUUAALL  
OOTTHHEERR  
PPRREEFFEERR  NNOOTT  TTOO  SSAAYY  

  
MM  //  FF::  FFOORREENNAAMMEE((SS))::  SSUURRNNAAMMEE::  RREELLAATTIIOONNSSHHIIPP::  DD..OO..BB..::  

          
          
          
          
  
IINNCCIIDDEENNTT  
  
DDAATTEE  OOFF  IINNCCIIDDEENNTT::                            ____  //  ____  //  ____  ((AAMM  //  PPMM))  
DDAATTEE  IINNCCIIDDEENNTT  RREEPPOORRTTEEDD::      ____  //  ____  //  ____  
  
  
HHOOWW  IINNCCIIDDEENNTT  RREEPPOORRTTEEDD::    
  
    TTEELLEEPPHHOONNEE  
    VVIISSIITT  TTOO  OOFFFFIICCEE  
    LLEETTTTEERR  
    OOUUTTSSIIDDEE  OOFFFFIICCEE  
    EE--MMAAIILL  
  
LLOOCCAATTIIOONN  OOFF  IINNCCIIDDEENNTT::  
______________________________________________________________________________________________________________________________________________________________________  

______________________________________________________________________________________________________________________________________________________________________  

______________________________________________________________________________________________________________________________________________________________________  

  
DDEETTAAIILLSS  OOFF  IINNCCIIDDEENNTT::  ((CCOONNTTIINNUUEE  OONN  AA  SSEEPPEEAARRTTEE  SSHHEEEETT  AASS  RREEQQUUIIRREEDD))  
______________________________________________________________________________________________________________________________________________________________________  

______________________________________________________________________________________________________________________________________________________________________  

______________________________________________________________________________________________________________________________________________________________________  

______________________________________________________________________________________________________________________________________________________________________  

______________________________________________________________________________________________________________________________________________________________________  

______________________________________________________________________________________________________________________________________________________________________  

  
RREEFFEERRRREEDD  BBYY  ((PPLLEEAASSEE  SSPPEECCIIFFYY))::    

______________________________________________________________________________________________________________________________________________________________________  

  
IINNTTEERRPPRREETTEERR  RREEQQUUIIRREEDD??                                                                                                                                                                                                                YYEESS  //  NNOO  
  



 

IIFF  YYEESS,,  PPLLEEAASSEE  SSPPEECCIIFFYY  LLAANNGGUUAAGGEE  SSPPOOKKEENN::    __________________________________________________________________________________  
  
SSIIGGNN  LLAANNGGUUAAGGEE??                                                                                                                                                                                                                                                YYEESS  //  NNOO  
  
PPRREEFFEERRRREEDD  MMEETTHHOODD  OOFF  CCOOMMMMUUNNIICCAATTIIOONN??  
  

VVEERRBBAALL  
IINN  WWRRIITTIINNGG  
EE--MMAAIILL  

  
WWAASS  AANN  IIMMMMEEDDIIAATTEE  IINNTTEERRVVIIEEWW  OOFFFFEERREEDD??                                                                                                                                                      YYEESS  //  NNOO  
  
DDAATTEE  OOFF  IINNTTEERRVVIIEEWW::    ____  //  ____  //  ____  
  
IIFF  IINNTTEERRVVIIEEWW  WWAASS  NNOOTT  WWIITTHHIINN  2244HHOOUURRSS,,  PPLLEEAASSEE  GGIIVVEE  RREEAASSOONN::  
______________________________________________________________________________________________________________________________________________________________________  

______________________________________________________________________________________________________________________________________________________________________  

______________________________________________________________________________________________________________________________________________________________________  

  
DDEETTAAIILLSS  OOFF  HHAARRAASSSSMMEENNTT  ((DDAATTEESS,,  TTIIMMEESS,,  PPLLAACCEESS,,  AACCTTIIOONNSS,,  WWIITTNNEESSSSEESS))::  ((CCOONNTTIINNUUEE  OONN  AA  
SSEEPPAARRAATTEE  SSHHEEEETT  AASS  RREEQQUUIIRREEDD  
______________________________________________________________________________________________________________________________________________________________________  

______________________________________________________________________________________________________________________________________________________________________  

______________________________________________________________________________________________________________________________________________________________________  

______________________________________________________________________________________________________________________________________________________________________  

  
OOTTHHEERR  IINNCCIIDDEENNTTSS::  
  
  GGRRAAFFFFIITTII  OONN  PPRROOPPEERRTTYY  FFRREEQQUUEENNCCYY::    ______________________________________  
  
  DDAAMMAAGGEE  TTOO  PPRROOPPEERRTTYY    FFRREEQQUUEENNCCYY::    ______________________________________  
  
  VVEERRBBAALL  AASSSSAAUULLTT//AABBUUSSEE  FFRREEQQUUEENNCCYY::    ______________________________________  
  
  PPHHYYSSIICCAALL  AASSSSAAUULLTT    FFRREEQQUUEENNCCYY::  ________________________________________  
  
  AABBUUSSIIVVEE  LLEETTTTEERRSS    FFRREEQQUUEENNCCYY::    ______________________________________  
  
  OOBBJJEECCTTSS//SSUUBBSSTTAANNCCEESS    FFRREEQQUUEENNCCYY::    ______________________________________  

TTHHRROOWWNN  AATT  PPRROOPPEERRTTYY  
    
  OOBBJJEECCTTSS//SSUUBBSSTTAANNCCEESS    FFRREEQQUUEENNCCYY::    ______________________________________  

PPUUTT  TTHHRROOUUGGHH  LLEETTTTEERR  BBOOXX  
  

DDAAMMAAGGEE  TTOO  MMOOTTOORR    FFRREEQQUUEENNCCYY::    ______________________________________                                    
VVEEHHIICCLLEE  

  
  AATTTTAACCKK  OONN  CCHHIILLDDRREENN                            FFRREEQQUUEENNCCYY::  ________________________________________                                        

AATT//NNEEAARR  HHOOMMEE//SSCCHHOOOOLL  
  
  OOTTHHEERR  IINNCCIIDDEENNTT((SS))      FFRREEQQUUEENNCCYY::  ________________________________________  



 

          ((PPLLEEAASSEE  SSPPEECCIIFFYY))::  
______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________  

  
IISS  TTHHEE  IINNCCIIDDEENNTT  PPEERRCCEEIIVVEEDD  AASS  BBEEIINNGG  MMOONNTTIIVVAATTEEDD  BBYY  HHAATTEE  DDUUEE  TTOO  TTHHEE  VVIICCTTIIMMSS  
DDIIVVEERRSSIITTYY  PPRROOFFIILLEE??  ((DDIISSAABBIILLIITTYY,,  GGEENNDDEERR,,  SSEEXXUUAALLIITTYY,,  RRAACCEE,,  RREELLIIGGIIOOUUSS  BBEELLIIEEFF,,  AAGGEE,,))  
  
YYEESS  //  NNOO  
  
IIFF  YYEESS,,  PPLLEEAASSEE  AANNSSWWEERR  TTHHEE  FFOOLLLLOOWWIINNGG  QQUUEESSTTIIOONNSS::--  
  
DDOOEESS  TTHHEE  VVIICCTTIIMM  WWIISSHH  TTOO  BBEE  RREEFFEERRRREEDD  TTOO  HHUUMMAANN  RRIIGGHHTTSS  AANNDD  EEQQUULLIITTIIEESS  CCHHAARRNNWWOOOODD  
FFOORR  SSUUPPPPOORRTT??        
  
  YYEESS//NNOO  
  
WWIILLLL  TTHHEE  VVIICCTTIIMM((SS))  GGIIVVEE  PPEERRMMIISSSSIIOONN  FFOORR  CCNNHH  TTOO  IINNFFOORRMM  TTHHEE  HHAATTEE  CCRRIIMMEE  OOFFFFIICCEERR  AATT  
LLEEIICCEESSTTEERRHHSSIIRREE  PPOOLLIICCEE??        
  
YYEESS//NNOO  
  
PPLLEEAASSEE  IINNFFOORRMM  TTHHEE  VVIICCTTIIMM  TTHHAATT  WWEE  TTAAKKEE  PPAARRTT  IINN  TTHHEE  LLEEIICCEESSTTEERRSSHHIIRREE  CCOOUUNNTTYY  
CCOOUUNNCCIILL’’SS  CCOOMMMMOONN  MMOONNIITTOORRIINNGG  PPRROOJJEECCTT..    WWIILLLL  TTHHEE  VVIICCTTIIMM  GGIIVVEE  PPEERRMMIISSSSIIOONN  FFOORR  CCNNHH  
TTOO  CCOOMMPPLLEETTEE  TTHHEE  OONN--LLIINNEE  IINNCCIIDDEENNTT  RREEPPOORRTT??  
  
YYEESS//NNOO  
  
  
WWIITTNNEESSSS  DDEETTAAIILLSS::  
  

NNAAMMEE((SS))::  AADDDDRREESSSS::  
  
  

  

  
  

  

  
  

  

  
  

  

  
  
  
  
CCOONNTTAACCTT  WWIITTHH  OOTTHHEERR  AAGGEENNCCIIEESS::  
IIFF  VVIICCTTIIMM  HHAASS  CCOONNTTAACCTTEEDD  OOTTHHEERR  AAGGEENNCCIIEESS  ((EE..GG..  PPOOLLIICCEE,,  SSOOCCIIAALL  SSEERRVVIICCEESS,,  DDOOCCTTOORR,,  
WWAARRDD  CCOOUUNNCCIILLLLOORRSS,,  TTEENNAANNTTSS  AASSSSOOCCIIAATTIIOONN,,  SSCCHHOOOOLL  OORR  OOTTHHEERR  ““LLOOCCAALL””  VVOOLLUUNNTTAARRYY  OORR  
CCOOMMMMUUNNIITTYY  GGRROOUUPP)),,  PPLLEEAASSEE  LLIISSTT  DDEETTAAIILLSS::  
  

DDAATTEE  CCOONNTTAACCTTEEDD::  AAGGEENNCCYY  NNAAMMEE::  AAGGEENNCCYY  CCOONNTTAACCTT::  
      
      
      
      



 

  
IIFF  TTHHEE  VVIICCTTIIMM  HHAASS  DDEETTAAIILLEEDD  PPHHYYSSIICCAALL  AABBUUSSEE  OORR  DDAAMMAAGGEE  TTOO  PPRROOPPEERRTTYY,,  HHAAVVEE  TTHHEE  PPOOLLIICCEE  
BBEEEENN  IINNFFOORRMMEEDD??  
  
YYEESS  //  NNOO  
  
IIFF  NNOOTT,,  EENNCCOOUURRAAGGEE  TTHHEE  VVIICCTTIIMM  TTOO  RREEPPOORRTT  TTHHEE  IINNCCIIDDEENNTT((SS))  TTOO  TTHHEE  PPOOLLIICCEE  OORR  TTOO  
AANNOOTTHHEERR  AAGGEENNCCYY  WWHHOO  WWIILLLL  DDOO  IITT  OONN  TTHHEEIIRR  BBEEHHAALLFF..    TTHHEE  OOBBJJEECCTTIIVVEE  IISS  TTHHAATT  TTHHEE  PPOOLLIICCEE  
WWIILLLL  AATTTTEEMMPPTT  TTOO  FFIINNDD  AANNDD  PPRROOSSEECCUUTTEE  TTHHEE  PPEERRPPEETTRRAATTOORR((SS))..  
  
HHAAVVEE  YYOOUU  AADDVVIISSEEDD  TTHHEE  VVIICCTTIIMM  TTHHAATT  SS//HHEE  CCAANN  MMAAKKEE  AA  SSEELLFF  RREEFFEERRRRAALL  TTOO  VVIICCTTIIMM  
SSUUPPPPOORRTT??      
    
YYEESS//NNOO  
  
WWIILLLL  TTHHEE  VVIICCTTIIMM((SS))  GGIIVVEE  PPEERRMMIISSSSIIOONN  FFOORR  CCNNHH  TTOO  IINNFFOORRMM  TTHHEE  PPOOLLIICCEE??                                              YYEESS//NNOO  
  
WWIILLLL  TTHHEE  VVIICCTTIIMM((SS))  GGIIVVEE  PPEERRMMIISSSSIIOONN  TTOO  CCOONNTTAACCTT  OOTTHHEERR  AAGGEENNCCIIEESS??                                                    YYEESS//NNOO  
  
WWIILLLL  TTHHEE  VVIICCTTIIMM((SS))  GGIIVVEE  PPEERRMMIISSSSIIOONN  TTOO  CCOONNTTAACCTT  TTHHEE  LLOOCCAALL  TTEENNAANNTTSS  
AANNDD  RREESSIIDDEENNTTSS  GGRROOUUPP  WWHHEERREE  OONNEE  OOPPEERRAATTEESS??                                                                                                          YYEESS//NNOO  
  
LLEEGGAALL  AACCTTIIOONN  BBYY  CCNNHH   
  
EEXXPPLLAAIINN  TTHHEE  WWIILLLLIINNGGNNEESSSS  OOFF  CCNNHH  TTOO  PPRROOSSEECCUUTTEE  TTHHEE  PPEERRPPEETTRRAATTOORR((SS))..  
  
IISS  TTHHEE  VVIICCTTIIMM  WWIILLLLIINNGG  TTOO  IIDDEENNTTIIFFYY  TTHHEE  PPEERRPPEETTRRAATTOORR((SS))??                                                                      YYEESS  //  NNOO  
  
DDOOEESS  TTHHEE  VVIICCTTIIMM  AAGGRREEEE  TTOO  CCNNHH  AAPPPPRROOAACCHHIINNGG  TTHHEE  PPEERRPPEETTRRAATTOORR((SS))??                                          YYEESS  //  NNOO  
  
DDEETTAAIILLSS  OOFF  AALLLLEEGGEEDD  PPEERRPPEETTRRAATTOORR((SS))  ((IIFF  KKNNOOWWNN))::  
  

NNAAMMEE((SS))::  AADDDDRREESSSS::  
  
  

  

  
  

  

  
  

  

  
  

  

  

HHAASS  TTHHEE  VVIICCTTIIMM  RREEQQUUEESSTTEEDD  AA  TTRRAANNSSFFEERR??                                                                            YYEESS  //  NNOO  
  
  
AADDVVIICCEE  GGIIVVEENN  BBYY  HHOO  TTOO  VVIICCTTIIMM::--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------  

  
AADDVVIICCEE  GGIIVVEENN  BBYY  AASSBB  CCOOOORRDDIINNAATTOORR    //    HHOOUUSSIINNGG  SSEERRVVIICCEESS  MMAANNAAGGEERR  --  TTOO  HHOOUUSSIINNGG  
OOFFFFIICCEERR::  
______________________________________________________________________________________________________________________________________________________________________



 

______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________
______________________________________________________________________________________________________________________________________________________________________  
  

  

SSIIGGNNAATTUURREE  OOFF  VVIICCTTIIMM::  __________________________________________________________________                                        DDAATTEE::  __________________                            

SSIIGGNNAATTUURREE  ((HHOOUUSSIINNGG  OOFFFFIICCEERR))::  ______________________________________________                                                            DDAATTEE::  ________________  

SSIIGGNNAATTUURREE  ((AASSBB  CCOOOORRDDIINNAATTOORR))  ((CCNNHH))))::      ____________________________________________________________                                        

DDAATTEE::  ________________  

  
  
DDAATTEE  SSEENNTT::  CCOOPPYY  SSEENNTT  TTOO::  
  TTOOPP  CCOOPPYY  TTOO  VVIICCTTIIMM’’SS  FFIILLEE  
  PPEERRPPEETTRRAATTOORRSS  FFIILLEE((SS))  ((IIFF  KKNNOOWWNN))  
    HHOOUUSSIINNGG  SSEERRVVIICCEESS    MMAANNAAGGEERR  //  AASSBB  

CCOOOORRDDIINNAATTOORR  CCNNHH  
  AASSBB  CCOO--OORRDDIINNAATTOORR  CCBBCC  
  
  
  
  



 

AALLLLEEGGEEDD  PPEERRPPEETTRRAATTOORR  HHAATTEE  IINNCCIIDDEENNTT  IINNTTEERRVVIIEEWW  FFOORRMM  HHAA22  
  
VVIISSIITTIINNGG  OOFFFFIICCEERRSS::  ________________________________________________________________________________________________  
  
AARREEAA::  __________________________________________________________________________________________________________________________  
  
DDAATTEE  IINNCCIIDDEENNTT  RREEPPOORRTTEEDD::  ____//____//____  
DDAATTEE  OOFF  VVIISSIITT::      ____//____//____  
  
FFOORREENNAAMMEE      

  
SSUURRNNAAMMEE    

  
AADDDDRREESSSS  
  

  
  
  

PPOOSSTTCCOODDEE    
  

  

  
IISS  TTHHEE  PPEERRPPEETTRRAATTOORR  VVUULLNNEERRAABBLLEE  DDUUEE  TTOO  AALLCCOOHHOOLL  MMIISSUUSSEE,,  DDRRUUGG  MMIISSUUSSEE,,  MMEENNTTAALL  IILLLL  
HHEEAALLTTHH,,  LLEEAARRNNIINNGG  DDIISSAABBIILLIITTYY,,  EELLDDEERRLLYY,,  PPHHYYSSIICCAALL  DDIISSAABBIILLIITTYY  OORR  OOTTHHEERR??      YYEESS//NNOO  
  
IIFF  YYEESS,,  PPLLEEAASSEE  CCOOMMPPLLEETTEE  TTHHEE  VVUULLNNEERRAABBLLEE  PPEERRPPEETTRRAATTOORR  FFOORRMM  AANNDD  AATTTTAACCHH  TTOO  TTHHEE  HH22..    
((TTHHIISS  FFOORRMM  CCAANN  BBEE  FFOOUUNNDD  OONN  TTHHEE  VV  DDRRIIVVEE  UUNNDDEERR  AASSBB  BBLLAANNKK  FFOORRMMSS  OORR  IINN  YYOOUURR  AASSBB  
PPRROOCCEEDDUURREE  GGUUIIDDEE  UUNNDDEERR  TTHHEE  ‘‘GGAATTHHEERRIINNGG  EEVVIIDDEENNCCEE’’  SSEECCTTIIOONN))  
  
EETTHHNNIICC  OORRIIGGIINN  ((NNOOTT  CCOOMMPPUULLSSOORRYY,,  VVIICCTTIIMM  TTOO  CCHHOOOOSSEE  CCAATTEEGGOORRYY))::  
  

BBLLAACCKK  
WWHHIITTEE  
AASSIIAANN  
MMIIXXEEDD  RRAACCEE  

  
AAGGEE  GGRROOUUPP  
  

1166--2244  
2255--3344  
3355--4444  
4455--5544  
5555--6644  
6655--7744  
7755--8844  
8855++  

  
DDIISSAABBIILLIITTYY        YYEESS//NNOO  
  
BBEELLIIEEFF//RREELLIIGGIIOONN  
  

AATTHHEEIISSTT//SSEECCUULLAARR//AAGGNNOOSSTTIICC  
CCHHRRIISSTTRRIIAANNIITTYY  
JJUUDDAAIISSMM  
IISSLLAAMM  
SSIIKKHHIISSMM  
HHIINNDDUUIISSMM  
BBUUDDDDHHIISSMM  
OOTTHHEERR  
PPRREEFFEERR  NNOOTT  TTOO  SSAAYY  



 

  
GGEENNDDEERR  IIDDEENNTTIITTYY  
  

MMAALLEE  
FFEEMMAALLEE  
TTRRAANNSSGGEENNDDEERR  
PPRREEFFEERR  NNOOTT  TTOO  SSAAYY  

  
SSEEXXUUAALL  OORRIIEENNTTAATTIIOONN  ((NNOOTT  CCOOMMPPUULLSSOORRYY,,  VVIICCTTIIMM  TTOO  CCHHOOOOSSEE  CCAATTEEGGOORRYY))::  
  

HHEETTEERROOSSEEXXUUAALL  
LLEESSBBIIAANN  
GGAAYY  
BBIISSEEXXUUAALL  
OOTTHHEERR  
PPRREEFFEERR  NNOOTT  TTOO  SSAAYY  

  
HHAAVVIINNGG  PPRROOVVIIDDEEDD  TTHHEE  PPEERRPPEETTRRAATTOORRSS  ((OORR  TTHHEEIIRR  PPAARREENNTTSS//GGUUAARRDDIIAANNSS  IIFF  TTHHEEYY  AARREE  
CCHHIILLDDRREENN))  WWIITTHH  DDEETTAAIILLSS  OOFF  TTHHEE  AALLLLEEGGEEDD  HHAARRAASSSSMMEENNTT,,  AA  CCAARREEFFUULL  NNOOTTEE  SSHHOOUULLDD  BBEE  
KKEEPPTT  OOFF  TTHHEEIIRR  RREESSPPOONNSSEE..    ((TTHHIISS  IINNFFOORRMMAATTIIOONN  IISS  IIMMPPOORRTTAANNTT  AASS  YYOOUU  MMAAYY  BBEE  CCAALLLLEEDD  
UUPPOONN  LLAATTEERR  TTOO  RREEPPOORRTT  TTHHIISS  TTOO  LLEEGGAALL  SSEERRVVIICCEESS))..  
  
RREESSPPOONNSSEE  TTOO  TTHHEE  AALLLLEEGGAATTIIOONNSS::  ((CCOONNTTIINNUUEE  OONN  AA  SSEEPPEEAARRTTEE  SSHHEEEETT  AASS  RREEQQUUIIRREEDD))  
______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________  

  

DDEETTAAIILLSS  OOFF  IINNTTEERRVVIIEEWW::  
______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________________________________________________________________________________________________  

  

  

  
  



 

PPRROOPPOOSSEEDD  CCOOUURRSSEE  OOFF  AACCTTIIOONN  FFOOLLLLOOWWIINNGG  PPEERRPPEETTRRAATTOORR  IINNTTEERRVVIIEEWW  ––  GGIIVVEE  RREEAASSOONNSS::  
  

  

  

  

  

  

  

  
SSIIGGNNAATTUURREE  IINNTTEERRVVIIEEWWEEEE              ______________________________________                                                                      DDAATTEE::  __________________  
  
SSIIGGNNAATTUURREE  ((HHOOUUSSIINNGG  OOFFFFIICCEERR))::  __________  ______________________________                                          DDAATTEE::  __________________  
  
SSIIGGNNAATTUURREE  ((AASSBB  CCOOOORRDDIINNAATTOORR  ((CCNNHH))))::      ____________________________________                  DDAATTEE::  __________________  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  





  

Hate Incident Action Project Referral Form 
 
Referred to Referred from 
Name & Address: 

 

 

 

 

Phone No: 

Contact Name: 

 
Name & Address: 

 

 

 

 

Phone No: 

Contact Name: 

 
Appointment date and time: (if applicable)  

 
 
Client’s Details 
Name: 

Address: 

 

 

 

Phone no: 

Date of birth: 

 
Case reference: 
 
Documents attached: 
(no of sheets) 
 
Other relevant information (e.g. access needs): 
 

Case Summary (attach relevant case notes) Key Dates: 
 
 
 
 
 
 

 

Reason for Referral (i.e. which strand) 
Case complexity/level of help required 
 
 
 
 
 
 
 

 Other 
 
 

Client’s Declaration 
 I agree to the referral of my case to the organisation detailed above and I authorise the 

transfer/copying of any relevant case notes/documents. 

 I understand the reasons for the referral. 

 
Signed                                                                                                   Date 
 
 
 
 
PPLLEEAASSEE  SSEENNDD  TTHHEE  CCOOMMPPLLEETTEEDD  FFOORRMM  TTOO  
IINNFFOO@@HHUUMMAANNRRIIGGHHTTSSAANNDDEEQQUUAALLIITTIIEESSCCHHAARRNNWWOOOODD..OORRGG  
  
 
 





  

Legislation Regulation and Guidance 
 

 Protection from harassment act 1997 
 Race relations act 1976 
 Race relations (Amendment) act 2000 
 The criminal justice and public order act 1994 
 Schedule 2, ground 1 of the Housing Act 1985 
 The Housing Act 1996 
 The Crime and Disorder Act 1998 
 Anti-Social Behaviour Act 2003 
 Racial and religious hatred act 2006 
 Human rights act 1998 

 
 Management Transfer procedure 
 Supporting Victims procedure 
 Witness support scheme 

  
  
  
  
  
  
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Hate incident report form HA1 - online reporting version only. 
Date incident reported to CNH: 
       Mr           Mrs       Miss              Ms      other 
Name: _____________________________________________________________________________ 
Address: _________________________________________________________________________ 
 
_________________________________________________________________________________ 
Postcode:________________________________________________________________________ 
 
Ethnic origin (not compulsory): 
      black 
     white 
     asian 
     mixed race 
 
Age group 
     16-24      
     25-34 
     35-44 
     45-54 
     55-64 
     65-74 
     75-84 
     85+ 
 
Do you consider yourself to have a disability?     yes/no 
 
Belief/religion 
Atheist/secular/agnostic 

 Christianity  Judaism  Islam 
 Sikhism  Hinduism  Buddhism 
  Other   prefer not to say 
 
Gender identity 

 Male    female 
 Transgender  prefer not to say 

 
Sexual orientation (not compulsory, victim to choose category): 

 Heterosexual   lesbian 
 Gay   bisexual 
other   prefer not to say 

 
Household composition 
Male/female forename(s) surname(s) relationship Date of birth 
     
     
     
     
 
Incident 
Date of incident:              __ / __ / __ (am / pm) 
 
 
 
Location of incident: 
___________________________________________________________________________________ 
_________________________________________________________________________________ 
 



 

Details of incident: 
___________________________________________________________________________________ 
___________________________________________________________________________________ 
___________________________________________________________________________________ 
___________________________________________________________________________________ 
 
Interpreter required?                                                                                                        Yes / no 
If yes, please specify your language spoken:  _________________________________________ 
 
Sign language?                                                                                                                        Yes / no 
 
Preferred method of communication? 
  Verbal   in writing   email 
 
Harassment 
Details of harassment (dates, times, places, actions, witnesses): 
___________________________________________________________________________________ 
___________________________________________________________________________________ 
___________________________________________________________________________________ 
___________________________________________________________________________________ 
__________________________________________________________________________________ 
 
Other incidents: 
 graffiti on property     frequency:  ___________________ 
 damage to property     frequency:  ___________________ 
 verbal assault/abuse     frequency:  ___________________ 
 physical assault     frequency: ____________________ 
 abusive letters      frequency:  ___________________ 
 objects/substances thrown at property  frequency:  ____________________ 
 objects/substances put through letter box  frequency:  ___________________ 
            damage to motor vehicle    frequency:  __________________ 
 attack on children at/near home/school          frequency: ___________________                    
 other incident(s)            (please specify):  frequency: ____________________ 
___________________________________________________________________________________
___________________________________________________________________________________
________________________________________________________________________________ 
 
Is the incident perceived as being motivated by hate due to your diversity profile? (disability, gender, 
sexuality, race, religious belief, age,)   Yes / no 
If yes, please answer the following questions:- 
Do you wish to be referred to Human Rights and Equalities Charnwood for support?  yes/no 
Will you give permission for CNH to inform the hate crime officer at Leicestershire police?       Yes/no 
 
Witness details: 
Name(s) Address 
  
  
  
 
Contact with other agencies: 
If you have have contacted other agencies (eg police, social services, doctor, ward councillors, tenants 
association, school or other ‘local’ voluntary or community group), please list details: 
DDaattee  ccoonnttaacctteedd   AAggeennccyy  nnaammee   AAggeennccyy  ccoonnttaacctt  

      
      
      
      



 

 
If you have detailed physical abuse or damage to property, have the police been informed?   Yes / no 
Do you give permission for CNH to inform the police?                        Yes/no 
Do you give permission for CNH to contact other agencies?                          Yes/no 
Do you give permission for CNH to contact the local tenants and residents’ group where one operates? 
  Yes/no 
 
Legal action by CNH 
Are you willing to identify the perpetrator(s)?                                    Yes / no 
Do you give consent for CNH to contact identified perpetrators?  Yes / no 
 
Please sign (type your name) and date below 
Name Date 
  



  

 

2. Hate Incident, Hate Crime and/or Racial Harassment  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 5 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
   
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Complaint of Hate Incident, Hate Crime 

and/or Racial Harassment 
 

Follow incremental approach workflow 
 

If consent given, write to tenant and 
resident group 
 

Interview alleged Perpetrator 
Complete H1 
Issue Verbal Warning (DISPOSAL) 
 

Interview Complainant 
Complete HA1 
Agree Action Plan 
Log on Sentinel 
Trigger ASB co-ordinator 
Trigger Police Beat Manager if consent given by 
complainant 
Make referral to HIAP 
Complete county Hare incident record on-line 

1

5 

5 





  

3. Domestic Abuse 
 
 
Definition 
 
CNH adopts the Ministry of Justice definition of domestic abuse which defines domestic abuse as:- 
 
“Any incident of threatening behaviour, violence or abuse (psychological, physical, sexual, financial or 
emotional) between adults who are or have been intimate partners or family members, regardless of 
gender or sexual orientation” 
 
Policy Statement 
 
Domestic abuse is a serious issue and is prevalent in our society. CNH is committed to taking measures 
to provide support and assistance to the survivor, to take action against the perpetrator, and assist in the 
prevention of domestic abuse. 
 
In line with current guidance, CNH uses the term ‘Survivor’ of abuse, rather than ‘Victim’.  Often domestic 
abuse is about the abuse of power within a relationship.  The term victim can be derogatory as it adds 
further connotations that the person affected is ‘weak’ and ‘powerless’.  The term survivor is an 
empowering statement, reflecting the ability of the affected person to regain power after their abuse. 
  
The organisation’s first priority is to offer appropriate advice and assistance to the person facing domestic 
abuse. Any action taken will aim to increase the safety of those experiencing abuse, whether this is by 
removing them from the area of risk or increasing security to their home. Wherever possible CNH will 
take action against the perpetrator. 
 
Clause 7 (g) of the tenancy agreement states:- 
 
“You must not use or threaten violence against any other person in your home or in your neighbourhood 
nor allow or permit any persons residing in or visiting the property to do the same”. 
 
These procedures relate to all tenants of Charnwood Borough Council. This includes introductory 
tenants, Secure Tenants and Non-Secure Tenants. 
 
In dealing with cases of domestic abuse, CNH will operate a "survivor" orientated approach at all times. 
This means the following guiding principles will apply: 
 
a) Advice and Assistance 
 
The organisation’s first priority is to offer appropriate advice and assistance to the person facing domestic 
abuse 
 
b) Confidentiality 
 
Officers will respect the confidentiality required of such cases; however, it may be appropriate on 
occasion to notify agencies of concerns without the survivor's consent, for example Social Services if 
there is fear of child abuse. However, all practicable steps should be taken to inform the non-abusing 
parent that a referral is being made. The tenant will be made aware that the complaint will be recorded on 
Sentinel database and that this information is routinely shared with the police. 
 
c) Responding Appropriately 
 
The survivor’s word will be accepted, until and unless further investigation proves otherwise. Their 
complaint will be treated seriously in a non-judgmental manner. The survivor should be given the choice 
of seeing an officer who has a sensitivity or knowledge of a survivors diversity, for example same gender. 
The assistance of an interpreter should be requested where a survivor's first language is not English. 
 



 

d) Prevention 
 
CNH will work with CBC on issues of raising the profile of DA to our community 
 
1. All staff are to be receptive and sensitive when dealing with cases of domestic abuse. 
 
2. In the first instance, the survivor should approach their Housing Officer. However, in an emergency the 
survivor may approach any member of CNH staff for help/advice on domestic abuse: 
 
3. All officers have a role/responsibility to pass on all relevant information with the consent of the survivor 
to the Housing Officer. Child protection concerns should be passed on to the relevant agency even if 
consent is not given. 
 
Out of Hours 
 
If contact is made out of hours to the Charnwood Lifeline Service, they will contact the Housing Services 
Manager. 
 
a)  If the survivor is in immediate danger -the Police should be contacted with the survivor’s consent. 

There is no detriment to the survivor in terms of this procedure if they do not consent to the police 
being contacted at this time. 

 
b)  If the survivor is unable to return home, the Housing Services Manager should enquire whether the 

survivor wishes to be placed in temporary accommodation. If this is required, the Housing Services 
Manager should place the survivor and any family members in temporary accommodation initially for 
one night only. The survivor should then be advised to contact the Tenancy Management team the 
next working day. A named person, address and contact number will be given in an appropriate 
format. 

 
c)  The survivor should be advised prior to placement that they will be required to attend an interview with 

the Housing Needs Team the following day. The survivor should be provided with details for 
contacting the Women’s Refuge and Bridge Housing Services for independent advice. 

 
d) The Housing Officer must be advised as quickly as possible, by telephone or by e-mail, copied to the 

Anti Social Behavior Coordinator (CNH). 
 
e) The Housing Needs Team manager should be e-mailed all details of the case as soon as practical. 

When the survivor is a CNH tenant this should be copied to the relevant Anti Social Behavior 
Coordinator (CNH)/Housing Officer. The council has a statutory responsibility to offer temporary 
accommodation to people with dependent children and some couples/ single people fleeing domestic 
abuse 

 
4.0 Role of Housing Officer 
 
a) The Housing Officer plays a crucial role and is responsible for interviewing the survivor, carrying out 

investigations and completing reports. 
b)  On receipt of a DA referral/complaint, the Housing Officer should offer immediate advice, fill in 

Domestic Abuse Report form DA1 and interview the survivor.  The Domestic Abuse Report form DA2 
and CAADA (co-ordinate action against domestic abuse) risk assessment should be completed within 
48 hours of the initial referral/complaint. 

 
(c) Where the CAADA risk assessment receives 14 points or more, an immediate referral must be made 

to the MARAC (multi agency risk assessment conference) via the IDVA (intensive domestic violence 
advocate) by e-mailing a copy of the CAADA to angela@lwa.org.uk  Where the risk assessment 
receives less than 14 points, consideration should be given to referring the survivor to women’s aid, 
with his/her agreement, for advise and further assistance. 

 

mailto:angela@lwa.org.uk�


 

d)  If there are language difficulties due to English not being a first language, arrangements should be 
made to use Language line or an interpreter. 

 
e)  Where there are any doubts concerning the survivor’s immigration status, reference should be made 

to paragraph 12.1. 
 
The Housing Officer will face different requests from survivors; it is recommended that they adopt the 
following procedures for each circumstance. 
 
f)  The Housing Officer should endeavor to remain non-judgmental and offer practical and impartial 

advice. He/she should also be aware that if the survivor has children with him/her, s/he might not wish 
to discuss sensitive issues in their presence. If this is the case, s/he should be given an opportunity to 
see the Housing Officer again at a more convenient time. 

 
g) It should be noted that where the survivor is not a tenant, advice would be limited to referral to the 

Housing Needs Team or an appropriate advice agency. 
 
4.1 If the survivor is in danger on returning home the Housing Officer should refer the survivor to the 

Housing Needs Team.  In some cases the authority will provide interim temporary accommodation 
pending a decision on how the council can help the survivor. If the survivor does not wish to accept 
temporary accommodation, the Housing Officer can suggest they stay with a friend or relative or 
alternatively contact a Women’s refuge by calling 0808 2000247. 

 
4.2 If the survivor is placed in temporary accommodation and is a sole tenant, the Housing Officer, 

subject to the agreement of the Anti Social Behavior Coordinator (CNH), can make arrangements to 
keep the property secure. The need for this will be reviewed on a fortnightly basis. 

 
4.3 Wherever appropriate, survivors wishing to remain in their property should be encouraged to do so, 

and the Housing Officer can give the following support: 
 

- The Housing Officer can provide the survivor with a "crisis plan" where appropriate or requested. 
 

- The Housing Officer can make a referral to either Loughborough Womens Aid or Leicestershire 
Police who will in turn offer support and consider security improvements under the Sanctuary 
Scheme. Contacts for the referral are:- 

 
Loughborough Women’s Aid DV outreach 
Tel: 01509 552549 
Mobile: 0777 3399230  
Email: www.shell@lwa.org.uk 
 
National Domestic Abuse Free phone Helpline: 0808 2000 247 
 
Leicestershire Police Domestic Abuse Unit 0116 2484174 
 
4.4 If Security measures are recommended by the sanctuary scheme, the Housing Officer will raise the 

appropriate orders with the Contact Centre and will give a vote code where appropriate. 
 
The Role of the Sanctuary Scheme 
 
The Sanctuary Scheme is a multi agency initiative within the borough of Charnwood to help survivors of 
domestic abuse.  The partners are Charnwood Borough Council, Charnwood Neighbourhood Housing, 
Leicestershire Police, Loughborough Women’s Aid, Care and Repair and Leicestershire Fire Service. 
 
The Sanctuary scheme is an initiative that provides extra security for survivors of domestic abuse who 
wish to remain in their current accommodation. The scheme enable survivors of domestic abuse to 
remain in their property rather than face the upheaval of moving. 
 



 

For the purposes of the Charnwood scheme the intention is to provide sufficient extra security to allow a 
survivor to feel safe in their home. 
 
A Crime Reduction Officer from Leicestershire police will visit the property and assess what security 
measures are required. They will make this assessment in light of advice gained from the fire service.  
For further guidance on the Sanctuary Scheme please consult the Housing Management procedure 
guide ‘Sanctuary Scheme’. 
 
It is intended that where other support is not available Loughborough Women’s Aid will support those 
assisted under the Sanctuary scheme through their outreach programme. 
 
Women’s aid can support male and female survivors of domestic abuse. 
 
5.0 If the survivor requests to be moved 
 
a)  If a survivor requests a transfer for safety reasons then subject to further information being obtained 

from other agencies, e.g. the Police, G.P, Social Worker, a priority transfer may be considered 
 
b)  The Housing Officer will arrange to interview and complete the transfer application and attach a copy 

of the DA1,DA2 and CAADA risk assessment to the application. If there are language difficulties such 
as English not being a first language, Language line can be used. 

 
c)  The Housing Officer after consulting the Anti Social Behavior Coordinator (CNH) will seek the 

approval of the Housing Services Manager for a management transfer. This will include providing 
supporting documentation for the case 

 
d)  If a management transfer is agreed, the survivor must give notice to terminate their existing tenancy 

(NTQ).   Where we are told that there are communication difficulties for example difficulties reading or 
writing we will offer additional assistance with this.  A management transfer must be completed and 
an offer of alternative accommodation made whilst the notice period is running. 

 
6. Transfer Applications 
 
6.1 When completing a transfer application the Housing Officer should impress upon the survivor that the 

following guidelines apply. 
 
6.2 They will be expected to move as far away from the area of threat as possible. This will ensure that 

the repetition of domestic abuse by the perpetrator is severely reduced. Generally, CNH would not 
expect the survivor to move within at least a one mile radius of the property but ideally another part of 
the borough. The survivor should also consider changing, the children’s school and avoiding regular 
haunts known to the perpetrator. 

 
6.3 In line with management transfer practice, no betterment shall result; therefore similar sized 

accommodation will be allocated. The only exception to this is where a very high priority exists to 
move to larger accommodation and therefore the survivor would have been re-housed in the near 
future. That survivor’s, who, after a move still require larger accommodation, can re-register on the 
transfer list. 

 
6.4 The principle underlying management transfers is to affect a quick transfer; therefore the survivor 

cannot be too restrictive in their areas of choice or type of accommodation though safety will remain a 
priority at all times. 

 
6.5 One offer only of alternative accommodation applies (subject to the offer being reasonable). 
 
6.6 Undertake to assist in making arrangements for alternative accommodation. Survivors may be eligible 

for decoration allowance payments. 
 
 



 

7. If the Survivor has left the property 
 
7.1 For secure tenancies, ground 2A is added to schedule 2 of the Housing Act 1985 by section 145 of 

the Housing Act 1996. This ground applies where the dwelling is occupied by a married or civil 
partnership couple or a couple living together as husband and wife or same sex partners whether or 
not there are other people living there as well. The conditions are that: 

 
• One or both of the partners is a tenant i.e. a sole or joint tenancy 
• One partner has left because of abuse or threats of abuse by the other towards her/himself or another 

member of her/his family who was also living with her/him immediately before s/he left and 
• The court is satisfied that the partner who has left is unlikely to return. 
 If the new 'domestic abuse' ground (2A) is being used, and the partner who has left is not a tenant, i.e. 

the tenancy is in the perpetrator's sole name, the landlord must serve a copy of the notice on the 
partner who has left, or take all reasonable steps to do so. If this has not been done the court will not 
entertain proceedings. (new section 83A (3) and (4)). 

 Where the domestic abuse ground is specified in proceedings, the court has discretion to dispense with 
the requirement to serve notice on the non-tenant if it considers it just and equitable. (new section 
83A(5)). 

 
If the Survivor wants to stay and the tenancy is a joint tenancy 
 
CNH has discretion to allow the creation of a new tenancy to the survivor at the same address, following 
a valid notice to terminate from one party of the joint tenancy.  This is not considered an allocation under 
the allocations policy (page 4 CBC Allocations Policy).  CNH staff need to show caution when giving 
advice to this affect to ensure no coercion has occurred.  Best practice suggests that advise regarding 
this option should be fully explained by external housing advisors such as the Bridge, Citizens Advice 
Bureau or a trained solicitor. 
 
Survivors most at risk of homicide or serious harm – Role of the MARAC – Multi agency Risk 
Assessment Conference 
 
Leicester, Leicestershire and Rutland are working in partnership to instigate the pilot of a Multi Agency 
Risk Assessment Conference – MARAC.  The MARAC is a process which will enable a group of 
representatives from a number of agencies to meet on a regular basis to share information on those 
survivors of domestic abuse who are at the highest risk of homicide or serious harm. A unique support 
plan will be formulated, aimed at effectively managing and reducing the level of risk posed to them and 
their children. 
 
Aims of the MARAC 
 
To share information to increase the safety, health and well being of survivors and their children 
To determine the risk posed by a perpetrator to an individual or community 
To implement an integrated risk management plan 
To reduce repeat survivorisation 
To improve agency accountability 
 
8. Role of Anti Social Behavior Coordinator (CNH) 
 
The Anti Social Behavior Coordinator (CNH) can provide advice to the Housing Officer in the following 
ways. The Anti Social Behavior Coordinator (CNH) will: 
 
a)  Be responsible for agreeing any security arrangements that are deemed necessary, if the survivor is 

to remain at home. 
 
b) Authorise the use of equipment to make the property secure when the survivor is absent temporarily. 
 
c)  Oversee all cases requesting management transfer before being passed to the Housing Services 

Manager for approval. 



 

 
d)  Keep a record of those cases of domestic abuse that receive a management transfer, and a record of 

security improvements in their area on a quarterly basis, so that the cost to the Housing Revenue 
Account (HRA) is known. This will be reported to Board on a bi-annual basis. 

 
9. Role of Housing Services Manager 
 
The Housing Services Manager will: 
 
a) Approve payments for additional security 
 
b) Decide on priority transfer requests, and assess each case on its merits 
 
c)  Work with Legal Services on any statutory developments that affect the survivors of domestic abuse, 

and decide on an appropriate clause for the Council's Tenancy Agreement 
 
10. Guidelines for Managers 
 
a) Staff dealing with survivors of domestic abuse may find this work difficult and stressful 
 
b) Managers need to be aware that staff may benefit from a debriefing after a distressing interview 
 
c) Any member of staff seeking counseling should be encouraged to take up services provided by CBC 
 
d)  Managers need to be aware that with the prevalence of domestic abuse in society, it is statistically 

likely that a member of staff could be a survivor or perpetrator of domestic abuse. This being the 
case, managers need to be vigilant and ensure that subjective judgment is not used when 
determining whether a tenant is telling the truth 

 
e)  CNH is working to reduce the incidence of domestic abuse and assist survivors. All staff employed by 

CNH must follow the staff code of conduct, particularly in relation to personal relationships with staff 
and/or customers. Staff must not use CNH equipment or facilities such as telephones, E-mail, 
transport to harass intimidate, incite others or commit domestic abuse. This applies to other 
employees as well as non-employees of the organisation. Any member of staff engaging in such 
practices will be subject to disciplinary action. CNH will also offer any practical support to staff 
affected by domestic abuse. 

 
11. Public Awareness Campaign 
 
11.1 Posters and leaflets regarding domestic abuse should be displayed prominently in CNH Reception 

areas. CNH also raise awareness periodically in the tenants’ newsletter. 
 
12. GUIDANCE 
 
12.1 Domestic Abuse and Immigration Status 
 
It should be noted that the Immigration Act, which was introduced in 1988, requires that all marriages 
involving immigrants are given a two-year trial period. If the marriage comes to an end within this time, 
the partner can make an application for stay providing they can prove there was domestic abuse. They 
would need to produce evidence such as an injunction, non-molestation order, other protection order or a 
relevant court conviction against the sponsor or full details of a relevant police caution. Other evidence, 
such as that provided by women’s/mens support organisations, is also now accepted. 
 
12.2 Immigration and Nationality laws are very complex and Housing Officers should advise any tenant 

with immigration queries to seek advice from a solicitor, law centre, or the Joint Council for the 
Welfare of Immigration. 

 
 



 

12.3 Legal Advice 
 
The Housing Officer can inform the survivor of the possible options available. However, it should be 
emphasised that any specialist legal advice should be sought from an independent source, e.g. solicitor, 
law centre, Bridge Housing Advice Service and /or Women's Aid. These options will depend on the 
individual circumstances of the case particularly in relation to the tenancy status, i.e. in whose name the 
tenancy is, and whether it is a joint or sole tenancy: 
 
a)  Section 24 of the Matrimonial Causes Act 1973 empowers a court to transfer a joint tenancy to the 

sole name of one of the joint tenants and from a sole tenant to a non-tenant. The property adjustment 
order can be made on the granting of a decree of divorce, a decree of nullity of marriage or a decree 
of judicial separation or at any time thereafter 

 
b) The Family Law Act Part 1V1997 empowers the court to grant occupation orders and non molestation 

orders against a violent partner 
 
c)  In the case of a joint tenancy, if a decision is taken to re-house and grant a sole tenancy to the 

survivor, it is expected that the survivor serve a Notice to Quit bringing the joint tenancy to an end.  If 
we are told of any communication difficulties such as poor literacy levels we will offer additional 
support. This is to prevent the perpetrator of the abuse under-occupying the previous home. It is also 
not CNH practice to create two tenancies out of one. If the premises are vacant at the expiry of the 
Notice, then possession can be obtained immediately. If the premises are still occupied, then 
possession proceedings should be automatically applied. 

 
CNH will actively support any survivor of domestic abuse who wishes to remain in their home by taking 
court action to terminate the perpetrators tenancy or exclude them from the property. Any court action will 
be dependant on sufficient evidence being available and the willingness of the survivor to co-operate. 
However, where sufficient evidence is available, CNH reserves the right to take action independently of 
the survivor or to provide evidence for the police to take action.  There is no detriment to the survivor in 
terms of these procedures if they do not give consent for the police to be contacted and CNH will advise 
the survivor if we intend to act without the survivors’ permission. 
 
12.4 In other cases where one joint tenant approaches a Housing Officer and requests advice or 
guidance as to how the joint tenancy may be determined, it is not generally appropriate to advise that 
joint tenant that a Notice to Quit may be served on the Council. This may be construed as effecting undue 
influence on a case, and could leave the Council open to claims of maladministration from the remaining 
joint tenant. In all such cases, the tenant should be advised to seek their own legal advice. It also follows 
that no Housing Officer should endeavor to assist a joint tenant in preparing a Notice to Quit to be served 
upon the Council. 
 
13. Crisis Plan –( this can be made available in large print/Braille/translated.) 
 
13.1 Find somewhere you can quickly and easily use a phone (neighbour/relative/friend/other contacts) 
 
13.2 Make and carry with you a list of numbers for use in an emergency. Include friends, relatives, 

Women's Aid, etc. (even well known numbers can be forgotten in a panic). 
 
13.3 Try to save some money for bus, train, and cab fares. 
 
13.4 Have an extra set of keys for house, flat, car. 
 
13.5 Keep the keys, money and a set of clothes for you and the children packed ready in a bag that you 

can quickly get and take. 
 
13.6 Talk to your children. 
 
13.7 If you have more time to plan leaving, do as much as possible of the following: 
 



 

a)  Leave when s/he is not around 
b)  Take your children with you 
c)  Take your legal and financial papers, marriage and birth certificates, court orders, national health 

cards, passports, driving license, child credit books, address book, bank books, cheque books, credit 
cards, or copies etc 

d)  Take any of your personal possessions which have a sentimental value photographs or jewellery, for 
example 

e)  Take favourite toys for the children 
f)   Take clothing for several days 
g)  Take any medicine you or your children might need 
 
13.8 If you do leave and later discover you have forgotten something, you can always arrange for the 

protection of a police escort to return home to collect it. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 Domestic Abuse Report DA1 
 
Date survivor first approached CNH:  
 
Date DA1 Completed:  
 
Details of tenant/survivor: 
 
FFOORREENNAAMMEE((SS))    

  
SSUURRNNAAMMEE::    

  
AADDDDRREESSSS::    

  
  
  

PPOOSSTTCCOODDEE::    
  

TTEELLEEPPHHOONNEE::    
  

  

 
Lived here since (date):___/___/_____ 
 
How Reported? 
 

Telephone 
Office visit 
Out of office home visit 
Letter 
E-mail 

 
Is an Interpreter required?                                                                                                              YES / NO 
 
If so in which language_________________________________________________________________ 
 
What is the tenant preferred method of communication? 
 

Verbal 
Written 
E-mail 

 
PPEERRPPEETTRRAATTOORRSS  
FFOORREENNAAMMEE((SS))  

  
  

SSUURRNNAAMMEE::    
  

RREELLAATTIIOONNSSHHIIPP  TTOO  
TTHHEE  SSUURRVVIIVVOORR  

  
  
  

 
 
Brief summary of case: ________________________________________________________________ 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________ 



 

 
Case referred to: ________________________________________________ 
 
 
 
Advice given: ________________________________________________________________________ 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________ 
___________________________________________________________________________________ 
((CCOONNTTIINNUUEE  OONN  AA  SSEEPPEEAARRTTEE  SSHHEEEETT  AASS  RREEQQUUIIRREEDD 
 
Signed: ___________________________ Date: __________ 
 
Print Name: ___________________________ 
 
Job title: ___________________________ 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 
 
 

Domestic Abuse Report Form DA2 
 
Date DA2 Completed:  
 
Private and Confidential 
 
Details of tenant/survivor: 
 
FFOORREENNAAMMEE((SS))    

  
SSUURRNNAAMMEE::    

  
CCOONNTTAACCTT  AADDDDRREESSSS::    

  
  
  

PPOOSSTTCCOODDEE::    
  

CCOONNTTAACCTT  
TTEELLEEPPHHOONNEE::    

  
  

 
 
Ethnic Origin (not compulsory, victim to choose category): 
 

Black 
White 
Asian 
Mixed Race 

 
 
Age Group 
 

16-24 
25-34 
35-44 
45-54 
55-64 
65-74 
75-84 
85+ 

 
Disability    YES/NO 
 
Belief/Religion 
 

Atheist/Secular/Agnostic 
Christianity 
Judaism 
Islam 
Sikhism 
Hinduism 
Buddhism 



 

Other 
Prefer not to say 

 
Gender Identity 
 

Male 
Female 
Transgender 
Prefer not to say 

 
 
Sexual Orientation (not compulsory, victim to choose category): 
 

Heterosexual 
Lesbian 
Gay 
Bisexual 
Other 
Prefer not to say 

 
Household composition: 
 

MM  //  FF::  FFOORREENNAAMMEE((SS))::  SSUURRNNAAMMEE::  RREELLAATTIIOONNSSHHIIPP::  DD..OO..BB..::  
          
          
          
          
 
 
School(s) attended by child(ren): 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
_____________________________________________________________ 
 
Name and Address of Perpetrator:  
 
PPEERRPPEETTRRAATTOORRSS  
FFOORREENNAAMMEE((SS))  

  
  

SSUURRNNAAMMEE::    
  

RREELLAATTIIOONNSSHHIIPP  TTOO  
TTHHEE  SSUURRVVIIVVOORR  

  
  
  

 
 
What is the tenancy status of the survivor? 

Sole Tenant 
Joint Tenant 
Occupier 

 
 
Survivors contact with other agencies: 
 
Agency name:  Agency contact:   Date contacted: 
DSS    ________________________ ____________ 
Police    ________________________ ____________ 
Social Services  ________________________ ____________ 



 

Health Care   ________________________ ____________ 
Solicitor   ________________________ ____________ 
G.P.    ________________________ ____________ 
Women’s Aid   ________________________ ____________ 
Other (please specify)             ________________________ ____________ 
 
 
Housing Officer’s contact with other agencies: 
 

Contact Police 
Contact other departments and agencies 
Other agencies (please specify): ______________________________ 

 
List any supporting documents that are provided at this interview: 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________ 
 
Does the survivor want to move? 
 

Yes 
No 

Undecided 
 
Is a referral to the Sanctuary Scheme appropriate? 
 

Yes 
No 

 
 
Does the survivor wish to be referred to women’s aid for support? 
 

Yes 
No 

 
 
Have you advised the survivor that s/he can make a self referral to Victim Support? 
 

Yes 
No 

 
Have you completed a CAADA risk assessment? 
 

Yes 
No 

(14 points or more requires an immediate referral to the MARAC) 
 
Summary of case and action taken by housing officer: ((CCOONNTTIINNUUEE  OONN  AA  SSEEPPEEAARRTTEE  SSHHEEEETT  AASS  
RREEQQUUIIRREEDD 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________ 



 

 
 
Signed:    _______________________________ 
PRINT NAME:  _______________________________ 
 
Signed by survivor:   _______________________________ 
PRINT NAME:   _______________________________ 
 
 
Anti Social Behavior Coordinator (CNH)’s Recommendations: 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________ 
 
Date:_________________________________________________________ 
 
Please retain a copy of this form in the House-file and give a copy to the ASB Coordinator - CNH  or 
Housing Services  Manager in Coordinators absence. 
 
 
 
 
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

1 CAADA Recommended Risk Assessment Checklist for IDVAs and other 
agencies 

(South Wales Police checklist using non-police language assuming the IDVA or other professional will be 
discussing this with their client.) 

NAME……………………………………………………………………………  DATE………………………………………..  

Questions 
(DO NOT TICK SHADED BOXES)  

Yes 
(tick) 
 

No/  
Don’t 
Know 
(N/DK) 

Significant 
Concern 

1.  Does partner / ex- partner have a criminal record for violence or 
     drugs?    
 

   

     If ‘yes’, is the record domestic abuse related?    
2.  Has the current incident resulted in injuries?  

 
   

  If ‘yes’, does this cause significant concern? 
 

   

3.  Has the incident involved the use of weapons? 
 

   

  If ‘yes’, does this cause significant concern? 
 

   

4.  Has your partner/ex-partner ever threatened to kill anybody? 
     If ‘yes’, which of the following?  (tick all that apply) 
     Client    Children    Other Intimate Partner    Others  
        

        

  If ‘yes’, does this cause significant concern? 
 

   

5. Has the partner/ex-partner expressed / behaved in a jealous way 
or displayed controlling behaviour or obsessive tendencies?  

    If ‘yes’, describe in summary: 
 
     

   

  If ‘yes’, does this cause significant concern? 
  Give details: 

 
 

   

6.  Has there been/going to be a relationship separation between 
     you and your partner/ ex-partner? 

  

7. Is the abuse becoming worse and/or happening more often?   
8. Are you very frightened?  
    Give client’s perceptions of the situation indicating what 
     they think the partner/ex-partner will do. 
 
 
 

  

 Yes No/ 
DK 

9.  Is your partner/ex-partner experiencing/recently experienced  
     financial problems? 

  

10. Does your partner/ex-partner have / had problems with the 
     following:   
 Alcohol                 
      Mental Health      
      Drugs                    

 
 

 



 

11.  Are you pregnant?   
12. Is there any conflict with your partner / ex-partner over child  
      contact? 
     Describe in summary: 
 
 
 

  

13.   Has partner/ex-partner attempted to strangle/choke you or past 
partner? 

  

14. Have you or your partner/ex-partner ever threatened/attempted 
to commit suicide? 

        If ‘yes’, which of the following? 
        Client    Partner/ex-partner  

  

15.   Has your partner/ex-partner said or done things of a sexual 
nature that makes you feel bad or that physically hurts you? 

 Give details: 
 
 

  

16.   Are you afraid of further injury or violence?   
17.   Are you afraid that your partner/ex-partner will kill you? (See 

note on victim’s perception of risk in Guidance at end of form.) 
  

18.   Are you afraid that your partner/ex-partner will harm her/his 
children?  

  

19.   Do you suspect that you are being stalked?   
20. Do you feel isolated from family / friends?  
       Give details: 
 
 

  

Advocacy Worker’s perception (please complete this section with 
your observations about the client’s risk especially where there are 
lower numbers of ‘yes’ responses):  
 
 
 
 
 

Total 
 
 

 Total 
Significant 
Concerns 

 
 
 
The guidance below is based on the experience of the South Wales Police force and the Womens’ Safety 
Unit in Cardiff. 
 
Guidance on classifying risk levels 
 
Very High Risk = 
14 ticks in the yes box OR 
4 significant concerns (Q1-5) OR 
If there are 3 police call-outs in 12 months  
 
High Risk =  
8-11 ticks in the yes box OR 
3 significant concerns (Q1-5) OR 
2 police call-outs in 12 months  
 
Medium Risk = 
Up to 7 ticks in the yes box OR 
1 or 2 significant concerns (Q1-5)  
 
Standard Risk = 



 

Where no question is ticked in the yes box 
 
Maximum number of ticks = 20 (do not include ‘significant concern’ questions in this total) 
 
In all cases, IDVAs should take the victim’s perception of their risk very seriously and should use their 
professional judgement if a client appears to be at high or very high risk even if they do not meet the 
criteria outlined above. 
 
 

This form, originally developed by South Wales Police, has been updated to reflect the research on its 
use by IDVAs both at the Women’s Safety Unit in Cardiff and the ASSIST advocacy service in Glasgow.  
CAADA has added a ‘don’t know’ option as there is a risk of ticking ‘no’ when information is not known, 
which might be incorrect and give a false low risk level.  The levels of risk are useful in clarifying the 
different response that a service will offer to a client depending on the severity of their situation. 

Health Warning 

IDVAs must be aware that this is a risk indicator checklist and not a full risk assessment.  It is a practical 
tool that can help you to identify which of your clients should be referred to MARAC and where you 
should be prioritizing the use of your resources.  Risk is dynamic and IDVAs need to be alert to the fact 
that risk can change very suddenly. 

Risk indication is more about balancing information with current practice, knowledge and previous 
experience and then making a judgement about whether there is a strong possibility that a person is at 
risk of serious harm.1 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 

                                                 
1 South Wales Police risk indicator checklist guidance for officer. 





  

LOUGHBOROUGH WOMEN’S AID 
 

REFERRAL FORM 
 

 
 
CLIENTS NAME-------------------------------------------------------------------DOB---------------------------------- 
 
HOME ADDRESS ---------------------------------------------------------------------------------------------------------- 
 
----------------------------------------------------------------------------------------------------------------------------------- 
 
MOBILE------------------------------------------------- OTHER---------------------------------------------------------- 
 
SAFE TIME TO CONTACT-------------------------------- SAFE TO LEAVE MESSAGE  YES/NO       
 
Significant parties (client/perpetrator/current partner/children/other in household) 
 
NAME DATE 

OF 
BIRTH 

RELATIONSHIP 
TO CLIENT 

ADDRESS IF  
DIFFERENT 

 
 

            

 
 

   

 
 

   

 
 

   

 
 

   

 
 

   

 
 

   

 
 
Referring agency -----------------------------Referral date ------------------Ref No---------------------------- 
 
Name of person referring--------------------------------------Police OIC--------------------------------------------- 
 
Contact Number & Email-------------------------------------------------------------------------------------------- 
 
ISSUES (delete non applicable)  Drug   Alcohol   Mental health   Language   Disability   Convictions 
 
Brief History/Relevant Information: 
 
 
 
 
 
 
 
 
 
 
 
 



 

13. Useful telephone numbers AND WEBSITES 
 
The Bridge Housing Advice Service: 01509 260500 
 
Loughborough CAB John Storer House, Wards End, Loughborough, LE11 3HA Tel.: 01509 267376 Fax: 
01509 213293 
 
Charnwood Racial Equality Council: 66 Nottingham Road Loughborough LE11 1EU Tel: 01509 261651 
Fax: 01509 267826 Email: crec@btconnect.com 
 
Loughborough Womens Aid: 01509 552549 
http://www.llwa.org.uk 
 
National Domestic Abuse Free phone Helpline: 0808 2000 247 
 
http://www.womensaid.org.uk/policy&consultations/index.htm 
 
http://www.rightsofwomen.org.uk/ 
 
REFERENCES: 
Home Office 
ODPM 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 
 
 

 Offer immediate advice 
And complete form DA1 

Interview Survivor and Complete DA2 
Complete CAADA risk assessment form 

In danger if returning home?

Yes No 

Offer Crisis Plan 

Offer referral to 
Sanctuary Scheme 

 
Refer to ANTI SOCIAL 

BEHAVIOUR COORDINATOR 
(CNH) 

Does Survivor want to move? 

NY 

Joint Tenant? 
Consider Possession 
Proceedings – ground 

2A HA 1985 if appropriate 

Has the Survivor left the Property? 

Refer to 
Bridge/ 
CAB for 
advice 

Monitor 

Y N

2

Y N

Management Transfer 
Request Agreed? 

Y N 

Take termination from survivor 
of existing tenancy  

Sign Up new tenancy  

Standard 
Transfer 
Application  

3. DOMESTIC ABUSE 





  

4. Noise 
 
 
Definition 
 
Noise is generally regarded as unwanted sound. It could be too loud, too intrusive or just happen at the 
wrong time or without warning. Excessive noise can affect tenant / residents’ enjoyment of their homes, 
and can substantially reduce their quality of life. Examples of this might include loud noise from sound 
systems and radios late at night, noise from parties and musical instruments, noisy cars and motorbikes 
and/or noisy neighbours. It does not include everyday household noise. 
 
Policy Statement 
 
Council residents have the right to the quiet enjoyment of their homes. Unwanted noise is an invasion of 
a person’s home and affects their quality of life. The Environmental Protection Team and CNH will work 
together to ensure that all residents enjoy a reasonable standard of peace and quiet within their homes. 
 
Noise can be a controversial subject. It is accepted that many properties require better quality sound 
insulation and that this will be a factor to take into account when dealing with complaints about noise 
nuisance. It is also accepted that in some circumstances noise can be entirely subjective; some people 
will find levels of noise intrusive that others may not notice. Timing is also crucial; any noise late at night 
is likely to be considered intrusive. It is also recognised that tenant / residents may want to decorate and 
otherwise improve their premises. However DIY improvement work should be done with consideration for 
occupiers of surrounding property. 
 
Procedure 
 
1. An informal approach to resolving a noise problem may often achieve the best results. Residents 

should therefore be encouraged to talk to the person responsible for the noise first. It may be that the 
person is unaware that their activities are causing a disturbance and the problem can be resolved with 
understanding and a degree of ‘give and take’ on both sides. Mediation can also be invaluable in these 
circumstances 

 
2. When an informal approach is not possible, or fails to work, then formal action may need to be 

considered. The Council’s Environmental Protection team has a duty to investigate complaints of noise 
and they are obliged to take action where any noise is considered to be a ‘statutory’ nuisance. This will 
depend on the nature of the noise, together with the surrounding circumstances, the time and its 
duration and, as defined under the legislation, whether it exists, or is likely to occur or recur. 

 
3. CNH relies very heavily on the Environmental Protection team for guidance on noise nuisance issues. 

In many cases, noise may be the result of normal everyday living and poor sound insulation rather than 
deliberate nuisance and there is very little that CNH can do in these cases. In cases where the 
Environmental Protection team serve an abatement notice on a tenant / resident or send a warning 
letter, an appropriate and proportionate response from CNH will be triggered. 

 
4 Where a complaint is witnessed, or felt to be justified by the investigating officer, they will obtain 

sufficient information to enable further action, including sending a warning letter or service of a statutory 
notice, to be taken at the earliest opportunity. 

 
5 If the nuisance is not witnessed or the officers are unable to visit then the complaint will be referred for 

possible further action later or further advice given. If necessary arrangements will be made to install 
remote monitoring equipment to enable the noise complained of to be recorded. 

 
 
 
 
 
 



 

6. Service of an Abatement Notice 
 
6.1 If the Environmental Protection team is satisfied that formal action can be taken then an abatement 

notice can be served on the person responsible for the noise or, under certain circumstances, on the 
owner or occupier of the premises. This may require that the noise be reduced, so as not to cause a 
nuisance or that it is limited to certain times. It is unlikely that the Council can stop the noise 
completely, as the remedy must be proportionate and practicable. A person on whom an abatement 
noise has been served has a right of appeal within 21 days of it being served. 

 
7. Failure to comply with Abatement Notice 
 
7.1 If a person fails to comply with the conditions of an abatement notice, and there is no reasonable 

cause or justification for this, then an offence will have been committed. The Environmental Protection 
team will need to witness or obtain evidence of the contravention and tenant / residents may be asked 
to give evidence on this. 

 
7.2 The Council will issue prosecution proceedings and the courts can impose fines up to £10,000 with 

further daily fines of up to £500. Repeated contravention’s can result in a custodial sentence. The 
Council can also consider taking steps to abate the nuisance ‘in default’ of the person concerned and 
this can include seizure, and forfeiture, of the noise making equipment. 

 
8. Seeking an injunction 
 
If after investigating a complaint, CNH consider the noise nuisance extremely serious or urgent action is 
warranted, or where the conditions of an abatement notice are being flagrantly ignored, then an injunction 
can be sought to prevent the noise. Failure to comply with this is considered contempt of court and a 
custodial sentence can be imposed. 
 
9. Additional Action 
 
9.1 Where the Council and CNH feel they are unable to take action or where the complainant does not 

wish to use the service provided, then a tenant / resident can take their own action and can, 
themselves, apply to a magistrates Court for an abatement notice. 

 
9.2 The Environmental Health service has prepared an information pamphlet on this and tenant / 

residents should request this if they feel it would be helpful. 
 
10. Housing Officer Action 
 
 
10.1 On receipt of a noise complaint, the housing officer will acknowledge the complaint within 5 working 

days and will send a nuisance diary to the identified victim. In many instances of noise complaint 
there are other underlying anti-social behaviour issues which the housing officer may need to 
engage the help of various other agencies to resolve. 

 
10.1 The housing officer will interview the identified victim within a further 5 working days and agree an 

action plan. This must include, wherever possible, an agreement to contact / interview the alleged 
perpetrator. The housing officer will maintain weekly contact with the identified victim for updates. 
The Housing Officer will identify victims with vulnerabilities and record the information on QL and will 
refer to or inform other agencies/tenancy support schemes as appropriate.  

 
10.2 With the consent of the complainant the housing officer will interview the alleged perpetrator within a 

further 5 working days and issue a verbal warning. 
 
10.3 If the verbal letter warning does not result in an improvement, the Housing Officer will issue a written 

warning.  It is important that the complainant returns the completed diary sheets as these can be 
used as evidence. 

 



 

10.4 Both parties in the complaint must be written to in order to explain the law and investigation 
procedures. Standard letters are available for both. Where we are told that there are literacy issues 
such as an inability to read or write we will carry out a personal visit to explain the content of the 
letter.  The letter to the alleged perpetrator is important in order to comply with the Regulation of 
Investigatory Powers Act (RIPA) requirements if noise monitoring is required later in the 
investigation. The letter to the complainant should emphasise the importance of them keeping good 
evidence of their own in diary sheets to support evidence gathered in the investigation. 

 
10.5 A referral should then be made to the Environmental Protection Service of Charnwood Borough 

Council. They have far greater powers with regard to noise nuisance and action can frequently be 
taken against tenants by using Environmental Health staff as professional witnesses. Environmental 
Protection has specialist noise monitoring equipment which can be given to complainants in order to 
enable them to get recordings of the noisy events when they occur. In the case of persistent noise 
nuisance such as the playing of loud music this is the best course of action. 

 
10.6 If a tenant is served with an abatement notice, the Housing Officer should consider the raising of an 

acceptable behavior contract. This should be done if a warning letter has already been sent or other 
complaints have been received. Further action would depend upon the severity of the nuisance and 
whether or not the tenant has complied with the terms of such a contract. 

 
10.7 Other noise. Sometimes the Environmental Health Department is not able to witness the alleged 

nuisance. In these cases witness statements can be completed by complainants. In any event this 
can be useful in complementing Environmental health reports. Before making any order a judge will 
wish to be satisfied that not only excessive noise was committed, but also that a nuisance to 
neighbours was caused. 

 
10.8 In the case of everyday noise, it will be necessary to rely more heavily on witness statements. A 

housing officer will have regard to what the noise consists of and the duration of it. Whilst noise from 
everyday living exacerbated by poor sound insulation may well not be actionable nuisance, 
persistent loud arguing may be. 

 
10.9 A housing officer should also have regard to the personal circumstances of the perpetrator. 

Persistent loud arguing may be symptomatic of domestic violence or children at risk. In all cases 
where this is perceived to be a possibility, a referral should be made to the Children and Young 
People’s Services. Excessive noise may also indicate a mental illness or substance mis-use issue. 
If the tenant is vulnerable, this should be recorded on QL and consideration given to referring to 
support services and/ or informing support services currently involved. 

 
10.10 Where noise is persistent and continues unabated despite warnings, housing officers should 

prepare to take action for breach of tenancy agreement in the usual way. 
 
REFERENCES: 
 
Noise Act 1996 
 
 
 
 
 
 
 
 

 
 
 
 





  

4. Noise Workflow 
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 5 
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Complaint of noise 

E-mail CBC Environmental Protection 
Service outlining noise complaint and action 
taken to date. 

Follow incremental approach 

Acknowledge complaint 
Issue diary booklet 
Record on Sentinel 

Interview complainant 
Agree Action Plan 
Assess and record any vulnerability 

Interview perpetrator 
Issue verbal warning (DISPOSAL) 

5 5 





  

5. Nuisance Behavior 
 
Definition 
 
Nuisance is a common law tort dating back to the 19th Century.  There is no precise statutory definition of 
nuisance behavior however nuisance behavior, for the purpose of this document, can be explained as 
‘substantial interference with the right to use and enjoy land, which may be intentional or negligent in 
origin and must be a result of the perpetrators activity’. Some tenants / residents perceive young people 
(under 18’s) as a nuisance and automatically associate them with anti-social behavior and petty crime. 
We recognise that many young people are not antisocial and should not be stigmatised by virtue of their 
age and their need to socialise. We do consider that behavior such as verbal abuse, taunting, vandalism, 
graffiti and criminal damage is anti-social and requires action. 
 
Policy Statement 
 
CNH recognises that nuisance behavior can cause distress to other people and can deter them from 
using public spaces. Nuisance behavior is often fuelled by alcohol and typically includes one or more of 
the following: 
 
Urinating in public 
Setting fires (not directed at specific persons or property) 
Inappropriate use of fireworks 
Throwing missiles 
Climbing on buildings 
Impeding access to communal areas 
Games in restricted / inappropriate areas 
Misuse of air guns 
Letting down tyres 
 
Nuisance can be committed by individuals and/or groups. However, congregation of a group, in itself, 
does not constitute a nuisance for the purpose of this procedure. 
 
Procedure 
 
This procedure is to advise housing officers who are dealing with complaints about nuisance behavior on 
CNH estates and property. 
 
CNH housing officer, as the first point of contact, will acknowledge the complaint within 5 working days. 
The housing officer will record the complaint on Sentinel and trigger police beat manager. 
 
The housing officer will investigate and attempt to substantiate the complaint with the complainant and 
agree an action plan within a further 5 working days. 
 
The housing officer will, with the consent of the complainant, interview the alleged perpetrator within a 
further 5 working days. 
 
Where a complaint of nuisance is made, housing officers need to ensure that it does not constitute 
harassment, (see section 1 – harassment). 
 
Where children or youths are causing a nuisance on CNH properties, all or some of the following action 
can be taken. 
 
a)  Letter to the parents addressing the behavior. This can be individual, or even a letter to the whole 

estate. It may be worthwhile sending a multi agency letter as information gathering exercise to 
determine who is responsible for nuisance.  Where we are told that there are literacy issues such 
inability to read or write we will personally visit to explain the content of the letter. 

 



 

b)  CNH will meet with relevant partner agencies to identify appropriate solutions to tackle antisocial 
behavior. These may involve: 

 
i) The involvement of other agencies to provide youth diversion schemes 
 
ii) Legal proceedings against tenants whose children cause a nuisance 
 
iii) Extra security measures, e.g. security firms or additional police patrols 
 
iv) Use of professional witnesses or covert surveillance. 
 
v)  Dispersal Orders – Part 4 of the ASB Act 2003 gives the police, working with Local Authorities, powers 

to designate an area where they can disperse groups. 
 
vi)  Local Child Curfew Order – The Local Authority can apply to the Home Secretary for a Local Child 

Curfew where children are causing alarm or distress. They can last for up to 90 days and applies to 
children and young people under 16 years of age. Under the curfew all children under 16 years of age 
must be in their homes by a certain time in the evening. 

 
vii) Parenting Orders – Part 3 of the ASB Act 2003 gives the local authority powers to apply for a stand 

alone parenting order which compels a parent/s to attend parenting classes. 
 
 
6. The Youth Offending Service. 
 
The Youth Offending Service is a multi faceted service which is responsible for reducing and preventing 
youth crime. The team comprises of probation officers, police officers, youth workers, health liaison 
officers, education welfare workers and social workers. It works with the 10 to 17 year old age group and 
also provides a statutory service to the Youth Court in terms of the provision of court reports, the 
operation of community sentences and bail supervision. 
 
7. Leicestershire Education Welfare Service. 
 
This is part of the Local Education Authority and has statutory responsibility for promoting regular school 
attendance. They also have links to other organisations within the borough and may be of particular use 
where youths have been excluded form school or are truanting on estates. 
 
8.  Where the complaint of nuisance behavior has been investigated with the complainant and other 

relevant agencies (such as the police, children’s and young peoples services, Youth offending team 
and Bridge support service) the housing officer will recommend a course of action which must follow 
CNH incremental approach to ASB. It may also include: 

 
Environmental improvements such as relocating a phone box, re-planting an area or removing objects 
which could be used as missiles 
Referral to the multi agency ASB steering group 
 
9 Supportive interventions 
 
Enforcement should not be considered in isolation. Housing Officers should actively consider supporting 
interventions to help individuals change their behavior. This may include referrals to support agencies 
such as SHARP, CIYA, Bridge, Turning point where appropriate. As a part of CNH’s incremental 
approach to ASB, at the initial interview/visit stage, Housing Officers will identify any vulnerability the 
perpetrator may have and will refer to a floating tenancy support service if appropriate and/or inform 
existing support agencies and will record on QL the main vulnerability and support agencies involved. . 
 
 
 
 



 

 

5. Nuisance Workflow 
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Complaint of Nuisance 
 

Acknowledge 
Record on Sentinel 
 

Interview complainant 
Agree Action Plan 
With complainants consent trigger Police 
Beat Manager 
Seek permission to interview perpetrator 
 

Interview alleged Perpetrator 
Issue verbal warning (DISPOSAL) 
 

Follow incremental approach 
 



 

6. Rowdy Behaviour  
 
Definition 
 
There is no precise statutory definition of rowdy behavior however rowdy behavior, for the purpose of this 
document, can be explained as ‘substantial interference with the right to use and enjoy land, which may 
be intentional or negligent in origin and must be a result of the perpetrators activity’. 
 
Policy Statement 
 
CNH recognises that rowdy behavior may cause distress to other people and can deter them from using 
public spaces. Rowdy behavior is often fuelled by alcohol and typically includes one or more of the 
following: 
 

 Shouting & swearing 
 Fighting 
 Drunken behavior 
 Hooliganism / loutish behavior 

 
Procedure 
 

1. CNH housing officer, as the first point of contact, will acknowledge the complaint within 5 working 
days. The housing officer will record the complaint on Sentinel and trigger the police beat 
manager. 

 
2. The housing officer will investigate and attempt to substantiate the complaint with the complainant 

and agree an action plan within a further 5 working days. 
 

3. The housing officer will, with the consent of the complainant, interview the alleged perpetrator 
within a further 5 working days. 

 
4. Where a complaint of rowdy behavior is made, housing officers need to ensure that it does not 

constitute harassment, (see section 1 – harassment). 
 

5. Where children or youths are displaying rowdy behavior on or around CNH properties, all or some 
of the following action can be taken. 

 
a) Letter to the parents addressing the behavior. This can be individual, or even a letter to the whole 
estate. It may be worthwhile sending a multi agency letter as information gathering exercise to determine 
who is responsible for rowdy behavior. Where we are aware of literacy issues such as inability to read or 
write we will personally visit and explain the content of the letter. 
 
b) CNH will meet with relevant partner agencies to identify appropriate solutions to tackle antisocial 
behavior. These may involve: 
 
c) The involvement of other agencies to provide youth diversion schemes 
 
d) Legal proceedings against tenants whose children cause a rowdy behavior 
 
e) Extra security measures, e.g. security firms or additional police patrols 
 
 f) Use of professional witnesses or covert surveillance. 
 
g)  Dispersal Orders – Part 4 of the ASB Act 2003 gives the police, working with Local Authorities, 

powers to designate an area where they can disperse groups. 
 



 

 h)  Local Child Curfew Order – The Local Authority can apply to the Home Secretary for a Local Child 
Curfew where children are causing alarm or distress. They can last for up to 90 days and applies to 
children and young people under 16 years of age. Under the curfew all children under 16 years of age 
must be in their homes by a certain time in the evening. 

 
i)   Parenting Orders – Part 3 of the ASB Act 2003 gives the local authority powers to apply for a stand 

alone parenting order which compels a parent/s to attend parenting classes. 
 
6. The Youth Offending Service. 
 
The Youth Offending Service is a multi faceted service which is responsible for reducing and preventing 
youth crime. The team comprises of probation officers, police officers, youth workers, health liaison 
officers, education welfare workers and social workers. It works with the 10 to 17 year old age group and 
also provides a statutory service to the Youth Court in terms of the provision of court reports, the 
operation of community sentences and bail supervision. 
 
7. .Leicestershire Education Welfare Service. 
 
This is part of the Local Education Authority and has statutory responsibility for promoting regular school 
attendance. They also have links to other organisations within the borough and may be of particular use 
where youths have been excluded form school or are truanting on estates. 
 
 
8.  Where the complaint of rowdy behavior has been investigated with the complainant and other relevant 

agencies (such as the police, children’s and young peoples services, Youth offending team and 
Bridge support service) the housing officer will recommend a course of action which must follow CNH 
incremental approach to ASB. It may also include: 

 
 Environmental improvements such as relocating a phone box, re-planting an area or removing 

objects which could be used as missiles 
 Referral to the multi agency ASB steering group 

 
 
9. Supportive interventions 
 
Enforcement should not be considered in isolation. Housing Officers should actively consider supporting 
interventions to help individuals change their behavior. This may include referrals to support agencies 
such as SHARP, CIYA, Bridge, Turning point where appropriate. As a part of CNH’S incremental 
approach to ASB, at the initial interview/visit stage, Housing Officers will identify any vulnerability the 
perpetrator may have and will refer to a floating tenancy support service if appropriate and/or inform 
existing support agencies and will record on QL the main vulnerability and support agencies involved.  
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 



 

6. Rowdy Behaviour Workflow 
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7. Animals 
 
Definition 
 
Animals are likely to be considered anti-social where they become a nuisance annoyance or health 
hazard to any neighbour or person within the locality 
 
Policy Statement  
 
Many tenants and leaseholders keep pets with or without CNH permission. For some, particularly those 
who are elderly or living alone, a pet provides company and, in the case of dogs, can offer security to the 
home. CNH will only act if a pet or other animal is considered to be a nuisance or a danger to residents. 
 
CNH are aware that some tenants and leaseholders will have assistance dogs.  Where issues arise from 
these assistance dogs, support will be enlisted from placement agencies. 
 
Nuisance from animals can include: 
 

 animals fouling communal areas 
 

 animals being allowed to run unsupervised on balconies and footpaths 
 

 unreasonable or excessive noise or odour from animals 
 

 the keeping of unsuitable or dangerous animals 
 

 keeping excessive numbers of animals 
 
Procedure 
 
Housing Officer will acknowledge complaint and record on the Sentinel database within 5 working days. 
 
Housing Officer will agree an action plan with the complainant following the incremental approach to ASB 
 
Clause 8 (r) of the tenancy agreement states:- 
 

r) Animals/Pets/Livestock   
 

I. You may only keep pets at the property with our prior written consent. You are responsible 
for your domestic pets in or around your home.  You must not allow your pets to cause any 
nuisance, annoyance or danger to neighbours or visitors to your home. If permission is 
withdrawn for any reason you must remove the animal from the property immediately after 
permission is withdrawn 

 
II. Prior to signing your new tenancy agreement you must advise CNH of any animals/pets that 

you already have so that CNH can advise on their suitability. The housing officer will raise 
this issue at the sign up meeting.  

 
III. If you allow any animals/pets to foul any of our property including shared areas, footpaths, 

roads or play areas you must clean the affected area immediately.  
 

IV. You must not breed any animals or birds that will be used for commercial purposes without 
our written permission. You may require licenses or further permissions from governing 
bodies in relation to some animals or birds   

 
V. You may only build any animal enclosures with our prior written consent 

 



 

 
Note: CNH will seek specialist advice where necessary which may include contacting the RSPCA. This 
may be in cases where a difference of agreement arises between CNH and the complainant/alleged 
perpetrator.  
 
4.  CNH will instigate action against tenants who continually breach any or all of these grounds, if other 

interventions fail. 
 
5.  For many people, particularly those that live alone and some of whom may be elderly and vulnerable a 

pet is a companion and part of their family. The vast majority of dog owners are responsible and care 
for and clean up after their animals. A minority keep animals that are a nuisance to neighbours and 
foul communal areas. 

 
6.  We are committed to deal effectively with all forms of anti-social behavior, including behavior from 

animals, and recognise that if pets are allowed to cause a nuisance or harass other residents, this can 
affect the quality of life of other residents. To this end, we are committed to: 

 
 

 Work with the dog warden service to educate owners in the proper care and maintenance of their 
dogs. 

 Ensuring that all staff remain vigilant whilst out of the office and identify incidents of pets causing 
a nuisance. 

 Taking action against perpetrators where there is sufficient evidence to enable this. 
 
The dog warden service. 
 
Charnwood Borough Council has a contracted out dog control service. The full details of the contract are 
available from Environmental Health; however in general terms the service provides a 09:00 to 17:00 
weekday service for the collection of stray dogs and investigation of dog fouling complaints, a drop-off or 
collection service for stray dogs is likely to be provided around April 2008. 
 
Dog fouling complaints can also be referred to the Street Management Team, who like the dog warden, 
are given powers for issuing fix penalty notices for dog fouling offences. 
 
 
REFERENCES: 
 
Tenancy Agreement 
 
Appendix: 
 
CBC Dog Control Contract 
 
 
 
 
 
 
 
 

 
 
 
 
 
 



 

7. Animals Workflow 
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8. Neighbour disputes 
 
Definition: 
 
If a tenant or leaseholder of the Council complains about the behaviour 
of another resident on their estate or within their block that is not specifically categorised anywhere else 
in the ASB procedures then this will be regarded by CNH as a neighbour dispute. 
 
Policy Statement 
 
It is not possible to provide a standard set of guidelines for dealing with every neighbour problem. This is 
because the problems are so varied and the solution to any particular dispute will depend on the 
individual circumstances of the case. CNH is committed to following the incremental approach in all 
neighbour dispute complaints.  
 
Neighbour disputes can include 

 Shared amenities 
 Noisy children/ damage caused by children 
 Parking spaces 
 Trees and Hedges 
 Overhanging branches 
 Boundary issues 

 
Procedure: 
 
Making a complaint 
 
1.1 Any complaint whether verbally or in writing should initially be made to CNH Housing Officer. 
 
1.2 If it is evident that the tenant or leaseholder does not speak English as a first language and may be 

experiencing difficulty then an interpreting service will be provided by CNH on request, to ensure that 
a complainant is fully represented. 

 
2. Rights of both parties in the complaint 
 
 
2.1 CNH respects the rights of tenants and leaseholders to make a complaint and guarantees that these 

matters upon investigation will be treated confidentially when required. 
 
2.2 CNH will not generally deal with a complaint by a third party unless the complainant is being 

represented by an: 
 
a) Interpreter 
 
b) Councillor 
 
c) Tenant’s Association representative 
 
d) Solicitor 
 
e) Advice agency or similar 
 
2.3 This will be subject to the complainant agreeing to the involvement of the third party. 
 
2.4 The complainant will, during an investigation, have the opportunity to be accompanied by a friend, 

neighbour, advocate or witness if this will assist in gathering information. 
 



 

3. Role of the Housing Officer 
 
CNH housing officer, as the first point of contact, will acknowledge the complaint and will record the 
complaint on Sentinel within 5 working days. 
 
The housing officer will investigate and attempt to substantiate the complaint with the complainant and 
agree an action plan within a further 5 working days. 
 
The housing officer will, with the consent of the complainant, interview the alleged perpetrator within a 
further 5 working days. 
 
The housing officer will follow CNH incremental approach to ASB and will keep the identified victim 
updated weekly. 
 
4. Record keeping and monitoring 
 
4.1 At all stages the Housing Officer will notify the complainant of the actions taken where possible. The 

Housing Officer will also keep the Anti Social Behavior Coordinator (CNH) aware of the investigations. 
If the complainant is not satisfied with the actions taken by the Housing Officer then they can write to 
the Anti Social Behavior Coordinator (CNH) who should respond within 10 working days. 

 
4.2 The formal complaints procedure can then be applied. 
 
REFERENCES: 
 
Complaints Procedure 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

8. Neighbour Disputes Workflow  
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9. Environmental Damage 
 
Definition 
 
Environmental damage that can be considered to be anti-social includes: 
 

 Unsatisfactory disposal of rubbish 
 Fly tipping 
 Criminal damage 
 Graffiti 
 Vandalism to property 
 Litter 
 Abandoned cars 
 Feeding wild creatures such as pigeons that cause a nuisance and a health hazard. 

 
Policy Statement 
 
CNH is committed to maintaining high standards of cleanliness and general appearance on its estates for 
the benefit of everyone. Action will be taken against people who continually display a disregard of other 
people’s right to live in a decent environment. 
 
Failure to dispose of rubbish in an appropriate manner is probably the biggest single cause of complaint 
on CNH estates in this category. Letters are frequently sent to remind residents about the need for proper 
disposal of household rubbish. Referrals are also made to the Street Management team within CBC who 
have the powers to issue fines and clear rubbish in default and recharge for the work. In extreme cases, 
where continual warnings are ignored, rubbish bags may be opened and the offending tenant dealt with 
under the conditions of the Tenancy Agreement. 
 
Reports of fly tipping will be forwarded, within 24 hours, to the Street Management Team of CBC who has 
the power to investigate and prosecute offenders. 
 
Reports of criminal damage to CNH property will be logged on Sentinel by the Housing Officer or Housing 
Assistant and a trigger sent to the police beat manager within 24 hours. An appropriate incident/crime 
number must be obtained so that we can pursue the complaint when the perpetrator is identified. This 
number will be logged on Sentinel. 
 
CNH has an in-house graffiti removal service. Where graffiti is reported and is of an offensive/racist 
nature it will be removed within 24 hours.  All other reported graffiti will be removed within 7 days. 
 
Vandalism -frequently the perpetrator will not be known, but where the perpetrator is known the cost of 
repair can be recharged to the offender and pursued through the small claims court. 
 
Abandoned vehicles. -CNH has delegated powers to remove abandoned vehicles from land which it 
manages and where the owner cannot be traced. A separate housing management procedure is 
available for this on QLx integrated housing management system. 
 
Feeding pigeons -tenants can be dealt with by injunctions. Non-CNH residents can also be dealt with 
using injunctions, subject of course to the necessary evidence being obtained. 
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10. Drugs 
 
Definition 
Any drug that is not being kept or stored for a lawful prescribed medicinal purpose will be considered to 
be illegal and therefore its storage, use or supply from within the premises, or common parts will be 
considered to be anti-social behaviour. 
 
Policy Statement 
 
CNH recognises that substance misuse can be problematic in our community. Substance misuse 
reduces the quality of life of the people who use them habitually, their families and everyone around 
them. CNH will work with the Council and other agencies to help reduce the impact of drug dealing and 
drug taking on the Council’s estates by utilising community and police intelligence to identify drug related 
activity, to ensure that a rapid response is obtained from all partner agencies in tackling the problem, and 
to protect the most vulnerable communities and residents from drug related crime. 
 

 The Housing Officer or Housing Assistant will arrange for any reported discarded needles and/or 
drug paraphernalia to be removed as soon as possible and not later than within 24 hours. We will 
photograph this for evidential purposes. 

 
 The Housing Officer or Housing Assistant will log on Sentinel and send a trigger to the Police Beat 

Manager any intelligence we receive from the community about identified drug dealing/drug use/ 
sniffing of volatile substances within 24 hours of receipt of this intelligence. 

 
We will aim to close down crack houses within 48 hours of police obtaining an order for closure of the 
property. We will work closely with the police concerning supporting evidence on nuisance and 
convictions. 
 
We will seek to evict non vulnerable tenants who allow their properties to be used for the consumption or 
sale of drugs or who have sold drugs in the locality. 
 
In dealing with vulnerable tenants we will investigate options with other service providers i.e. Heath 
Authorities/Probation to ascertain if Rehabilitation placements are available for their occupation. CNH 
reserve the right to evict vulnerable tenants who allow their properties to be used for the consumption or 
sale of drugs or who have sold drugs in the locality. 
 
We will work with other agencies to achieve more responsive services both in terms of providing support 
to known tenants who have a substance misuse problem and are at risk of eviction, and with action to 
tackle serious anti-social behaviour. 
 
If children are identified as residing at a potential crack house, Children and Young people’s services 
must be informed. 
 
Closing a crack house 
 
1. A crack house is typically characterised by a combination of the following 
indicators: 
 
The supply of cocaine in the form of “crack” 
 
b) The supply of other Class A drugs in addition, usually heroin 
 
c)  Communal consumption of these drugs within the premises or in the 

vicinity of the property 
 
d) The frequenting of the premises by identified sex workers, combined with 

the use of the premises or its vicinity for paid sex work 



 

 
e)  Premises visited by a substantial number of people (greater than 10) with intent to supply, purchase or 

consume Class A drugs 
 
f) The criminal damage of the surrounding area 
 
g)  An increase in acquisitive or violent crime in the vicinity, linked to the funding of personal drug 

consumption 
 
h) Request for the police to attend violent or firearms incidents either inside the premises or its vicinity 
 
i) A series of complaints by local residents, detailing obscene or violent anti-social behavior by the Tenant  

or the Tenant’s visitors 
 
j) The intimidation of local residents, or CNH officers or contractors 
 
2.  On receipt of the first intelligence of a suspected crack house, the housing officer will first alert the Anti 

Social Behavior Coordinator (CNH) and Police Beat Manager via Sentinel trigger within 24 hours. The 
housing officer will check the tenant’s file for any previous history of substance misuse or other 
issues, such as the presence of children at the address and should try to identify any current support 
given to the tenant. 

 
3.  The Anti Social Behavior Coordinator (CNH) will discuss the matter with the Citizen Focus Sergeant 

within 5 working days to decide if the application for a closure order should be sought. If it is decided 
that there is not an operating crack house, the situation will be monitored. If it is a crack house, 
regardless of the vulnerability of the tenant, the first action must be to prevent further dealing. 

 
4.  To close down a crack house quickly, the police will need to supply statements that the property is an 

operating crack house and that they will give details of all of the known occupants and visitors. This 
information will be given to Area Housing Manager for consideration of an injunction to be applied for. 
It is usual for police officers to be requested to attend court and to give evidence. The housing officer 
will also be required to give a statement. Once an injunction is obtained CNH and the police will have 
the power to return the tenant to court if the injunction is breached, or to arrest immediately if a power 
of arrest was attached to the initial order. 

 
NB – see procedures on closure orders. Closure orders are a police power, but they are usually 
applied for with the knowledge and support of the landlord. Legal Advice should be taken on the 
best way to proceed, having regard to the desired outcome. 
 
5. Once an injunction is in place, the following will apply: 
 
If tenant is potentially vulnerable, within 5 working days a multi-agency assessment meeting will be called 
between the Citizen Focus Sergeant, the Anti Social Behavior Coordinator (CNH) and the Community 
Drug Team (CDT) or Criminal Justice Drug team (CJDT), to decide if a tenant is vulnerable or non-
vulnerable. CDT is accessed on a voluntary basis by the drug user. CJDT is for drug users in the criminal 
justice system. CDT can be contacted at Cameron Statsny House, 55 Woodgate, Loughborough     
01509 568686. CJDT can be contacted at Castle House, 6-8 Nelson Street, Leicester. 0116 2755700. 
 
6.  If the tenant is vulnerable, within a further 5 days a second multi-agency Action Planning Meeting will 

take place involving the Police/Anti Social Behavior Coordinator (CNH), any relevant health support 
workers, any relevant Probation worker, CDT and the Bridge.  

 
7.   Following the meeting, the tenant may be offered a management transfer. This transfer would be 

offered away from the area of risk and would be subject to the signing of an Acceptable Behavior 
Contract. 

 



 

8.  If the decision is taken to evict, a Notice of Seeking Possession should be served as soon as possible 
following the possession action outlined in the procedure note on serious anti social behavior, if there 
is currently no other possession action taking place. 

 
Where other action is already taking place, e.g. court date awaited, legal advice should be sought 
regarding whether or not to serve a new Notice of Seeking Possession or whether to proceed on the 
current one and add anti-social behavior to the grounds. Where the tenancy is insecure e.g. the tenant is 
a tolerated trespasser because they are in breach of a suspended order for rent arrears, a bailiff’s 
warrant should be applied for immediately. Should they apply for a “stay” of the warrant, it is possible to 
bring evidence of the anti-social behavior to the attention of the judge. (Sheffield-Hopkins decision) 
 
Closure Orders 
 
Sections 1-11 of the Anti Social Behavior Act 2003 introduce a range of powers that are available to the 
police in consultation with the Local Authority, to enable the swift closure of properties taken over by drug 
dealers and users of Class A drugs which cause nuisance/disorder to the local community. The powers 
came into force on the 20th January 2004. Leicestershire constabulary have developed a crack house 
protocol. See appendix. 
 
The powers are: 
 
1.  A senior police officer can issue a closure notice on premises that they have reason to believe are 

being used for the production, supply or use of Class A drugs and are causing a serious nuisance or 
disorder. 

 
2. The police must then apply to the Magistrates Court within 48 hours for a closure order. 
 
To issue a closure order the courts must be satisfied that: 
 

1. The premises are being used in connection with the production, supply or use of Class A drugs. 
 

2. The property is associated with disorder and serious nuisance. 
 

3. An order is necessary to prevent further disorder or serious nuisance. 
 
The Closure order can last for up to three months. It can be extended to six months. During the period of 
closure it will be an offence to enter or remain in the property and the premises should be sealed. This 
also includes the exclusion of the tenant. 
 
If you believe that a closure order may be appropriate please contact either your LAC Inspector or Area 
Housing Manager. 
 
In conjunction with a Closure Order CNH should look to consider all other possible remedies available to 
us including injunctions, possession proceedings and ASBO applications. A closure order should also be 
considered and order can still be sought even if we are assisting a vulnerable tenant as it could 
safeguard their interests in the intervening period. 
 
REFERENCES: 
Grounds 1, 2, 3 – Housing Act 1985 
The Tenancy Agreement 
Closure Orders – Anti Social Behavior Act 2003 
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11. Street-Based Prostitution 
 
Street-based prostitution often takes place in areas that are already deprived. Those involved in street 
prostitution, and their families, often experience difficulties in these areas as well through crime, drugs, 
environmental decline and anti-social behavior. By addressing the range of problems that exist in these 
areas, the conditions that lead to many people getting into, and staying involved in, street prostitution will 
diminish. 
Action to tackle prostitution should always be accompanied by vigorous action against the kerb-crawlers 
who are maintaining the activity by providing a demand for services. 
 
Policy Statement 
 
CNH recognises that street prostitution is a significant national problem, which affects women, men, 
families and communities.  As with other social problems CNH has a role to play in tackling the causes 
and the impact of prostitution. CNH is therefore committed to taking action on this issue. 
 
Police Powers 
 
It is an offence for someone to solicit or loiter in a public place for the purposes of prostitution. The 
penalty is a £500 fine the first offence, and £1000 for further offences (Street Offences Act 1959, section 
1). The Sexual Offences Act 2003 (section 56) extends this offence to men as well as women. 
Diversion towards drug treatment and other rehabilitative activities can also be provided through 
conditional cautions or arrest referral. New provisions in the Criminal Justice Act 2003 will also allow the 
court to make a Community Order if an individual has been convicted and fined on at least three 
occasions. 
Prostitutes’ cautions can be used by the police. 
 
Civil Powers 
 
Where the nuisance is persistent and severe, anti-social behavior orders (ASBOs) can be obtained. 
In areas experiencing significant public nuisance, civil injunctions under s222 of the Local Government 
Act 1972 can be used. 
 
Role of the Housing Officer 
 
The housing officer will acknowledge the complaint within 5 days. The housing officer will also log the 
complaint/report of street-based prostitution on Sentinel and will trigger the police beat manager and area 
housing manager within the same 5 day period. 
If the alleged prostitute is a CNH tenant, the housing officer will:- 
 

 Write to the tenant and advice of the complaints and issue a warning 
 Liaise with beat officer and form a working group with involvement of support agencies such as 

Social Services, DAAT, REACT, Bridge etc. 
 Write to residents of the block/street requesting cooperation with investigations. 
 Ensure weekly updates with the complainant are maintained. 
 Ensure the incremental approach to ASB is followed 

. 
Role of the SASB coordinator (CNH) 

 
The ASB coordinator (CNH) will place the complaint on the agenda of the next available Joint Action 
Group / ASB Steering Group within 5 working days of receiving the trigger, for multi agency liaison and 
action plan. 
The Housing Services Manager will liaise with the LPU Commander / Citizen Focus Sergeant and raise 
the profile of the issue. 
 
 



 

 
Prostitution within CNH Property 
 
If CNH receive complaints about prostitution within CNH managed properties we will deal with the 
complaint in line with the most appropriate ASB procedure for example, nuisance or rowdy behavior. 
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12.Sexual Acts 
 
This procedure relates to two specific areas of concern that can be classed as anti-social.  These are 
indecent exposure and sexual acts in public places. 
 
Policy Statement 
 
CNH recognises that individuals have the right to quiet enjoyment of their homes. Action will be taken 
against people who continually display a disregard of other people’s right to quiet enjoyment of their 
home.   
Indecent exposure and the Law 
 
Section 66 Sexual Offences Act 2003 
 
A person commits an offence if:-  
(a) he intentionally exposes his genitals, and 
(b) he intends that someone will see them and be caused alarm or distress. 
 
It is an offence to intentionally expose your genitals in public in the hope that it'll cause alarm or distress. . 
The law applies to males and females, but has been phrased carefully to avoid prosecuting naturists and 
streakers (who still risk breaking public nuisance laws). 
 
Punishment: Up to two years in prison, and/or a fine 
 
Sex in Public Places and the law 
 
Section 5 Public Order Act 1986 
 
Harassment, alarm or distress 
(1) A person is guilty of an offence if he- 
(a) uses threatening, abusive or insulting words or behavior, or disorderly behavior, or 
(b) displays any writing, sign or other visible representation which is threatening, abusive or insulting, 

within the hearing or sight of a person likely to be caused harassment, alarm or distress thereby. 
 
The Sexual Offences Act (2003) 
 
This Act doesn't legislate specifically against this practice. Public order offences exist that guard against 
outraging taste and decency but permits sex in an isolated place so long as you have a reasonable 
expectation of privacy. 
 
Role of the Housing Officer 
 
1(a) On receipt of a complaint regarding either indecent exposure or sex in a public place, The Housing 

Officer will acknowledge the complaint within 5 days.  
 
1(b) the complaint will also be logged on Sentinel and a trigger sent to the Police Beat Manager for the 

area within the same 5 days. 
 
1(c) A warning will be issued to the alleged perpetrator in line with the incremental approach to ASB used 

by CNH. 
 
1(d) if the behaviour does not stop, or is periodic, the complaint will be referred by the Housing Officer to 

the ASB Steering group for consideration of escalating the incremental approach. 
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13. Vehicle related nuisance 
 
Definition 
 
Vehicle related nuisance that can be considered to be anti social can include: 
 

 Car repairs on the street/in gardens 
 Cycling/skate boarding/ rollerblading in pedestrian areas/footpaths 
 Inconvenience/Illegal parking 
 Joyriding 
 Off road motorcycling 
 Racing cars 
 Setting vehicles alight 

 
Policy Statement 
 
CNH is committed to maintaining safe and quiet neighbourhoods. Action will be taken against people who 
continually display a disregard of other people’s right to live in a decent environment. 
 
Role of the Housing Officer 
 
CNH housing officer, as the first point of contact, will acknowledge the complaint within 5 working days. 
 
The housing officer will record the complaint on Sentinel and trigger police beat manager within the same 
5 working days. 
 
The housing officer will investigate and attempt to substantiate the complaint with the complainant and 
agree an action plan within a further 5 working days. 
 
The housing officer will, with the consent of the complainant, interview the alleged perpetrator within a 
further 5 working days. 
 
The housing officer will follow CNH incremental approach to ASB and will keep the identified victim 
updated weekly. 
 
Where children or youths are causing a vehicle related nuisance on CNH estates, all or some of the 
following action can be taken. 
 
a)  Letter to the parents addressing the behavior. This can be individual, or even a letter to the whole 

estate. It may be worthwhile sending a multi agency letter as information gathering exercise to 
determine who is responsible for nuisance.  Where we are told that there are literacy issues such as 
an inability to read or write we will personally visit to explain the content of the letter. 

 
b)  CNH will meet with relevant partner agencies to identify appropriate solutions to tackle antisocial 

behavior. These may involve: 
 
i) The involvement of other agencies to provide youth diversion schemes 
 
ii) Legal proceedings against tenants whose children cause the nuisance 
 
iii) Extra security measures, e.g. security cameras or additional police patrols 
 
iv) Use of professional witnesses or covert surveillance. 
 
v)  Parenting Orders – Part 3 of the ASB Act 2003 gives the local authority powers to apply for a stand 

alone parenting order which compels a parent/s to attend parenting classes. 



 

 
4.  The Youth Offending Service. The Youth Offending Service is a multi faceted service which is 

responsible for reducing and preventing youth crime. The team comprises of probation officers, police 
officers, youth workers, health liaison officers, education welfare workers and social workers. It works 
with the 10 to 17 year old age group and also provides a statutory service to the Youth Court in terms 
of the provision of court reports, the operation of community sentences and bail supervision. 

 
5.  Leicestershire Education Welfare Service. This is part of the Local Education Authority and has 

statutory responsibility for promoting regular school attendance. They also have links to other 
organisations within the borough and may be of particular use where youths have been excluded form 
school or are truanting on estates. 

 
6.  Where the perpetrator is not identified or is not a CNH tenant, the housing officer will refer the matter 

to the relevant JAG. 
 
Supportive Interventions 
 
Enforcement should not be considered in isolation. Housing Officers should actively consider supporting 
interventions to help individuals change their behavior. This may include referrals to support agencies 
such as SHARP, CIYA, Bridge, Turning point where appropriate. As a part of CNH’S incremental 
approach to ASB, at the initial interview/visit stage, Housing Officers will identify any vulnerability the 
perpetrator may have and will refer to a floating tenancy support service if appropriate and/or inform 
existing support agencies and will record on QL the main vulnerability and support agencies involved.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 



 

 
13. Vehicle Related Nuisance Workflow 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Acknowledge 
Record on Sentinel 
 

Interview complainant 
Agree Action Plan 
With complainants consent trigger Police 
Beat Manager 
Seek permission to interview perpetrator 

Interview alleged Perpetrator 
Issue verbal warning (DISPOSAL) 

Follow incremental approach  

Complaint of Vehicle Related Nuisance  



 

 
14. Gathering evidence 
 
The aim of this procedure is to advise housing officers who are gathering evidence in cases of nuisance, 
harassment and anti-social behavior. Housing Assistants and any other CNH staff that witness ASB must 
record the incident and report it to the Housing Officer. 
 
1.2.1 Housing Officers should check with the relevant staff to establish if there is supporting evidence of 

ASB. Due regard should be taken of the safety of estate-based staff when deciding how any 
evidence given should be used. It should be noted that, in the event that this evidence is made 
known to the alleged perpetrator of the ASB, there may be reprisal action against the estate-based 
member of staff or the member of staff's family. It is necessary to carry out a risk assessment before 
using any evidence in a public way. In the event that the information cannot be made public, it may 
be used as intelligence to gather further evidence. 

 
1.2.2 Anti-Social behavior covers a wide range of behavior, with varying degrees of seriousness. These 

procedure notes are intended to provide assistance guidance with most situations, but it should be 
remembered that situations are often complex and advice from Area Housing Manager should 
always be sought before undertaking possession or injunction action. In some cases it may be 
appropriate to consider use of private investigators or covert surveillance techniques where 
behavior is of a serious nature. 

 
1.2.3 It is essential that all anti-social behavior is recorded on the Sentinel Database so that the extent of 

the problem can be identified and effectiveness monitored. 
 
1.2.4 At the lowest level, anti-social behavior may simply be one tenant / resident complaining about 

another. Common issues on estates are dumping black bags, feeding pigeons and children playing. 
 
1.2.5 People who complain about the neighbours should be encouraged to put the complaint in writing 

before any action can be taken. This is to protect CNH and the housing officer in cases where the 
complaint may be mischievous. However, due consideration should be given to people who may 
have difficulty with reading and writing or for whom English is not their first language and no 
allegation of anti-social behavior must not be acted upon because the complainer has not put it in 
writing. If necessary, the housing officer will take a statement and ask the person complaining to 
sign it. 

 
1.2.6 An action plan will be completed by the Housing Officer and agreed with the complainant to ensure 

that the complainant is fully aware of the proposed course of action.  This should be agreed at the 
initial contact with the complainant and confirmed in writing using standard letter APL1.  If the 
complaint has identified support needs a copy of the APL1 should be forwarded to the relevant 
support agency. If the complainant is on the CAS lifeline system on lives in a sheltered scheme 
managed by CNH, a copy of standard letter APL1 must be forwarded to lifeline marked FAO Lesley 
Kiayias, Joanne Wesley and Liz Adamson. 

 
1.2.7 Wherever possible, particularly in the case of extreme anti-social behavior, CNH will use 

professional witnesses such as police, environmental health officers, housing officers and estate 
staff. 

 
1.2.8 In most cases, information will need to be gathered from the people who made the complaint. The 

housing officer must provide enough comprehensive, accurate and detached information to 
demonstrate that a nuisance exists. 

 
1.2.9 The housing officer will send ASB diary logs to people who are complaining about the neighbours 

where that nuisance is on-going. The exact date and time of each incident needs to be recorded, 
together with a description of the nuisance and the perpetrator (see appendix). If there are other 
witnesses to the nuisance it is helpful if the name and addresses can be provided or any other 
witnesses. 



 

 
1.2.10 it must be emphasised to the complainant that it may take some time to bring case to court and 

that they must continue to keep the ASB diary log throughout the period. If there are literacy 
issues a Dictaphone can be issued to the complainant as an alternative format for the collection of 
evidence. If a matter comes to trial and the nuisance appears to have abated, it will reduce 
significantly the chance of success at court. See separate procedure on support of witnesses 

 
1.2.11 Consideration of the vulnerability of alleged perpetrators should be recorded at the earliest 

opportunity and recorded on the ASB vulnerable perpetrator form.  If a perpetrator has been 
referred to and accepted on to a floating tenancy support scheme, this should be recorded on QL 
and on the tenancy support data base in order that the impact of tenancy support on anti-social 
behavior can be assessed and monitored. The Tenancy Support Officer will meet the support 
providers regularly and will discuss and feedback to Housing Officers the progress of ASB cases. 
Housing Officers should therefore keep the Tenancy Support Officer informed of how these ASB 
cases develop. 

 
References 
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APL1 
 
 
 
 
 

 

Date 

Charnwood Neighbourhood Housing Limited,
 PO Box 8749, Council Offices, 

Loughborough. LE11 9EF
Ask for: 

Direct Line: 
Email: @cnh.org.uk

My ref:  
Fax: 01509 634518

 
Dear  
 
Re: Anti Social Behaviour complaint Action Plan 
 
I write to confirm the action plan that we agreed on XXXX during our (telephone conversation/home 
visit/office visit).  I confirm that I insert full name will be the lead officer dealing with your complaint and 
can be contacted via the above direct line or by e-mail at (first name. second name@cnh.org.uk) 
 
I confirm the following points:- 
 
(List key actions agreed during initial action planning.  These may include the following which is not an 
exhaustive list) 
 

 list agreed contact frequency,  
 how updates are to be given i.e. telephone, e-mail, home visit 
 agreement to contact perp and issue verbal warning 
 agreement to contact police 
 Agreement to make any support referrals including victim support. 

 
I also wish to confirm to you the incremental approach that we will adopt whilst dealing with this 
complaint. 
 
The CNH Incremental Approach to ASB is as follows:- 
 
Verbal Warning 
 
We will seek your permission to issue a verbal warning to the alleged perpetrator of the anti social 
behavior. If agreed, this verbal warning will be issued within 5 working days.   
 
Written Warning  
 
If the verbal warning does not resolve your complaint we will issue a written warning to the alleged 
perpetrator where we are satisfied that anti social behavior is occurring.  If we are aware of literacy issues 
we will hand deliver this letter and explain its content. 
 
Mediation 
 
If the written warning does not resolve your complaint we may discuss the option of mediation with you.  
This can be a useful way of resolving difficulties between neighbours but is not suitable for every case.  If 



 

a mediation referral is to be considered, I will discuss this with you in more detail and seek your 
agreement before any referrals are made.  
 
Referral to Anti Social Behavior Multi Agency Steering Group. 
 
If the written warning does not resolve your complaint and mediation is not successful/not appropriate, I 
will refer your complaint to the Multi Agency Anti Social Behavior Steering Group.  This group consists of 
a number of key agencies that can impact on the anti social behavior of others and includes 
representatives from the Police, Charnwood Borough Council and Charnwood Neighbourhood Housing.  
The group will consider a number of options to resolve your complaint.  These options may include 
intensive work with perpetrators to set acceptable standards of behavior, consideration of the most 
appropriate legal action against perpetrator and/or consideration of eviction proceedings.  
 
Please be assured that we take your complaint of anti social behavior very seriously and will work with 
you and all appropriate agencies to ensure that your complaint is resolved as quickly as possible. 
 
If you feel that you are at immediate risk, please contact the police on 999. 
 
In line with our agreed action plan, I shall contact you for an update of the current situation on XXXX.  If 
you wish to discuss the content of this letter with me in more detail I am happy to do so at your 
convenience. 
 
If at any time you are unhappy with the way your complaint is being handled, please contact the Anti 
Social Behavior Coordinator (CNH) insert name on 01509 63XXXX or via e-mail at insert 
name@cnh.org.uk 
 
 
Kind regards 
 
 
 
(Name) 
(Title) 
 
 
 
 
 
 
 
 
 
. 
 

 
 
 
 
 
 
 
 
 



 

 
  
ASB: VULNERABLE PERPETRATORS FORM 
 
Address: 
 
 
Household Composition. 
 
Tenant’s Name                                                            d.o.b 
……………………………………………………………………. 
 
Joint Tenant’s Name                                                   d.o.b 
……………………………………………………………………….. 
  
Other Household members            d.o.b                     Relationship to Tenant                                                             
 
 
Who is/are the perpetrator(s)?...................................................................... 
 
Vulnerability of Perpetrator 
 

Alcohol Misuse 
 

Drug Misuse 
 

Mental ill health (please give details) 
 

Learning Disability (please give details) 
 

Age related vulnerability 
 

Mobility Disability  
 

Other (please specify) 
 
Floating Tenancy Support in Place?          YES/NO 
 
If yes, which Agency/support worker? ……………………………….. 
 
Agency/support worker informed of current ASB? YES/NO  Date …….. 
 
If no tenancy support in place, would referral be appropriate? YES/NO? 
 
Referral done – date …………..  Agency………………    
 
Other Agencies Involved (please specify worker and telephone number) 
 

Social Services 
Probation 
Youth Offending Team 
Drugs Worker 
Alcohol Worker 
Mental Health Team 
Other   

 
Agency informed of ASB?  YES/NO   Date ……….. 



 

 

 
14. Private Investigators and Security Guards 
 
1.  Private Investigators and Security Guards are only used where there is a serious problem of anti 

social behavior. 
 
2.  The use and management of private investigators or security guards is a short term solution and must 

be used as a last resort when everything else has been tried, even the police. 
 
3.  The Housing Services Manager decides the course of action to be taken with the Anti Social Behavior 

Coordinator (CNH). 
 
4.  The Anti Social Behavior Coordinator (CNH) will recommend a contractor, the length of contract and 

review periods subject to money being available. 
 
5. The contractor is then paid by the Anti Social Behavior Coordinator (CNH) based on the terms of the 

contract either the end of the term, weekly or on a monthly basis. 
 
6. The Anti Social Behavior Coordinator (CNH) liaises with the Housing Services Manager and Tenant 
     Reps on an ongoing basis and manages the contract. 
 
7. The Housing Services Manager decides whether the contract needs reviewing and whether to use the 

same contractor for the current or future projects. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 



 

 
 
15. Surveillance 
 
1.  CNH conducts surveillance in a number of ways, namely, CCTV, security guards, private investigators 

and covert, this can be using cameras or human intelligence, in its role as an agent of the council. 
There are legal restrictions governing the use of covert surveillance and this procedure addresses this 
area. If surveillance is for overt purposes, see procedure on the use of security guards 

 
2. The Regulation of Investigatory Powers Act 2000 ("RIPA") Act defines surveillance in three ways; 
 
(a) monitoring, observing or listening to persons, their movements, their conversations or their other 

activities or communications; 
(b) recording anything monitored, observed or listened to in the course of surveillance; and 
(c) Surveillance by or with the assistance of a surveillance device. 
 

'Covert' surveillance -surveillance is covert if it is carried out in a manner calculated to ensure that 
persons who are subject to the surveillance are unaware it is or may be taking place The 
Regulation of Investigatory Powers Act 2000 ("RIPA") regulates the way in which various 
agencies collect information about individuals. CNH can conduct covert surveillance, but it must 
comply with the RIPA regulations 

 
3  The Act defines 3 types of investigatory activity that can (and should) be the subject of an authorisation 

under the Act: 
 
'Directed' surveillance -surveillance is directed if it is covert but not intrusive and is undertaken: 
 
(a) For the purposes of a specific investigation or a specific operation; 
(b) In such a manner as is likely to result in the obtaining of private information about a person (whether 

or not one specifically identified for the purposes of the investigation or operation); and 
(c) otherwise than by way of an immediate response to events or circumstances the nature of which is 

such that it would not be reasonably practicable for an authorisation under this Part to be sought for 
the carrying out of the surveillance 

 
'Intrusive’ surveillance -surveillance is intrusive if it is covert surveillance that: 
 
(a) Is carried out in relation to anything taking place on any residential 

premises or in any private vehicle; and 
 
(b) involves the presence of an individual on the premises or in the vehicle or is carried out by means of a 

surveillance device. 
 
Note: CNH as an agent of the council does not have authority to carry out intrusive surveillance. 
 
'Covert Human Intelligence Source'-a person is a Covert Human Intelligence Source ("CHIS") if he or she 
establishes or maintains a personal or other relationship with a person for the covert purposes of 
obtaining or disclosing information obtained by the use of such a relationship. 
 
A personal relationship will only arise in certain circumstances, whether it be a relationship of a business, 
management or employment type. In many cases surveillance can be carried out overtly (as in test 
purchases) and authorisation will not be required at all (see section on CHIS applications later in this 
procedure). 
 
4.  An Anti Social Behavior Coordinator (CNH) must make the request for the use of covert surveillance. 

However, before doing so, the following should be considered. 
 
a) Has the incident(s) been investigated thoroughly previously 



 

 
b) Are there other forms of surveillance which could provide the same results 
 
c)  Has the matter been reported to the police and should they be asked to investigate and inform CNH 

once enquiries are completed. 
 
d) Would CNH be able to use any information obtained to prosecute individuals or prevent unsociable or 

dishonest acts. 
 
5.  After considering the above, the Anti Social Behavior Coordinator (CNH) should present a case to the 

Housing Services Manager for consideration and approval. If covert surveillance is agreed, then the 
Anti Social Behavior Coordinator (CNH) should complete the appropriate RIPA application form using 
the guidelines below, (the form can be found at the end of this procedure) and present this to the 
Housing Services Manager for signature. Once signed, the form should be presented to an authorised 
officer, (this can be CNH Chief Executive or, the Head of Housing and Health at CBC. 

 
Is Authorisation Required? 
 
The Checklist for Enforcement Officers 
 
Courtesy of 13 King's Bench Walk 
 
1. Does the investigation involve surveillance as defined in s.48 (2)?  
 
2. Does the surveillance have to be undertaken covertly? 
 
In noise nuisance cases there may be merit in informing the perpetrator that he/she will be subjected to 
surveillance/monitoring over a stated period of time to see if the alleged nuisance is repeated. If the 
person concerned is to be informed of the fact that they may be subjected to surveillance/monitoring, this 
should be done in writing. 
 
3.  Is the covert surveillance to be undertaken in such a manner as is likely to result in the obtaining of 

private information about a person? 
     Keeping watch/monitoring of residential premises should be regarded as activities which are likely to 

result in the obtaining of private information. 
      Noise monitoring of residential premises using sound meters or by neighbours compiling noise diaries 

should be the subject of authorisation. 
 
"Private information" has been broadly defined. The fact covert surveillance occurs in a public place or on 
business premises does not necessarily mean that it cannot result in the obtaining of private information 
about a person. Prolonged surveillance targeted on a single person may very well result in the obtaining 
of private information about that person. 
 
The draft Code of Practice states that general observation which does not form part of the systematic 
surveillance of an individual is 'low-level’ activity which will not usually be regulated under the Act. 
 
4.  Is the surveillance necessary for the purpose of preventing or detecting crime or of preventing 

disorder? (With the advent of the new Regulations these are the only grounds upon which 
authorisation can be granted). 

 
If you are in doubt as to whether the matter you are investigating amounts to actual or potential crime or 
disorder, seek advice from Legal. The Office of the Surveillance Commissioner has indicated that we may 
be able to justify carrying out surveillance where it is "necessary for the protection of the rights and 
freedoms of others". 
 
5.  Is the proposed covert surveillance necessary or can the intended purpose be achieved in any other 

way? In deciding whether covert surveillance is necessary, consideration will have to be given to 



 

whether there is reasonably available an overt means of discovering the desired information, for 
example in cases where overt means have failed. 

 
6.  Is the covert surveillance for which authorisation sought proportionate to the aims to be achieved? In 

weighing up proportionality, you need to ask yourself questions along these lines: 
 
"Are the means justified by the ends?" 
 
"Is this operation wildly over the top?" 
 
"Is it excessive when compared to the harm it is supposed to cure?" 
 
"Is this the most modest and least invasive method possible of achieving the desired objectives?" 
 
7.  Whilst the considerations of necessity and proportionality may have much in common, they are 

separate matters and must be treated as such. The relevant forms must be completed in such a way 
as to show that separate consideration has been given to the two tests. 

 
8. For how long should an authorisation be sought? 
 
9. If circumstances change, consideration should be given to cancelling the authorisation. 
 
FINALLY: 
 
10. If in doubt, speak to ANTI SOCIAL BEHAVIOUR COORDINATOR (CNH) East 
 
11. The Codes of Practice, together with the new Regulations, are available at    

"http://www.homeoffice.gov.uk"  
 
12. Once signed, a copy of the form should be given to the council’s corporate legal section for logging; a 

hardcopy should be placed on a house file and a copy given to the Housing Services Manager for 
filing. 

 
13. RIPA applications are usually for a defined period of time and the Anti Social Behavior Coordinator 

(CNH) should ensure that at the end of the period, a formal application is made for the authorisation 
to be cancelled (appendix attached) 

 
14. If at any time, the details of the surveillance changes substantially, e.g. a different estate, another 

person living a significant distance from the site of the original request, you may have to seek a new 
authority. If in doubt, please seek legal advice from the council’s corporate legal team 

 
15. The Anti Social Behavior Coordinator (CNH) should ensure that where camera surveillance is 

deployed, that the evidence is provided on DVD’s rather than videos (it is more convenient to arrange 
viewing of the evidence collected). The evidence should then be reviewed by the Anti Social Behavior 
Coordinator (CNH) within 5 days of the information being obtained and a recommendation made to 
the Housing Services Manager. If evidence of criminal action is obtained, this should be passed 
immediately to the police for them to decide on possible criminal action. 

 
16. The Housing Services Manager will review the evidence and make an appropriate decision. 
 
Reference; 
 
Procedure for the use of security guards private investigators 
 
 
 



  

 
 

PART II OF THE REGULATION OF INVESTIGATORY POWERS ACT (RIPA) 2000 

APPLICATION FOR AUTHORISATION TO CARRY OUT DIRECTED SURVEILLANCE 
Public Authority Title 
(including full address) 

 

 

Name of applicant 
 Service 

Unit/Section 
 

Full address  

Telephone  Grade  

Investigation name / ref  

Details of application: 

1. Give exact position of authorising officer in accordance with the Regulation of Investigatory Powers 
(Prescription of Offices, Ranks and Positions) Order 2000; No. 2417. (E.g. Head of Benefits / Chief EHO) 

 

2. Describe the conduct to be authorised and the purpose of the investigation or operation. 

 

3. Identify which grounds the directed surveillance is necessary under Section 28(3) of RIPA. 



 

 In the interests of national security;  For the purpose of preventing or detecting crime or of preventing disorder; 
 In the interests of public safety;  In the interests of the economic well-being of the United Kingdom; 
 for the purpose of protecting public 

health; 
 
 
 
 
 
 

 for the purpose of assessing or collecting any tax, duty, levy or other 
imposition, contribution or charge payable to a government department. 

 
 
 
 
 
 
 
 
 
 
 
 
 
  

4. Explain why directed surveillance is necessary in this particular case. 
 

5. Explain why the directed surveillance is proportionate to what it seeks to achieve. 

 

 

 

 

6. The nature of the surveillance to be authorised, including any premises or vehicles involved. 

 

 

 

 

 

7. The identities, where known, of those to be subject of the directed surveillance. 

 Name: 

 Address: 

 DOB: 

 Other information as appropriate: 



 

8. Explanation of the information which it is desired to obtain as a result of the directed surveillance. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

9. Details of any potential collateral intrusion and why the intrusion is unavoidable. 
INCLUDE A PLAN TO MINIMISE COLLATERAL INTRUSION 

 

10. Confidential information: INDICATE THE LIKELIHOOD OF ACQUIRING ANY CONFIDENTIAL INFORMATION: 

 

11. Anticipated 
start. 

Date:  Time:  

 
12. Applicant’s signature. 
I certify that the above information is true and complete, to the best of my knowledge and belief. 

Signed: 

 

Date:  

 
13. Authorising officer's comments explaining why in his view the directed surveillance is necessary and 

proportionate.  This box must be completed. 
 



 

 
 
 
 
 
 
 
 
 
 
 
 

14. Authorising Officer's Statement. 

I, _____________________________________, hereby authorise the directed surveillance investigation/operation as 
detailed above.  This written authorisation will cease to have effect at the end of a period of 3 months unless renewed (see 
separate form for renewals). 

This authorisation will be reviewed frequently to assess the need for the authorisation to continue. 

 

Name (Print)  Grade / 
Rank 

 

Signature  Date  

1.1 Date of first re 
view: 

 

1.2 Date of 
subsequent 
reviews of this 
authorisation: 

 

 

15. Confidential Information Authorisation. 

 
 
 
 
 

Name (Print)  Grade / Rank  

Signature  Date  

Time:  Date:  
 

16. Urgent Authorisation:  Details of why application is urgent. 

 
 
 
 
 
 
 

Name (Print)  Grade/ Rank  



 

Signature  Date/Time  
 
 
 
 
 
 
 

17. Authorising officer’s statement.  This box must be completed. 

 

 

 

 

18. Please give the reasons why the person entitled to act in urgent cases considered that it was not 
reasonably practicable for the authorisation to be considered by a person otherwise entitled at act. 

 

 

Name (Print)   Grade/ Rank  

Signature   Date/Time  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 





  

 

PART II OF THE REGULATION OF INVESTIGATORY 
POWERS ACT (RIPA) 2000 

 
CANCELLATION OF A DIRECTED 
SURVEILLANCE AUTHORISATION 
 

Public Authority 
(including full address) 

 

 

Name of Applicant 
 Unit/Branch /Division  

Full Address  

Contact Details  

Investigation/Operation 
Name (if applicable) 

 

 

Details of cancellation: 

1. Explain the reason(s) for the cancellation of the authorisation: 

 

 

Explain the value of surveillance in the operation: 

 

 

 



 

 

2. Authorising officer's statement. 

I, [insert name], hereby authorise the cancellation of the directed surveillance investigation/operation as 
detailed above. 

Name (Print)   Grade   

Signature   Date   

 

3. Time and Date of when the authorising officer instructed the surveillance to cease. 

Date:  Time:  

 

4. Authorisation cancelled. Date:  Time:  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

16.Supporting the Vulnerable  
 
1.1 CNH provides general needs housing and supported temporary accommodation for homeless people. 

A significant proportion of the stock is or has been let to people, who for a variety of reasons are 
vulnerable and at risk of losing their tenancy. 

 
1.1(a) CNH and CBC have agreed a Pre-Allocation Protocol that allows for the discussion of 

appropriate allocations taking into account vulnerability issues.  The protocol also allows for the 
support needs of all new tenants to be assessed prior to sign up to a new tenancy, offering the 
opportunity to put adequate support in place at the earliest opportunity. 

 
1.2 A key aim of tenancy support is to help vulnerable people sustain their tenancies and to prevent 

tenancy breakdown and eviction by using structured tenancy maintenance approach. Support can be 
provided  in situations where vulnerable tenants are having income and rent arrears problems, anti 
social behavior is occurring, or the tenant is being harassed or victimised. CNH works with 5 key 
partners to provide tenancy support services – The Bridge Tenancy Support Team, Charnwood 
Independent Youth Action, SHARP, Advance and NCHA. The Tenancy Support Officer (TSO) 
coordinates and monitors these support services and provides direct support to a small number of 
tenants. The Homeless Families Support Officer provides support to tenants in temporary 
accommodation.  The Family Intervention Project provides intensive support to families who are at 
risk of losing their tenancies due to ASB. 

 
1.3 Referrals to these support providers can be made by CNH Housing Officers (HO), the Council’s 

Housing Needs Department and where applicable other Statutory services. Self referrals may also be 
accepted. Whilst the overall responsibility for managing the tenancy rests with the housing officers, 
there will be a significant number of tenants who will require the intervention of the tenancy support 
officer, as their tenancy becomes problematic. The support provider will work to make an initial 
assessment and provide a wide range of advice and assistance, and draw up individual tenancy 
support plan tailored to tenant needs. The interventions are time limited normally for up to 12 months, 
although in exceptional circumstances this time period can be extended to 2 years. The TSO will 
advise on the most appropriate agency to provide support for a particular tenant. 

 
2. Procedure and Protocol: 
 
2.1 The HO must initially make contact with the tenant and make a preliminary assessment of their 

needs. If the HO deems that the tenant requires additional support to maintain their tenancy, a referral 
should be made to the appropriate support service. Incomplete referrals will be returned to the HO. 

 
2.2 The support provider will assess the referral and where appropriate discuss further with the HO or 

others relevant parties. A decision will then be upon whether the support provider can offer a service 
to the tenant, considering the tenant’s needs and priority and current case loads. 

 
3.4 If the referral is accepted by the service, the support provider will arrange a mutually convenient time 
to meet the tenant. 
 
3.5 The support provider will assess the tenant’s needs and devise a tenancy support plan to work 
towards ensuring the tenancy does not breakdown. 
 
3.6 The main duties of a TSO will include: 
 
a) To work with a caseload of tenants in temporary accommodation or in their own tenancies. 
 
b) To assess individuals housing and support needs and draw up individual support plans in conjunction 
with partner agencies where appropriate. 
 
c) To establish effective relationships between the tenants, the CNH and service providers. 
 



 

d) To provide targeted practical assistance to tenants –including representation and advocating for 
tenants as required with landlords, assisting with welfare benefits and Housing Benefit problems, where 
the tenant and/or the HO has been unable to resolve outstanding issues. 
 
e) To assist with referrals to services which assist with furnishings, e.g. SOFA 
and the Social Fund. 
 
f) Sign posting or arranging referrals where appropriate, to support services commissioned by the 
borough, which includes Statutory and Voluntary agencies. 
 
g) To provide specialist advice to Housing Officers such as referrals to appropriate support projects. 
 
 
3.7 When a tenant has been referred to a tenancy support service, the HO retains responsibility for 
managing the tenancy but will keep the tenancy support service informed of action being taken. The HO 
will liaise with the TSO on an on-going basis to monitor, assess and review referred Tenants. The TSO 
and the support service will keep the Housing Officer informed of progress of the support package. 
 
3.8 CNH accepts that it may be unreasonable to expect Tenancy support service to have an instant 
positive impact upon tenant’s behavior. It can take time for the service to engage with the tenant and 
build a relationship in order for support to be effective. There is a need for discretion on individual cases. 
It may be in serious cases of ASB that the HO will have to take more immediate action. It would be 
appropriate to ensure that the support agency is kept informed of any such action. 
 
3.9 To encourage clarity in roles and communication, it would be good practice for HOs and the support 
agency to arrange a joint meeting when the tenant is allocated a support officer. Depending on the level 
of ASB and other issues, it should be decided whether regular meetings would be useful to all parties. 
 
 
Appendix: 
Bridge referral form 
CIYA referral form 
Pre allocation protocol. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

Tenancy Support Service 
 

Referral Form 
 

Strictly Private and Confidential 
 

  
 

Personal Details                                                                                                                     (SP 4, 5, 6, 7) 
 
Name of Service User (s/u) 
 
D.O.B M  F  

 
Telephone Number Ethnic Origin 
 
National Insurance Number (If Known).  Refused?  s/u does not know  
 

          Current Address  
                       
           Please state who the landlord of the property is:  
 

CBC/CNH      Housing Association      Private Sector         Private Landlord   
 
Name of L/Lord  Rent Arrears (if any) £. Tenancy Start Date if Known  
 

          (Pre) Allocated Address  
 
         Please State who the Landlord of the property is:  

 
CBC/CNH      Housing Association      Private Sector         Private Landlord   
 
Name of L/Lord Tenancy Start Date HB Form Complete?  Y  N  
 

          Previous Addresses 
 
         Please State who the Landlord of the Property is: 
  

CBC/CNH      Housing Association      Private Sector         Private Landlord   
 
Name of L/Lord Rent Arrears (if any) £ Tenancy Start Date if Known  
 
Will the s/u have difficulty attending their assessment in the office?  Y  N  
 

          If yes, why? 
 
Does the s/u need info about our services in different formats?  Y  N   (specify below) 
 
In Audio Format   In Different Languages  (please state)  
 
Does the s/u have a disability? Y  Don’t know  N  (specify below) 
 
Mobility    Mental Health   Visual Impairment     Hearing Impairment   
 
Learning Disability    Progressive/Terminal   Other   Not Disclosed   
 
 
 
 
 
 



 

Economic Status                                                                                                                                (SP 4) 
 

         Please tick the relevant box (if known)  
 

Full Time Employment (24hrs+)   Government Training/New Deal   
Part Time Employment (less than 24hrs+)   Long Term Sick/Disabled   
Retired   Not Seeking Work   
Job Seeker    Other  

 
Household Composition                                                                                                                     (SP4)

 
Does the s/u have any other people living with them?  Y  N  (specify below) 

 
Partner’s Name D.O.B M  F  

 
Telephone Number Ethnic Origin  

 
National Insurance Number (if known)                                           Refused?  s/u does not know?   

 
Name   Age  Relationship  M  F  

 
Name   Age  Relationship  M  F  

 
Name   Age  Relationship  M  F  

 
Name   Age  Relationship  M  F  

 
Name   Age  Relationship  M  F  

 
Support Needs/ Housing Needs/ Current Situation  

 
Is this the s/u first tenancy?   Y  N  

 
Has the s/u made a homeless application recently?   Y  N  Don’t know  
(Please specify details surrounding the application) 

 
……………………………………………………………………………………………………….……………………..…………
…………………………………………………………………………………………………………………..…………………… 
 
       Does the s/u need support with any of the following?  
 

Moving In    Benefit Claims   Bills  
Debt Advice/Rent Arrears    Alcohol/Drugs Misuse  Mental Health   
Accessing Education, Training, Employment       Parenting  

 
       Do you feel the s/u is vulnerable due to any of the following? 
 

Family    Domestic Violence    Violence from another source  
Teenage Parent   Drug/Alcohol Misuse   Older Person   
Mental Health    Young Person    Other (specify below)  
Lack of Support    Learning Disability   Physical Disability  

 
       If there are significant Mental Health/Learning Difficulties/ Physical Disabilities please give details:  
……………………………………………………………………………………………………….……………………...…………
……………………………………………………………………..…………………………………………….…….………………
…………………………………….………………………………………………………………….……………………………….. 
 
       
 
 



 

        Do you think there is any other information you would like to share with us that is relevant to the referral?  
……………………………………………………………………………………………………….………………………………
……………………………………………………………………….………………………………………………………………
……………………………………….…………………………………………………………………………………………….. 
 

Is there any current Anti Social Behaviour investigations/actions?   Y  N  Don’t Know   
 
        Details…………………………………………………………………………………………………………………….. 
 

Is there any current legal action against the services user’s tenancy?  Y  N  Don’t Know   
 
        Details…………………………………………………………………………………………………………………….. 
 

Notice of Seeking Possession Served? Y  N  Don’t Know  Date Expires 
 

Notice of Proceedings for Possession Served? Y  N  Don’t Know  Date  
 

Possession Order?  Y  N  Don’t Know  Date Expires 
 

Warrant Served? Y  N  Don’t Know  Date Expires 
 

Other Support Services/Agency Input                                                                                              (SP 9) 
 

Does the s/u have any other support workers or agencies involved?  Y  N  
 

Name Agency 
 

Contact Number Contact Email 
 
         Do any of the following relate to the service user? (Tick if relevant, details if possible)  
 

Social Services Involvement (ongoing)    
Care Programme Approach (CPA) in place    
Enhanced CPA in place   
Probation or Youth Offending Team Involvement    
Drug Intervention Programme in Place    
Multi Agency Public Protection Arrangements (MAPPA)   
Subject to an Anti Social Behaviour Order (ASBO)    

 
Risk (to be completed without the s/u)  

 
Is the s/u on the Local Authority Corporate Warning List?   Y  N  Don’t Know   

 
           Is there any other risk that we should be aware of prior to a needs assessment appointment?  
…………………………………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………………………………
………………………………………………………………………………………………………. 
 
 
 
 
 
 
 
 
 
 
 
 



 

Monitoring Information for Funding Body (essential this is completed)                       (SP 12c, 13, 14)
 

Has the s/u above been repeat homeless in the last 2 years?  Y  N  
          (Presented as homeless more than once at Charnwood Borough Council or any other Housing Authority)  
 

How Long has the above s/u lived in Charnwood?   Years  Months  Days  
 
          If the s/u has lived outside of Charnwood in the last 6 months, please specify the local housing authority they lived in and         

the length of time there.  
 

Local Housing Authority   Years  Months  Days   
 

Service User Consent  
 
          I give permission for information relating to my housing/support needs to be shared between the referring agency and staff 

at the Bridge Tenancy Support Service, with the understanding that this will not be disclosed to third parties without my prior 
consent (unless there is the risk of harm to myself/others or criminal activity)  

 
Print Name. Date 

 
Signed     If not available, verbal consent given?  Y  N  

 
Referrer Details  

 
Name  Job Title 

 
Agency 

 
Address  

 
 Phone Number 

 
Email 

 
Bridge Internal Referral Only  

 
HAT   TRO   SAP   MED  

 
Date last seen Next date due to be seen 

 
Tenancy Support Service Use Only  

 
Date Received  Client Code  
First Appointment Offered  First Actual Appointment  
Contract Waiting List Points  

 
Please forward all referral forms to:  

 
           Paul Snape, Tenancy Support, The Bridge, 38 Leicester Road, Loughborough, LE11 2AG  
           Telephone: 01509 220573; Fax 01509 260 505; Email: paul.snape@bridgehousingservices.com 
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Charnwood Independent Youth Action  Referral Form 
( reference may be requested) 
 
Referring 
Agency Name 

 Referral 
Name: 

 

Address: 
 

 Address:  

Contact Person:  Tel:  
Tel No:  Gender:  
E Mail Address:  Age:  
Referral Date:  DOB: 

 
 

National Insurance number:  
Which Benefit are you claiming:  
Ethnic Origin:  Communication support Yes/No 
Religion: Home Office Ref. No: Immigration Status: 
   
 
 

Accommodation 

Current Status: Referred to: 

Sleeping rough 
Staying with friends 
Private rented lodgings 
Council or Housing Association 
Bed and Breakfast 
In Care 
Hostel:______________ 
Living with family 
Other (please specify) 

 
 
 
 
 
 
 
 
 

 

CIYA Park Road House 
CIYA Marshalls Court 
CIYA Floating Support 
Loughborough Foyer 
YMCA East St 
YMCA Aylestone 
Park Lodge 
Jason Court 
Other:______________ 
LCC Hostel: 
___________________ 

 
 
 
 
 
 
 
 
 
 

 

Next of Kin: 
Name: Contact No: 
Relationship to you: 
Address: 
 
 
Emergency Contact 
Name: Contact No: 
Relationship to you: 
Address: 

Doctor : Dentist: 

Address: Address: 

 
 
 
 
 
 
 



 

REFERENCES / CURRENT SUPPORT CONTACTS 
 
Information may be needed from someone who knows you in a professional capacity e.g 
teacher/tutor/social worker or probation officer, or someone who has provided accommodation for 
you e.g. foster carer, landlord or current or past employer. 
 

Your Current Support Contacts 
 Name Telephone Number/Email Address 
Connexions Personal 
Advisor: 

  

Probation Officer:   
Youth Offending Service:   
Social Worker:   
Other:   

 
I do / do not (delete by applicant) give my consent to share this information with supported 
accommodation agencies. 
Signed: (Young Person)  

 
 
I do / do not (delete by applicant) give consent for the references to be applied for and / or contact to be 
made with my Current Support Contacts and relevant information to be shared in support of this 
application for accommodation. 
Signed: (Young Person)  

 
Dated: 

Signed: (Referring Agency)  
 

Dated: 

 
 
 
 
 
 
 
 

Your Current Needs- Please tick the box below 

Which best describes your reason for needing 
supported accommodation? 

Details as necessary. 

Health or Medical Reasons   
Poor Current Conditions   
Breakdown of relationship with family or partner   

Need for independence   
Financial difficulties   
In B&B and other accommodation   
Living in over-crowded accommodation   
Harassment   

Emergency Move On   

Discharged from hospital   

Released from prison   

To move out of shared housing or accommodation   
To be near family, friends or employment   

Other Reasons, please Specify:   



 

 
ALLOCATIONS PROTOCOL BETWEEN CBC HOUSING NEEDS AND CNH TENANCY/WARDEN 
SERVICES. 
 
1.0 Introduction 
 
Procedures governing the letting of void properties are contained in the CBC/CNH Voids Policy. Under 
this Policy, CBC is required to allocate void properties promptly, ideally while the property is under notice. 
Once an applicant provisionally accepts the property, the applicant’s file comes to CNH and CNH is 
required to sign up the applicant within 5 days of the property being returned from maintenance as ready 
to let. An accompanied viewing may need to be carried out within this 5 day time scale. 
 
When CBC forwards the applicant’s file to CNH, a brief statement is provided outlining any major 
issues/problems that the applicant has as well as an indication of whether they will need tenancy support 
(pro-forma attached as Appendix one). 
 
This Protocol covers the arrangements that need to be in place regarding the information that should be 
provided about an applicant before an allocation is made and/or the allocation comes to CNH, the role of 
both parties in allocations decisions and the mechanisms for assessing and providing tenancy support. 
 
The overall objective of this Protocol is to ensure that applicants are given the best possible chance of 
sustaining tenancies thereby encouraging stable communities and contributing to the prevention of 
homelessness. It is intended that this Protocol will ensure that applicants are allocated properties that are 
the most suitable for them as well as for existing residents and the community as a whole and that the 
best possible support for vulnerable applicants is in place at the beginning of their tenancies. 
 
2.0 Eligibility Information  
 
CBC will provide CNH with all the information needed to confirm that the applicant is eligible for an 
allocation and Housing Benefit and will have the means/ability to pay their rent. This will be obtained 
before offer is made and the evidence will be provided to CNH when the offer is provisionally accepted. If 
the offer is made subject to provision of evidence, the evidence should be provided by the applicant 
before it is counted as a provisional acceptance and the file forwarded to CNH. 
    
Examples might include: 
 

- proof of leave to remain in UK 
- acceptance of asylum application, 
- workers registration certificate plus up to date proof of current employment (A8 nationals) 
- up to date proof of employment (EEA workers) 
- proof of non ownership of property – where applicant previously owned or applicant co-habited 

with owner.  
- Personal ID for applicant/joint applicant 
- Proof of dependant children. 
- Appropriate guarantor for applicants aged 16/17 years 
- Proof of clear rent accounts 

 
3.0 Assessment of vulnerability/support needs 
 
CBC will provide the full application file to CNH as soon as the applicant has provisionally accepted the 
tenancy. CNH will the review the file and decide whether the applicant will need tenancy support and if so 
will make the necessary referrals to tenancy support providers or will put in place support from the 
Tenancy Support Officer or the Homeless Families Support Worker.  As part of this process, a risk 
assessment will be carried out based on the information on file and for the benefit of the housing officer 
conducting the viewing/sign up and managing the tenancy (pro-forma attached as Appendix 2). 
 
 
 



 

4.0 Allocations to very vulnerable applicants 
 
A small number of applicants will be very vulnerable and this should be evident from their application, 
supporting information or contact with Housing Needs Officers. Examples of very vulnerable applicants 
may be those with: 
 

- serious mental health condition e.g. schizophrenia/bi-polar particularly when this has resulted in 
recent hospital admission as an in-patient. 

- Drug/alcohol problem where the applicant is being discharged from long term re-hab 
- Offender who is being rehoused following release from prison 
- Applicant who has been sleeping rough or in hostels over a prolonged period 
- 16/17 year old 
- Care Leavers 
- Personality disorders/behaviour problems 
- A history of anti-social behaviour/violent and threatening behaviour 
- Learning difficulties – particularly where they are being rehoused from a supported environment or 

have never lived independently before. 
 
Some very vulnerable applicants will fall into more than one of these categories or may have additional 
issues such as less serious mental health problems or drug/alcohol issues. 
 
CBC agree that for these applicants, the professionals involved in the applicant’s care/treatment/support 
(e.g. psychiatrist, CPN, social worker, key support worker, probation/YOT worker) will provide a 
statement summarising the applicant’s problems, how the problems affect the applicant in terms of day to 
day living, skills levels and behaviour, that in their opinion the applicant has the capacity/potential for 
independent living and also outlining the support that will be provided post tenancy and any areas where 
support will need to be put into place. This statement must be provided before the applicant is allowed to 
provisionally accept the offer of accommodation and may be best supplied at the point that the applicant 
applies for admission onto the Housing Register 
 
CNH recognises that CBC has statutory duties to many very vulnerable applicants and is committed to 
helping CBC meet these obligations. In order to maximise the chances of tenancies succeeding, any 
allocation made to a very vulnerable applicant will be made in conjunction with CNH who will advise on 
the most suitable property available for the applicant and will make sure that the correct information about 
the applicant’s vulnerability and support needs is held on file. This discussion will take place between one 
or more members of staff from Housing Needs and Tenancy Services. Depending on staff availability, the 
officers to be involved ion this discussion would be one or more of the following: the Allocations Officer, 
Senior Housing Options Officer, Tenancy Support Officer, Housing Officer for the patch. If none of these 
staff in Tenancy Services is available at the point of allocation, Housing Needs reserves the right to make 
the allocation without consultation with CNH.  If, following discussion with the relevant officers agreement 
cannot be reached concerning a particular allocation, the allocation/application will be referred to the 
Housing Needs Manager/Housing Services Manager for a final decision.  
 
The discussion that takes place between CNH and CBC about allocations to very vulnerable people will 
be logged on the pro-forma attached as Appendix 3. 
 
5.0 Allocations to Elderly Plus properties 
   
CBC’s Allocations Policy designates blocks of flats/bungalows as either general let (to under 60s) or 
elderly plus (over 60 or to disabled applicants). CBC cannot always find older or disabled applicants for 
upper floor elderly plus flats and therefore can within policy offer the properties to younger applicants. 
CBC agrees only to offer these properties to applicants whose lifestyle is unlikely to adversely affect 
elderly and disabled applicants e.g. to avoid making offers to applicants with known drug/alcohol 
problems, criminal history, mental health issues/personality disorders with symptoms that could cause 
anti social behaviour, lifestyles such as long term rough sleeping/hostel residency unless investigations 
with the professionals involved confirm that there are not likely to be problems and consultation has taken 
place with both Tenancy and Warden Services at CNH. 
 



 

6.0 Non –Secure Tenancies 
 
CBC is required to provide temporary accommodation for qualifying homeless households. This 
accommodation is provided either at Lingdale House or within the general stock. In both cases the 
applicant is given a non-secure tenancy. Often, homeless households will have to be provided with 
accommodation on an emergency basis and with little or no notice. This presents challenges for the 
household and for CNH in terms of setting up the tenancy and households may be expected to move into 
a property with no furniture or utilities. CBC will take this into account when deciding on temporary 
accommodation placements and consider alternative temporary accommodation for up to 48 hours (to 
allow utilities to be connected and items of furniture sourced) in cases where a household is particularly 
vulnerable e.g. physical illness/disability/ new born baby/ pregnancy/risk of self harm. 
 
CBC will complete pro-forma (attached as Appendix 4) for all referrals to non-secure tenancies – which 
will give as much information as possible about the applicant’s risk, needs and vulnerability. Files cannot 
be passed to CNH as the homeless application will be worked on by CBC. 
 
Allocations to non-secure tenants who are very vulnerable or who are going into elderly plus 
accommodation will follow the same procedure as outlined in paragraphs 4 and 5. 
 
CNH will provide emergency tenancy support (via Homeless Families Support Worker or Tenancy 
Support Worker) where necessary for applicants going into temporary accommodation and will also 
ensure that referrals are made for long term tenancy support as appropriate.    
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 





  

Referral for Non-Secure Tenancy             
 
 
Applicant’s Name:   _______________________________ 
 
Date of Birth:  ______________________________ 
 
Family Composition 
 

Name Relationship to 
Applicant 

Date of Birth 

   
   
   
   
   
   
   
 
Vulnerability  (Please tick box where relevant and give details) 
English NOT first 
language 

  

Please give first language   
 
Mental Health   
Which household 
member? 

  

 
Learning Disability   
Which household 
member? 

  

 
Drug/Alcohol Misuse   
Which household 
member? 

  

 
History of Offending   
Which household 
member? 

  

 
Physical Disability   
Which household 
member? 

  

 
Previous Failed Tenancy   
Which household 
member? 

  

 
Domestic Violence   
Which household 
member? 

  



 

 
Other   
Please Specify   
 
None of the above   
 

  
  
  
 Cont’d     
Overleaf

Further Details  Regarding Vulnerability (If necessary) 
 
 
 
 
 
 



 

 

149Charnwood Neighbourhood Housing Limited 

Other Agencies involved  
Please state Agency/Worker/Telephone:  
  
  
  
  
  

 
Anti Social Behaviour 
Does anyone in the household have a history of Anti Social Behaviour? 

 
Yes   No 

 
If yes please give 
details 

 
 
 
 
 
 
 

 
Floating Support 

Not Necessary  
 

Referral Done  
Please State which 
Agency 

 

 
Risk 

No Risk   
High Risk   
Low Risk   
Medium   

 
Please provide summary of risk factor – Risk to self/public/staff 
 
 
 
 
 

 
Status of Homeless Applicant 

Accepted   
Under Investigation   
Refused   
Under Review   

 
Referred by: Name: _______________________ Date:_______________________ 
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Housing Needs Case Worker: _____________________________________ 

 
 

Any other comments 
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Appendix 2  
 
New Tenant Risk Assessment  
Applicant Information 
  
Property Offered:………………………………….. 
 
Type of Tenancy:………………………………….. 
 
Tenancy to be in the name of:………………………………………………………… 
 
Family Composition: 

 
Name Relationship to Applicant Date of Birth 

   

   

   

   

   

   

 
Risk  
  
Level of Risk:  Risk Towards:  Nature of Risk:  

 
None    Public    Physical Violence        
Low    Staff    Sexual Violence       
Medium   Women   Verbal Abuse       
High    Children    Threatening Behaviour  
    Vulnerable   Financial Difficulties       
    Other     Other           
  Specify……………….. Specify…………………. 
     ……………………….. …………………………….. 
 
Any other information regarding risk: 
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Anti Social Behaviour 
 
Does anyone in the household have a history of anti-social behaviour? 
 
 Yes     No   
 
If yes, please give details: 
 
 
 
 
 
 
Vulnerability  
 
Does anyone in the household have a history of mental health problems? 
Yes  No  
If yes, which member? ……………………………………………………………….. 
 
Please give a summary of health problem: 
 
 
 
 
 
Does any member of the household have a learning disability? Yes  No   
If yes, which member?............................................................................................. 
 
Please give a summary of the disability:  
 
 
 
 
 
 
Does any household member have a physical disability? Yes   No  
 
 
 
 
 
 
Does any household member have a history of drug misuse? Yes   No  
If yes, which member?............................................................................................. 
 
Does any member of the household have a history of alcohol misuse? Yes   No  
If yes, which member?............................................................................................. 
 
Does any household member have a history of offending? Yes  No   
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Is there a history of domestic violence within the household? Yes   No  
 
If yes, please give a brief summary of the problem: 
 
 
 
 
 
 
If you feel any other relevant information need be included, please use the space provided: 
 
 
 
 
 
 
 
 
 
Risk of Financial Difficulties  
 
Has this applicant indicated any financial difficulties with the application or file?  
 
Yes   No     If yes, refer to MMO 
 
If yes, please give a brief summary of the problem: 
 
 
 
 
 
 
Has the applicant had a previous tenancy with CNH which has been in arrears?  
 
Yes   No     If yes, refer to MMO 
 
If yes, please give a brief summary of the problem: 
 
 
 
 
 
 
Has the applicant been offered a tenancy due to mortgage arrears? 
 
Yes   No     If yes, refer to MMO 
 
If yes, please give a brief summary of the problem: 
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Has the applicant been in arrears with any private tenancies or Housing Association landlords?  
 
Yes   No     If yes, refer to MMO 
 
If yes, please give a brief summary of the problem: 
 
 
 
 
 
 
Is the applicant a single, male aged between 18-25?  Yes        No   

If yes, refer to MMO 
 
Is the applicant a single parent aged with 2 or more children?   Yes        No      
           If yes, refer to MMO 
 
Is the applicant in part time or full time paid employment? Full time  Part time   
 
If Part time, please give brief details of the employer, hours worked and wages: Refer to MMO 
 
 
 
 
 
 
Other Agencies Included 
 

1. Agency:                                    2. Agency: 
Worker:           Worker: 
 

3. Agency    4.Agency: 
Worker:       Worker: 
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Floating Support 
 
Not necessary   Referral done  
 
Referral needed   Which agency?  
 
 
Language 
 
English is not first language? (tick if applicable)   
 
Please state the first language 
 
Is an interpreter required?  Yes   No  
 
 
 
Tenancy Support Officer: 
Date:   
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Appendix 3 
 
ALLOCATION TO VERY VULNERABLE APPLICANTS. 
 
 
Applicant’s Name: 
 
 
 
Property to be allocated: 
 
 
 
 
Summary of Vulnerability: 
 
 
 
 
Allocation Suitable?    
 
 
Yes (please give brief reasons) 
 
 
 
No (please give brief reasons) 
 
………………………………………………………………………………………… 
 
 
 
Signed: 
 
 
Housing Needs 
 
 
Signed: 
 
 
Tenancy Services 
 
 
Date:  
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17. Supporting Witnesses 
 
1. In cases of harassment and intimidation, CNH will try, wherever possible, to rely on professional witnesses 
such as police and housing officers. However, there will be cases where CNH will need to demonstrate that 
nuisance or harassment has occurred and it has radically disrupted the life of one or more residents. It is 
important that CNH staff manage the expectations of victims and potential witnesses in order to secure their 
cooperation. Realistic information and practical support must be provided to help overcome witnesses’ fears 
of attending Court and fears of possible reprisals. Good communication between professionals and victims / 
witnesses should be maintained throughout and information exchanged about case progress. 
 
2. Witness Evidence 
 
The victim / witness needs to provide detailed information to demonstrate that legal action is justified. He / she 
should be asked to complete a CNH Incident Diary to record dates, times and duration of incidents, with 
details of any other witnesses and whether or not police or other statutory agencies (such as Environmental 
Health call-out staff) were involved. Where English is not the first language of a witness / victim, translations of 
incident diaries may be arranged by CNH or Dictaphones issued and later translated. Incident diaries should 
be returned to the Housing Officer at regular intervals and the contents then passed on to CNH solicitors for 
perusal and advice. The Anti Social Behavior Coordinator (CNH) (ASB) will monitor all cases at least monthly. 
More serious cases will be monitored more frequently. Victims / witnesses should be told what will happen 
next and within what timescale. Victims / witnesses should be encouraged to contact the Housing Officer at 
any time. Home visits should be offered by the Housing Officer if the witness requests such. 
Regular contact with the victim must be maintained whilst waiting for a Court hearing. We will seek to use 
injunctions (if possible with power of arrest) to give respite to the victim until a full hearing occurs. 
 
Residents’ Associations may be used to disseminate publicity about incidents and members of RA’s may be 
collectively able to submit vital intelligence in support of legal proceedings, encouraging a sense of community 
and reducing feelings of isolation amongst victims. 
 
3. Witness Support 
 
CNH has entered into a partnership with the National Victim Support Scheme to offer independent 
specialised support to witnesses who are asked to attend court to give evidence.  This support consists of the 
opportunity for pre-court visits, ongoing telephone support and support on the day of the hearing.  A private 
room is made available for the witnesses to wait in and be briefed and de-briefed on the events that will 
happen in the courtroom.  A  Victim support officer is also assigned to stay with the witness for the duration of 
the court process, sitting with them in court when they give evidence. 
 
4. The Witnesses’ Home 
 
It is important for the witness to remain in residence until the possession hearing, in order to provide up to 
date evidence. CNH may consider re-housing a witness into temporary accommodation during and after the 
hearing if there is a genuine fear of reprisal. However, a permanent management transfer should be seen as a 
last resort as it can give a message of victory to the perpetrator. It is difficult for CNH to secure equivalent 
standard accommodation if the witness is to be transferred. It is also difficult to obtain a guarantee that after a 
move a witness will honour a commitment to give evidence. Any subsequent occupier of a past victim’s home 
may themselves become victims of similar anti-social behavior. 
 
If the witness’s home has been damaged by the perpetrator, CNH will repair any damage as a priority once a 
crime number is obtained. 
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Where an individual or a family have been moved from a property because of harassment, the Housing Needs 
Manager will always be aware of the circumstances relating to the move and will make an appropriate 
allocation in order to prevent further harassment. 
 
In emergency situations the Council’s Housing Needs team may be able to investigate the circumstances of 
an individual fleeing violence and if a duty to re-house is accepted a victim may be found accommodation by 
the Council. 
 
CNH will meet with local Registered Social Landlords (RSL’s), police and other appropriate partner agencies 
involved in crime prevention on a monthly basis to exchange information. This will ordinarily be done at the 
ASB Steering Group. 
 
5. Risk assessment – Security Measures to the Home 
 
Security measures can be undertaken such as spy holes, chain guards, door and window locks and fireproof 
letterboxes. All cases will be referred to the Police Crime Reduction Officer, if the witness agrees, for them to 
carry out a full assessment and make recommendations. 
 
The Police will also be asked to give a priority response on the 999 emergency system for any witness in 
need of help. 
 
Police action may be taken under the Protection of Harassment Act 1997 and such action will assist in civil 
proceedings taken by the CNH 
 
6. The Witness in Court 
 
Victims will be asked at the outset of any proceedings if they are prepared to give evidence. In cases where 
they are not prepared to agree, a housing officer may have to give hearsay evidence in order to give the best 
possible chance of a successful outcome. 
 
No hearsay evidence will be given that enables a witness to be identified, however it is essential that we make 
the best use of the evidence we have at our disposal to secure a successful outcome. 
 
CNH will aim to provide practical information and advice about the legal process. We will set up Witness 
Support Groups to educate and inform witnesses where necessary. We will provide the witness with early 
notification, where possible, of the need to attend Court, and we will try to arrange a pre-hearing 
familiarisation visit if possible. The Housing Officer may arrange for the witness to meet our legal 
representative to discuss their involvement in the hearing process and to discuss any particular fears and 
anxieties. In some cases the witness will have already met the legal advisor at an earlier stage in order to 
make their statement. 
 
In the case of vulnerable witnesses the Housing Officer will accompany the witness to the Court hearing to 
lessen the chance of meeting the perpetrator on the way. 
 
Housing Officers should ensure that there is little possibility of interaction between witnesses and 
perpetrators. If necessary a second officer may be required at Court to act as a permanent escort to the 
potential witness. After the hearing the Housing Officer will confirm the outcome of the Court case and if any 
further involvement is required. Adequate arrangements will be made to ensure that the witness gets home 
safely. 
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Managers will at all times be aware of the potentially hazardous consequences when Housing Officers give 
evidence against their tenant / residents and will seek to support their own staff in every way possible. In 
some circumstances an officer may request a move to a different patch area after a case has been heard and 
the manager will give sympathetic consideration to any such request. 
 
7. Counselling Services 
 
All of the following groups have different roles to play in supporting victims and their families. 
 
Many of the victims of harassment who report an incident to the police will be referred to Victim Support. 
There are specialist workers within Victim Support to deal with racist and homophobic matters. Housing 
Officers should encourage victims to use Victim Support in order to receive practical and emotional support. 
 
Adult Social Services & Children’s and Young Peoples Service (formerly social services) 
 
Adult Social Services & Children’s and Young Peoples Service should be contacted in cases where victims 
need additional assistance from this agency. 
 
Education 
 
If the victim’s children are suffering from harassment whilst walking to and from school and at school the 
Educational Welfare Officer should be told of the incident and they will then report this to the Head teacher. If 
the perpetrators are known, clarification will be sought from the Head teacher on proposed action. 
 
Community Groups 
 
Community Groups can give some support to victims of harassment, especially in cases of women who may 
be at home all day and who have become isolated from their community. 
 
8. Use of Professional Witnesses 
 
In order to protect victims, we will use professional witnesses wherever circumstances permit. These will 
include the following: 
 
i)  The Police: police officers will provide witness statements to assist in possession proceedings. Police 

Community Support Officers (PCSO’s) are increasingly proving to be an effective tool in supporting the 
police and local residents. 

 
ii)  Environmental Health staff: may provide supporting evidence where noise nuisance exists, including 

provision of noise monitoring equipment and reports or comments on the contents of the evidence 
obtained, details of the number of complaints they have received, copies of any abatement notices or 
other written documents they have issued and witness statements. 

 
iii)  Estate staff: are likely to witness nuisance, particularly outside office hours. They may assist in providing 

witness statements, although consideration must be given to their safety, particularly if they live on the 
same estate where the nuisance is occurring. 
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iv)  Housing Officers / Anti Social Behaviour Coordinator (CNH) s: are not likely to experience the nuisance 
during office hours. However, the law does allow for them to give hearsay evidence where victims are 
fearful of reprisal. 

 
v)  Private Investigators: These should only be used in exceptional circumstances where it is otherwise 

difficult to gather information. They can be extremely expensive and this should be balanced against how 
potentially effective they will be. 

 
Where covert CCTV is used by private investigators on behalf of CNH, RIPA 
Requirements will be observed. The Regulation of Investigator Powers Act 2000 (RIPA) ensures that covert 
techniques are used in accordance with Article 8. It provides the legal basis for Council officers to authorise 
and use covert surveillance, informants and undercover officers, while safeguarding the public from 
unnecessary invasions on their privacy. 
 
9. The Vulnerable Perpetrator 
 
It is acknowledged that in a number of cases the perpetrator themselves may be vulnerable. This might be in 
a case where, for example, en elderly person with dementia or other mental health problems is racially 
abusing neighbours. 
In every case where there is potentially a vulnerable perpetrator, referrals will be made to the most 
appropriate agency at the earliest possible stage. 
 
Evicting seriously anti-social tenants who are vulnerable – a last resort. 
 
There may be occasions where all attempts at intervention fail and CNH has to seek eviction of a vulnerable 
person in the interests of the safety and security of his / her neighbours. If the tenant fails to engage with the 
support services and take their advice, then eviction can be considered as the very last resort. Therefore it is 
essential that all interested agencies are advised as soon as possible of any eviction date so that a full risk 
assessment can be carried out. 
 
If there is any evidence whatsoever that a potential defendant suffers from mental health problems, CNH will 
inform their solicitors of this with supporting evidence. This applies to a person who ‘by reason of a mental 
disorder within the meaning of the Mental Health Act 1983 is incapable of managing or administering their 
own affairs’. This will usually be where there is no past or present social services involvement or history of 
mental health problems and an assessment cannot or has not been undertaken. CNH will ensure that every 
effort has been made for an assessment to be carried out by an appropriate agency. If no assessment is 
available, Legal Services will then make a Part 8 application to the Court in tandem with the application for 
possession. The Court may then instruct that a litigation friend be appointed for the Defendant. 
 
In the case of a vulnerable perpetrator, a Litigation Friend must be appointed. 
 
It should be noted that it is unlawful discrimination under the Disability Discrimination Act 1995 for a Court to 
make a possession order on a discretionary ground for possession based on behavior which arises from a 
mental disability. However, discrimination is not unlawful if it can be justified, in particular when it is necessary 
to protect the health and well being of the disabled person or others. 
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10. The Tenancy Support Officer 
 
The Council has access to a tenancy support service for vulnerable tenants in the borough. This is provided 
by The Bridge and our own in house tenancy support officer. See Part 16 “Supporting Witnesses” for the role 
of the TSO. 
 
 
 
 
Appendix – Witness Support Scheme leaflet 
Witness Support Scheme referral form 
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Going to the Civil Court 
 
 
 

  Information for witnesses going to the Leicester County Court. 
 
 
 
 

 A partnership between 
 
 

 
 
 
 

 
And 
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Going to court? 
 
Going to court as a witness or as the victim of a crime can be a worrying experience, particularly if it is your first time 
and you don’t know what to expect. 
 
Victim Support in partnership with Charnwood Neighbourhood Housing now offer a witness support service for people 
who are giving evidence in cases brought by Charnwood Neighbourhood Housing, on behalf of Charnwood Borough 
Council.. 
 
Court procedures can be confusing.  This leaflet will explain to you how to get information and support which will help 
you cope with giving evidence. 
 
 
The Witness Service 
 
This support service is provided directly by the Witness Service who help witnesses, their families and friends at the 
hearing 
 
It is run by Victim Support, the national charity which helps people cope with crime 
 
The service is free and confidential 
 
Trained staff and volunteers provide emotional support and practical information about court proceedings 
 
 
The Witness Service helps 
 
 Witnesses who are called to give evidence. 
 
 Their families and friends attending court for any reason. 

 
 
 

If you are attending court, you may find it useful to take the following 
 
 A friend or relative – you don’t have to attend court alone 
 
 Any information you have about the case 
 
 The letter asking you to attend court, if you have one 
 
 Something to read or do – you may have to wait a long time for the case to be called 
 
 Money to cover costs on the day, such as car parking or refreshments. 
 
 
Claiming expenses 
 
Charnwood Neighbourhood Housing will pay 
your costs of travelling to and from court. 
 
Charnwood Neighbourhood Housing will also pay a reasonable amount to compensate you for any wages or income 
you may lose when you go to court. You must provide details from your employer of your lost earnings. 
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   Day of the hearing 

 
Arrive in good time 
 
On arrival at the court, you will be searched by security staff, this is normal practice. 
 
Although you are giving evidence in the County Court, the Witness Service is located in the adjoining building at the 
Crown Court. Therefore when you arrive at the County Court ask for the Witness Service in the Crown Court. They will 
be providing support for you. 

 
 

Go to the Witness Service desk at the entrance to the Crown Court and identify yourself. 
 
You will be taken to a Witness Service waiting room where you will be safe and secure. 
 
You will be allocated a member of the Witness Service who will look after you and provide support. 
 
When it is time to give evidence, you will be taken to the court room or the judge’s room. 
 
Normally the judge will be a circuit judge and is called “Your Honour” 

 
 

The Witness Service can offer 
 
Someone to talk to in confidence 
 
A pre court visit. (If you are interested in this, please ask your housing officer). 
 
Information on court procedures 
 
A quiet place for you to wait before and during the hearing 
 
Someone to accompany you into the courtroom if you have to give evidence 
 
To put you in touch with people who can answer specific questions about your case (the Witness Service cannot 
discuss evidence or offer legal advice) 
 
A chance to talk over the case when it has ended. 

 
 

Our Commitment 
 
Victim Support offers a service to all sections of the community and is committed to ensuring that minority and 
disadvantaged groups are welcomed and involved throughout the organisation. 
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List of contacts for further information 
 
Charnwood Neighbourhood Housing, 
Tenancy Services, 
Council Offices, 
Southfields, 
Loughborough 
Leicestershire 
Tel 01509 634952 
e-mail clare.holford@cnh.org.uk. 
 
Witness Service 
Leicester Crown Court 
 
90 Wellington Street, 
Leicester 
0116 2555009 
 
 
Victim Support welcomes comments and suggestions about the service provided.  There is also a formal complaints 
procedure, if you think things have gone wrong. Please speak to your housing officer from Charnwood Neighbourhood 
Housing. 
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First Name:  Title:  

Last Name:  D.O.B:  

Ethnic Origin: WB  

Home:       

Work:       

Address:  
 
 
                                                                              
Postcode:  

Work:       

 

Date of Referral:  Type of Client (Victim/Witness) 

Council Ward:       Police Beat:       

Support at Court: YES Emotional Support:  

 

Special Requirements:   

Main Language Spoken by Client:  
Brief Description of ASB experienced by Client:  
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Nature of Clients Tenancy   

Council:  Private:       Residential:       

Sheltered:       Registered Landlord:       Other:       

Landlords Name and Contact Number  

 

Referred By                                  VS Case ID:              LASBU Case ID:        

Job Title   
Organisation   
Contact Number   
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18. Supporting Older People - Sheltered Housing 
 
We recognise that many older residents within sheltered schemes experience difficulties and often require 
additional support. In order to assist in this we will provide effective links and good communication with 
Community Support Officers concerning the management of our schemes. 
 
We will also keep good records of all residents and properties, and any issues arising from schemes, in order 
to improve the service. 
 
We are committed to; 
 
Form effective partnerships with all other agencies involved, including council departments and support 
agencies, to establish protocols that allow for the ready exchange of information between the various different 
bodies and to work together to identify and achieve both individual and common goals. 
 
Ensuring that people involved in the work display a high level of personal commitment to what they are doing. 
 
Provide training for all staff as well as joint training sessions with Wardens on housing issues 
 
We will:  
 

 Provide help and support to particularly vulnerable residents 
 

 Liaise with the scheme Warden to ensure that contact details and information are current 
 
 
The housing officer will maintain regular contact with the scheme Warden to discuss issues within the scheme 
and any changes to Housing Management practice or procedure:  
 

 We will attend residents meetings within each scheme. 
 

 We will liaise with the Housing Benefit section to resolve HB issues 
 

 We will arrange for tenants to receive welfare benefits advice within the scheme, if this not possible, 
then visits will be arranged off-site 

 
Additionally, we will work with scheme Wardens to deal effectively with any anti-social behavior issues within 
the schemes, ensuring that vulnerable tenant procedures are followed in all cases where the perpetrator is a 
resident. 
 
We will work to foster a harmonious relationship within each of the schemes and encourage residents to value 
diversity and treat each other with dignity and respect 
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19. Mediation 
 
 
1.  CNH uses the services of Mansfield Mediation Group (MMG) to help resolve neighbour disputes using the 

skills of mediation. Disputes between neighbours are increasingly common and can easily escalate into a 
serious problem involving threats or violence. The advantage of using MMG lies not only in their 
professional skill but also in their independence from CNH, who may be accused of taking one side or 
another in a dispute. Quite often it can offer a solution when there is no course of action open to the 
housing officer. 

 
2.  Mediation represents an alternative to court proceedings and intervention by statutory agencies. It attempts 

to resolve disputes between parties by employing a step by step approach in which the feelings of both 
sides are explored and listened to. Common ground is sought and the focus is on the future rather than 
the past. 

 
3.  MMG will become involved in all types of disputes, including noise, damage, property, children, animals, 

rubbish, boundaries, common parts, shared facilities, offensive and abusive behavior. 
 
4.  The housing officer wishing to make a referral will suggest this as an option to either or all of the parties 

involved in a dispute. At least one party needs to agree to the mediation. MMG will then contact all parties 
involved. 

 
5.  The housing officer, having gained the consent of one or more of the parties to the dispute, will then make 

the referral on the appropriate form. 
 
6.  MMG will then visit the parties individually to hear both points of view. The next stage will be to arrange a 

meeting between the parties held at a neutral venue to discuss the problem in a reasonable and positive 
manner. 

 
7.  The mediation service will report back to the housing officer upon completion, with a report on whether or 

not the dispute has been successfully resolved. 
 
8. At any point during the mediation, the HO can ask MMG for a progress report. 
 
9.  If mediation is not successful, and anti social behavior continues, MMG can act, where appropriate, as 

witnesses to ongoing ASB that can be admitted into county court proceedings. 
 
10. Once a case has been referred to MMG, the ASB database should be updated by the HO to show this, 

and all communications regarding this dispute should be directed to MMG. 
 
 
REFERENCES: 
 
All ASB procedures 
 
APPENDIX: 
 
Mansfield Mediation Referral Form 
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Date: 
 
Agency: 
 
 
 
 
 
 
 
Tel. No: 
Contact: 
Email 

 
 
Charnwood Neighbourhood Housing Limited 
PO Box 8749 
Council Offices 
Loughborough 
LE11 9EF 
 
 
 
 

 

 
Intake Business Centre 
Kirkland Ave, Mansfield, 
Nottinghamshire NG18 5QP 
Tel: 01623 483845 
Fax: 01623 483846 
Mobile: 07762 262894 
Email: advice@mansfieldmediation.co.uk 

Please tick as appropriate 
Early Intervention:    Medium term intervention:  Long term issues: 
Case Details 
Party 1 
Name: 
Address: 
 
 
Post Code 
 
Tel No. 
 
Relationship 
to party 2: 
 

 Party 2 
Name: 
Address: 
 
 
Post Code 
 
Tel No. 
 
Relationship
to party 1: 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Housing 

We authorise Mansfield Mediation Limited to work on the above case on our behalf.  We agree to provide all necessary 
information pertaining to the issues. We agree to the fee structure and payment terms in the Mansfield Mediation 
Service Level Agreement.   
Recommendation/Authorisation by:         Title: 

                                  Date: 
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20. Acceptable Behavior Contracts / Parenting Contracts 
 
1.  Acceptable Behavior Contracts (ABC’s) / Parenting Contracts represent an attempt to tackle anti-social 

behavior while avoiding some of the difficulties encountered by the Anti-Social Behavior Orders (ASBOs) 
established under the Crime and Disorder Act 1998. They are not legally binding and we cannot insist that 
tenants co-operate with us, however it should be pointed out that ABC’s are a less draconian measure 
than possession proceedings. 

 
2.  The contract is built upon multi-agency good practice, planned, standardised and given a clear identity. 

ABC is aimed primarily at 10-18 year olds (with a Parental Control Agreement for the under 10 age group), 
although there is no reason why it cannot be used with adults. Parenting Contracts can be used to link 
positive parenting with the ABC. 

 
3.  The aim is to stop the behavior rather than punish the offender and it targets sub-criminal behavior that 

affects the quality of life for local residents. An ABC is a useful tool in tackling cases where there is 
insufficient evidence for any other course of action. It can be an extremely effective means of educating 
parents and children and getting the family to take ownership of the unacceptable behavior. They are 
effective only where a youth shows a willingness to improve. ABC’s should not be used for serious criminal 
acts, for which other legal remedies are more suitable. ABC’s may, however, be used as a precursor to 
seeking an ASBO. 

 
4.  The main advantage is that rapid intervention is possible – days rather than weeks or months. Contracts 

are flexible – the contract is altered to fit the youth. They are not binding in law but evidence provided can 
be used as part of possession proceedings if an ABC is breached. It can also prove to the Court that other 
methods have been tried prior to resorting to the possession order route. 

 
5.  If a housing officer identifies a problem with youths on an particular estate, or if there is information on a 

named youth in a particular area the housing officer will speak with the relevant beat manager, the matter 
should then be brought to the attention of the Anti Social Behavior Coordinator (CNH) who will discuss it 
with CBC’s ASB co-ordinator. An ABC is essentially a joint intervention by police and housing 
professionals acting in partnership.  It is expected that Youth Offending Service will be consulted 
surrounding ABCs on juveniles. 

 
6.  Damien Nickerson is the single point of contact for the Youth Offending Team. He will be able to tell you 

which YOT worker, if any, is working with a particular youth. If the youth is not known to YOT he can 
involve other services to work with us. If YOT is not being as involved as we would hope he can take it up 
with individual YOS staff so that we get the best possible service from them. 

      Damian can be contacted on 0116 2606000 
 
7.  An ABC interview must not be undertaken where the youth is on police or court bail for any offences 

relating to the problem in question as legal complications may result. 
 
8.  If all parties are in agreement, a letter goes out to named individuals – as a result of information received, 

inviting them to attend an interview. 
 
9.  It is essential to have enough information about the activities of the potential contractee to present a robust 

challenge to him or her at the contract interview. It is not necessary to have evidence that could be taken 
to Court, but information about specific incidents and specific behavior will be required in order to convince 
the parent and the child that there is evidence of misbehaviour. In many cases both the parent and the 
child will try to deny any involvement. 
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10. The youth and at least one parent should attend the interview, so every effort should be made to set it up 

outside of work / school hours. The letter must make it clear that the child is to attend as well. Try to 
confirm in advance that the family will be attending. 

 
11. A representative from CNH Tenancy Services and from the police, preferably the local police officer and 

the local housing officer should conduct the interview. The interview should take place at the housing 
office. Housing should lead, but housing and the police must talk through the approach prior to the 
interview. A second housing officer could usefully attend to take notes on the interview -formal notes need 
to be taken to underline the seriousness of the approach and also possibly for use in Court should the 
matter progress to a possession hearing. 

 
12. Formal introductions should be made and the interview should focus on the youth – start the interview by 

saying, “Your behavior is the reason we are here today”. 
 
13. Interviews will vary considerably with the individual; however each interview should contain the following 

elements: 
 
a)  Context and aim –“We are here because you need to understand that your behavior could end with your 

family being made homeless and we need to see how you can stop that happening”. 
 
b)  Confront with specific examples of bad behavior. Expect denials and be ready with more examples and 

sources of information. 
 
c)  Expect to be met with denial -“but with all the information I have, I have to tell you that I do believe you are 

doing these things”. Reinforce the threat to the tenancy and emphasise that it’s a course of action you 
have to take because if the parties will not work with you the alternatives need to be considered. Look at 
the Tenancy Agreement and explain how the child’s behavior is in breach of it so that they understand. 

 
d)  It may be useful to explain why this behavior is unacceptable – some parents and children do not 

understand this. Explanations should be given about how the behavior is impacting upon other children, 
upon other family members and upon the community at large. 

 
e) The next stage is usually “Why me?” Expect them to give you the names of other youths involved and for 

them to ask why others have not been targeted. Say you will be interviewing other families and refuse to 
be drawn (as it involves “confidentiality issues”). 

 
f)  Introduce the idea of the contract – explain how it keeps the family safe while the youth is sticking to it. Talk 

in terms of the young person making a choice to sign the contract / read and understand the terms, 
discuss contents, suggest changes. The success depends on the youth owning the problem. It may be 
helpful here to explain that homelessness as a result of possession action for anti-social behavior is 
usually considered to be intentional – reinforce the idea that “you do not want to be the reason that your 
family becomes homeless”. A commitment will ensure that the family home is kept safe. 

 
15. Wherever possible the contract should contain some positive elements as well, to induce the youth into 

seeing that there are positive reasons to keep to the agreement (see Appendix 11 -example of a contract). 
 
16. If a contract can be drawn up at the time and the youth is prepared to sign it this could be done at the end 

of the interview. However, it is more likely that the family will ask for more time and they may be reluctant 
to sign before having thought about it. In this case a further interview will be necessary. Once the contract 
is signed the youth and his / her parents should be given a copy of it to take away with them. At the end of 
the interview you need to be clear that: 
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The youth and his family are clear about what anti-social behavior is and why it is not acceptable. 
 
b) Both parent and child understand the threat to the family home with no likelihood of re-housing. 
 
c) Both believe that the police and the Council are earnest in their commitment to take whatever action is 

necessary to resolve the problem. 
 
d) Both know what support is available to them and how to access it. 
 
17. Within two working days send a letter to the youth and his / her parent(s) thanking them for attending the 

interview and agreeing to the contract and then remind him/her of how closely it will be monitored. 
 
18. Follow up 
 
The chances of the contract working are maximised if the family continues to believe it is real for as long as 
possible after they leave the interview. The contract should be monitored actively for six months. Formal 
monitoring of all the ABC’s in one area should be a regular item on the agenda at every ASB Steering Group. 
It should be reviewed monthly and the police should visit the family at least twice during the six-month period. 
There should be a formal end to the contract if it hasn’t been breached in a six month period, but the ABC can 
be reinstated if problems re-occur. It is important for the youth to see an ‘end’. 
 
19. What if the ABC is breached? 
 
Respond to any breach, even minor ones. Where a minor breach or a combination of breaches is identified, 
the prohibitions should be varied to include non association terms, curfew or exclusion from an area to provide 
relief to the victims. With serious breaches instigate the proposed action at once. This can take the form of 
possession proceedings or possibly ASBOs. If applying for possession and or ASBO/Injunction, continue the 
ABC reviews as continued breached of the contract can be used as evidence supporting the proceedings. 
 
References: None 
 
 
 
 
 
 
 
 
 
 
 
 
 





 

 

177Charnwood Neighbourhood Housing Limited 

 
 
21. Injunction 
 
1.1 Injunctions offer another way of dealing with nuisance and anti-social behavior. An injunction can be a 

mandatory injunction – it can be used to enforce terms of a tenancy such as the requirement to give 
access or it can be a prohibiting injunction which requires a person refrains from acts of nuisance. In the 
case of non-tenants the court may grant an injunction only where violence has been used or threatened by 
the respondent and there is a significant wish of harm to the victim or potential victim. 

 
Housing Act 1985 section 153: 
 
153A Anti-social behavior injunction 
 
(1) This section applies to conduct— 
(a) Which is capable of causing nuisance or annoyance to any person, and 
(b) Which directly or indirectly relates to or affects the housing management functions of a relevant landlord? 
 
(2) The court on the application of a relevant landlord may grant an injunction (an anti-social behavior 

injunction) if each of the following two conditions is satisfied. 
 
(3) The first condition is that the person against whom the injunction is sought is engaging, has engaged or 

threatens to engage in conduct to which this section applies. 
 
(4) The second condition is that the conduct is capable of causing nuisance or annoyance to any of the 

following— 
 
(a) a person with a right (of whatever description) to reside in or occupy housing accommodation owned or 

managed by the relevant landlord; 
 
(b) a person with a right (of whatever description) to reside in or occupy other housing accommodation in the 

neighbourhood of housing accommodation mentioned in paragraph (a); 
 
(c) a person engaged in lawful activity in or in the neighbourhood of housing accommodation mentioned in 

paragraph (a); 
 
(d) a person employed (whether or not by the relevant landlord) in connection with the exercise of the relevant 

landlord’s housing management functions. 
 
(5) It is immaterial where conduct to which this section applies occurs. 
 
(6) An anti-social behavior injunction prohibits the person in respect of whom it is granted from engaging in 

conduct to which this section applies. 
 
153B Injunction against unlawful use of premises 
 
(1) This section applies to conduct which consists of or involves using or threatening to use housing 

accommodation owned or managed by a relevant landlord for an unlawful purpose. 
(2) The court on the application of the relevant landlord may grant an injunction prohibiting the person in 

respect of whom the injunction is granted from engaging in conduct to which this section applies. 
 
153C Injunctions: exclusion order and power of arrest 
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(1) This section applies if the court grants an injunction under subsection (2) of section 153A or 153B and it 

thinks that either of the following paragraphs applies— 
 
(a) the conduct consists of or includes the use or threatened use of violence; 
 
(b) there is a significant risk of harm to a person mentioned in section 153A(4). 
 
(2) The court may include in the injunction a provision prohibiting the person in respect of whom it is 
      granted from entering or being in— 
 
(a) any premises specified in the injunction; 
 
(b) any area specified in the injunction. 
 
(3) The court may attach a power of arrest to any provision of the injunction. 
 
153D Injunction against breach of tenancy agreement 
 
(1) This section applies if a relevant landlord applies for an injunction against a tenant in respect of the breach 

or anticipated breach of a tenancy agreement on the grounds that the tenant— 
 
(a) is engaging or threatening to engage in conduct that is capable of causing nuisance or annoyance to any      

person, or 
 
(b) is allowing, inciting or encouraging any other person to engage or threaten to engage in such conduct. 
 
(2) The court may proceed under subsection (3) or (4) if it is satisfied— 
 
(a) that the conduct includes the use or threatened use of violence, or 
 
(b) that there is a significant risk of harm to any person. 
 
(3) The court may include in the injunction a provision prohibiting the person in respect of whom it is granted 

from entering or being in— 
 
(a) any premises specified in the injunction; 
 
(b) any area specified in the injunction. 
 
(4) The court may attach a power of arrest to any provision of the injunction. 
 
(5) Tenancy agreement includes any agreement for the occupation of residential accommodation owned or 

managed by a relevant landlord. 
 
153E Injunctions: supplementary 
 
(1) This section applies for the purposes of sections 153A to 153D. 
(2) An injunction may— 
 
(a) be made for a specified period or until varied or discharged; 
 



 

 

179Charnwood Neighbourhood Housing Limited 

 
 
(b) have the effect of excluding a person from his normal place of residence. 
 
(3) An injunction may be varied or discharged by the court on an application by— 
 
(a) the person in respect of whom it is made; 
 
(b) the relevant landlord. 
 
(4) If the court thinks it just and convenient it may grant or vary an injunction without the respondent having 

been given such notice as is otherwise required by rules of court. 
 
(5) If the court acts under subsection (4) it must give the person against whom the injunction is made an 

opportunity to make representations in relation to the injunction as soon as it is practicable for him to do 
so. 

 
(6) The court is the High Court or a county court. 
 
(7) Each of the following is a relevant landlord— 
 
(a) a housing action trust; 
(b) a local authority (within the meaning of the Housing Act 1985); 
(c) a registered social landlord. 
 
(8) A charitable housing trust which is not a registered social landlord is also a relevant landlord for the 

purposes of section 153D. 
 
(9) Housing accommodation includes— 
(a) flats, lodging-houses and hostels; 
(b) any yard, garden, outhouses and appurtenances belonging to the accommodation or usually enjoyed with 

it; 
(c) in relation to a neighbourhood, the whole of the housing accommodation owned or managed by a relevant 

landlord in the neighbourhood and any common areas used in connection with the accommodation. 
 
(10) A landlord owns housing accommodation if either of the following paragraphs applies to him— 
(a) he is a person (other than a mortgagee not in possession) who is for the time being entitled to dispose of 

the fee simple in the premises, whether in possession or in reversion; 
(b) he is a person who holds or is entitled to the rents and profits of the premises under a lease which (when 

granted) was for a term of not less than three years. 
 
(11) The housing management functions of a relevant landlord include— 
(a) functions conferred by or under any enactment; 
(b) the powers and duties of the landlord as the holder of an estate or interest in housing accommodation. 
(12) Harm includes serious ill-treatment or abuse (whether physical or not).” 
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Local Government Miscellaneous Provisions Act 1972 s222 
 
The Act provides that: 
 
(1) Where a local authority considers it expedient for the promotion or protection of the interests of the 

inhabitants of their area 
 

(a) they may prosecute or defend or appear in any legal proceedings and, in the case of civil 
proceedings, may institute them in their own name. 

 
In cases of anti-social behavior, local authorities can uses s222 to apply for injunctions to stop behavior that 
can be shown to be a public nuisance. 
 
1.2 The court may attach a power of arrest to one or more provisions of the injunction granted. If the injunction 

is breached the respondent can be arrested immediately and brought before a judge. 
 
1.3 Injunctions may be: 
 
a) Interim – a temporary order made pending full trial of the case 
 
b) Final or substantive – permanent, but in practice a time limit is set 
 
c)  Without notice – in serious cases of nuisance – where the respondent is not notified of the application. In 

these circumstances the respondent must be given the opportunity to make representation as soon as 
possible 

 
2. Possession proceedings combined with an injunction 
 
2.1 An application for an injunction can be made in possession proceedings. This is advisable in nuisance 

cases where the tenant might cause problems before the possession hearing. 
 
2.2 In all cases of serious anti-social behavior, a legal opinion should be sought at the earliest possible stage, 

together with the agreement of the Anti Social Behavior Coordinator (CNH). 
 
2.3 In the first instance, applications can be made supported just by Affidavits (written sworn statements). If 

oral evidence becomes necessary it is not essential that the "victims" give evidence. It is perfectly 
acceptable for the relevant evidence to be given by professional witnesses of the misbehaviour alleged 
(police, housing officers, environmental health officers, etc). 

 
2.4 However, if the matter is contested, oral evidence is required. If someone other than the person who can 

give first hand evidence gives the evidence such as the housing officer, then this will weaken the evidence 
as they did not experience the event themselves and will not be able to be cross examined on it. 

 
2.5 Additionally in these sorts of cases, photographs, tape recordings (e.g. of telephone conversations or 

noise nuisance) or video-tapes from surveillance operations will be readily admitted as will evidence of 
witnesses who have seen and heard them: Obviously, advance indications should be given, and any 
suitable applications should be made, to the Court so that the necessary arrangements can be made for 
the hearing. 
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2.6 If it is necessary to call the "victims" to give direct oral evidence more than 

adequate procedures are available for their protection if properly adopted by the landlord. If there is a 
genuine fear of witness intimidation an ex parte protective injunction should be secured before the relevant 
court papers (or Notice Seeking Possession) are served. Thereafter the Court can be invited to make (in 
response to applications in advance) any necessary arrangements for the protection of witnesses, their 
identities and addresses: 

 
2.7 One of the advantages of injunction proceedings is that the scope for delaying tactics on the part of the 

Defendant is minimised or eliminated. Any postponement or adjournment would very likely only be granted 
on the defendant offering a suitable undertaking as to conduct in the interim which would have the same 
legal effect and purpose as the injunction itself. If the defendant wishes to postpone the action, then there 
are procedures which have to be followed and can be time consuming. 

 
3. Possession Proceedings 
 
3.1 There is no reason for any delay in getting a first hearing of a possession case. Immediately the papers 

are lodged the landlord can apply to abridge (shorten) the usual period of 28 days which must elapse 
before a first hearing and can in any event reduce that period automatically by 7 days through the simple 
expedient of arranging personal service of the papers rather than service by post. This is subject to the 
defendant not defending any action against him. 

 
3.2 If necessary, landlords can apply for expedited hearings (to the judges) and make representations (to the 

administrators) for early listing. In many county courts a substantial tranche of court time is committed to 
routine "rent-collecting" possession cases and landlords can easily find time for a contested possession 
case by seeking adjournments of the whole or part of the routine possession list. 

 
3.3 There is no reason why the landlord should feel constrained or limited by the prospective delay caused by 

time-periods for the various stages of litigation. The provisions or rules for automatic directions (rules of 
procedure) in CCR Ord 17 r11 do not apply to possession actions. The landlord, who wants the matter 
pressed through, simply need apply for appropriate truncated directions. 

 
4. The judge must find that it is reasonable to make a possession order. The Council does not have a right to 

a possession order. It is at the judge's discretion to make an order. 
 
If an appeal is made, it must be made on the basis that the judge has erred in law. You cannot appeal against 
the judge's discretion. 
 
 
REFERENCES: 
 
Housing Act 1996 Section 153 (Grounds A-E) 
S222 Local Government Miscellaneous Provisions Act 1972 
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22. Anti Social Behavior Orders 
 
 
1.1 The Crime and Disorder Act 1998 gives the Magistrates’ Court power to make an Anti-Social Behavior 
Order (ASBO). This is a civil order which, provided the preconditions for making it are satisfied, entitles a court 
to prohibit the defendant from doing anything described in the order. The pre-conditions for making an order 
are: 
 
a) That the person has acted in an anti-social manner which has caused or is likely to cause harassment, 

alarm or distress to one or more persons not of the same household as himself; and 
 
b) That such an order is necessary to protect persons in the local authority area in which the harassment, 

alarm or distress was caused or was likely to be caused from further anti-social acts by him 
 
1.2 The usual procedure for making an application is by way of a complaint to the magistrates’ court for the 

area which includes the place where it is alleged that the harassment, alarm or distress was caused or 
was likely to be caused. The applications may be made by either the local authority or chief officer of the 
police or Chief Executive of CNH, and only after consultation between these parties. The dual power of 
application and the requirement of consultation reflect the new duties on councils and the police to co-
operate in strategies to reduce crime and disorder. 

 
An application for an order may be made if it appears the pre-condition set out in a) and b) above are fulfilled 
with respect to a person aged 10 or over. 
 
1.3 An application can be made for an interim order at the initial court hearing in order to provide immediate 

protection for the community until the full hearing is heard. An interim order can be made, with permission 
from the court clerk, without notice of proceedings being given to the defendant. Interim Orders are 
designed to enable the court to put an immediate stop to the ASB, send a clear message to the community 
that swift action can be taken to stop ASB and provides an important remedy where there are delays by 
the courts in listing cases for full hearings. A Full hearing will determine whether an ASBO is appropriate 
and will confirm the terms and length of the order. 

 
1.4 A court may make an order only if it is satisfied that it is necessary to protect a person from further anti-

social acts by the defendant. The prohibitions which may be imposed by the order are those necessary for 
the purpose of protecting persons in the local authority area from further anti-social acts by the defendant. 
The court has wide discretion as to what prohibitions to impose, although this might include orders 
excluding the defendant from a particular place for a period of time or orders not to make contact with 
named individuals. The duration of the order is at the discretion of the court, subject to a minimum of 2 
years. Both the applicant and the defendant may apply to have the order varied or discharged, with the 
exception that an ASBO cannot be discharged within the first 2 years except with the consent of both 
parties. 

 
1.5 Doing anything which is prohibited by an ASBO without reasonable excuse, is an offence punishable on 

summary conviction by a fine not exceeding the statutory maximum or up to 6 months imprisonment, or 
both. On conviction on indictment (if referred to the Crown Court) the offence is punishable by a fine or 
imprisonment up to 5 years of both. The offence is arrestable. The Youth Court deals with breaches of 
ASBOs by young people under the age of 18. The maximum sentence for a breach of an ASBO for a 
young person is a two year detention and training order (DTO) of which 12 months is served in custody, 
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the remainder is served as a community penalty under the supervision of the Youth  Offending Team 
(YOT). A young person may only be sentenced to a DTO if he or she is 15 or over, or is a persistent  

 
 
 
offender aged between 12 and 14. A minor aged 10-11 can not be given a term of detention but can receive a 

community penalty for breach of an ASBO. 
 
The Crown Prosecution Service will normally prosecute breaches of an ASBO. However it should be noted 
that the Local Authority has the power to prosecute a stand alone ASBO if it was the applicant agency in the 
original ASBO application. 
 
1.6 Examples where an ASBO could be appropriate are: 
 
a) Individuals who intimidate neighbours through threat of violence 
 
b) Persistent unruly behavior including use of minor damage and fear of retaliation. 
 
c) Persistent abusive behavior towards vulnerable people. 
 
d/ Youth related Anti Social Behavior 
 
Home Office Guidance. 
 
2.0  The Home Office has issued guidance on the process to be adopted by the Police and Councils in 

dealing with ASBOs. The guidance sets out the following principles when considering the use of the 
order: 

 
a)    The order making process itself is a civil one similar to that for an injunction. The order is aimed at 

deterring anti-social behavior and preventing escalation of the behavior without recourse to criminal 
sanctions. The process is not suitable for private disputes between neighbours (which are usually civil 
matters) but is intended to deal with criminal or sub criminal activity which, for one reason or another, 
cannot be proven to the criminal standard, or where criminal proceedings are not appropriate. 

 
b)    Police and local authorities should take great care when investigating complaints to avoid the possibility 

of discrimination/victimisation on the grounds of race, sex, sexual orientation, religion, disability or creed. 
 
c)    Some of those against whom an order is being considered may have social or health problems, including 

drug and /or alcohol misuse, and /or mental health problems. These problems should be borne in mind – 
and in case of mental health problems, may be addressed by referral to social care intervention. 

 
d)    The orders should normally be sought when other methods of dealing with the behavior that do not 

involve court proceedings, such as Acceptable Behavior Contracts and Mediation, have failed or have 
been considered inappropriate. However the Council/Police are not required to demonstrate that every 
other remedy has been exhausted before an order is sought. 

 
e)    The imposition of an anti-social behavior order is a serious matter and breach of any prohibition 

contained in one gives rise to criminal proceedings and penalties. Every effort needs to be made to 
ensure the defendant understands this, and that he or she attends the hearing of the application. 
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f)     Partnership between the police and local authorities is crucial for the use of these orders, both at the 
strategic level and their use in the community. 

 
2.1 ASBOs are increasingly used nation-wide. Authorities and police forces are experiencing different 

outcomes in terms of cost implications and effectiveness. CNH have devised a protocol for considering 
and applying for ASBOs. There is a referral form to complete (see Appendix) and a consultation process  

 
 
with all relevant agencies needs to take place (inc neighbouring Councils where appropriate) before an ASBO 

can be applied for. It is anticipated that ASBOs will also be obtained in the case of persistent  
 
offenders who cause nuisance in the community and do not live there. Additionally, they may be used where 

ABCs are breached. 
 
3.0 Parenting Orders 
 
Parenting Orders are imposed by the Magistrates Court when there has been a problem with a young 
person’s behavior. The purpose of the order is to allow parents to build their skills so they can respond more 
effectively to the challenges of parenting. 
 
Under legislation introduced under the Anti Social Behavior Act 2003, it is the duty of the court to make a 
Parenting Order with an ASBO if it is desirable to do so in the interests of preventing further offending or ASB. 
If the court does not believe that a Parenting Order is desirable it must state this in open court and explain 
why. This legislation was effective as of 27th April 2004. 
 
4.0 Individual Support Orders (ISO) 
 
Individual Support Orders were created by Section 322 of the Criminal Justice Act 2003 for 10-17 year olds 
with Anti Social Behavior Orders. ISO’s are civil orders and became available on 1 May 2004. 
 
Individual Support Orders are designed to tackle the underlying causes of the young persons anti social 
behavior in the interests of preventing repetition. 
 
The ISO supplements the prohibitions of the ASBO with targeted positive requirements which address the 
causes of the anti social behavior. These obligations are overseen by a responsible officer, usually a member 
of the Youth Offending Team or Social Services. For example, the order can require counselling for substance 
misuse or aggressive behavior. The support should be tailored to the individual’s needs. An ISO may last up 
to six months and can require a young person to attend up to 2 sessions a week. 
 
Individual Support Orders can be requested at the time of the ASBO hearing and an ISO should be made as 
long as the conditions are met. Breach of ISO requirements is a criminal offence and breaches must be dealt 
with by the CPS. 
 
5.0 Group Dispersal Orders 
 
Part 4 of the Anti-social Behavior Act 2003 contains powers that enable the police, in designated areas, to 
disperse groups of two or more persons and return young persons under the age of 16 years of age who are 
unsupervised to their home address. See Appendix 5. 
 
6.0 Publicity 



 

 

186Charnwood Neighbourhood Housing Limited 

 
Publicity is essential if local communities are to support agencies tackling anti-social behavior.  CNH fully 
supports Charnwood Community Safety Partnership’s publicity protocol. Se Appendix 6. 
 
7.0 Post conviction order 
 
The police can apply for a post conviction anti social behavior order (CRASBO) where deemed necessary by 
the police. 
 
 
 
References: 
Anti Social Behavior Act 2003 
Monitoring and Evaluating 
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23. Possession Action 
 
1.     CNH has developed a Pre-Eviction Protocol with Charnwood Borough Council and the Bridge Housing 

Advice Service.  The aim of this protocol is to build in assessments of evidence, vulnerability and repeat 
homelessness into key stages of preparing possession proceedings.  These assessments are designed 
to ensure that possession action is only taken where all other avenues have been explored and failed. 

 
1.1   The standard of proof required in possession proceedings is not as high as that required in criminal 

prosecutions. In a Civil Court (County Court or High Court) the judge must be satisfied on the balance of 
probability, whilst in criminal law a case must be proven beyond reasonable doubt. 

 
1.2   Where the tenancy is insecure e.g. the tenant is a tolerated trespasser because they are in breach of a 

suspended order for rent arrears, a bailiff’s warrant should be applied for immediately. Should they apply 
for a “stay” of the warrant, it is possible to bring evidence of the anti-social behavior to the attention of 
the judge. (Sheffield-Hopkins decision) 

 
1.3   Where a secure tenancy exists there are a number of grounds in the Housing Act 1985, which can be 

applied when a nuisance exists or for breach of an express clause in the tenancy agreement. CNH has 
expressly included a wide range of tenancy conditions that relate specifically to anti-social behavior: 

 
Clauses 7 c,d,e,f,g,h,I,j,k,l,m state; 
 
Your Responsibilities 

 
c. You must not do, or allow to be done by anyone (including children) living in or visiting your home, 

anything in your home or in the neighbourhood which is a source of nuisance, annoyance, distress or 
abuse to other people, or which does not comply with the terms of this tenancy agreement. 

 
d. You are responsible for making sure that all your visitors and members of your household (including 

children) behave properly in your home or in any part of the neighbourhood.  This means that you and 
your visitors and persons living at the property must respect other people’s rights to enjoy their home 
and surroundings peacefully and must not cause, permit or allow conduct which is capable of causing 
a nuisance, annoyance, distress, harassment or abuse to others. 
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e. You must not do anything in your Neighbourhood to harass or cause a nuisance to any person 
because of his or her racial origin or colour nor allow or permit any persons residing in or visiting the 
property to do the same.  

 
f. You must not do anything in your Neighbourhood to harass or cause a nuisance to any person 

because of his or her religious views, gender, age, disability, or sexuality nor allow or permit any 
persons residing in or visiting the property to do the same. 

 
 
g. You must not use or threaten violence against any other person in your home or in your 

neighbourhood nor allow or permit any persons residing in or visiting the property to do the same. 
 

h. You must not use abusive language or use or threaten violence against any of our officers, employees, 
councillors or agents nor allow or permit any persons residing in or visiting the property to do the 
same. 

 
 
 
 

i. You must not commit or allow or permit any persons residing in or visiting the property to commit any 
illegal activity such as drug dealing in the property, in shared areas, in your neighbourhood or on any 
of our premises.   

 
j. You must not leave needles on the premises that could be a danger to anyone who may need to 

access the property, for example to carry out their work. Needles/syringes must be disposed of safely  
 

Any breach may be reported to the Police. You will be responsible, at your own expense, for repairing any 
damage to the property caused by the Police if they have to force entry 
 

k. You must not allow noise to annoy your neighbours, nor allow or permit any persons residing in or 
visiting the property to do the same.  This includes, but is not limited to, using a television, radio, hi-fi 
and musical instruments. 

 
l. You are responsible for keeping the internal shared areas and common parts adjacent to the property, 

such as stairs and landings, clean and tidy. You must not obstruct the shared areas or common parts.  
 
Secure Tenancy Demotion Orders 
 

m. A Demotion Order is an order granted by the Court that changes the nature and security of your 
tenancy for twelve months. We may serve a Notice before Proceedings for Demotion on you in the 
event of anti-social behaviour and thereafter apply to court for an order. 

 
 
Grounds for possession 
 
Schedule 2 of the Housing Act 1985 covers the grounds for possession of secure tenancies. Grounds 1 and 2 
can be applied against tenants whose behavior is antisocial. These are grounds upon which the Court may 
order possession if it considers it reasonable. 
 
Ground 1 
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Rent lawfully due from the tenants has not been paid or an obligation of the tenancy has been broken or not 
performed. (see above conditions of tenancy). 
 
Ground 2 
 
The tenants or a person residing in or visiting the dwelling house 
 
a)  has been guilty of conduct causing or likely to cause a nuisance or annoyance to a person/s residing, 

visiting or otherwise engaging in a lawful activity in the locality or 
 
b) has been convicted of 
 
i) using the dwelling house, or allowing it to be used for immoral or illegal purposes, or 
 
ii) an arrestable offence committed in, or in the locality of the dwelling house. 
 
 
 
 
 
 
Ground 2a 
 
The dwelling-house was occupied (whether alone or with others) by a married couple or a couple living 
together as husband and wife and— 
(a) one or both of the partners is a tenant of the dwelling-house, 
(b) One partner has left because of violence or threats of violence by the other towards— 
(i) that partner, or 
(ii) a member of the family of that partner who was residing with that partner immediately before the partner 

left, and 
(c) the court is satisfied that the partner who has left is unlikely to return. 
 
Ground 3: 
 
The condition of the dwelling-house or of any of the common parts has deteriorated owing to acts of waste by, 
or the neglect or default of, the tenant or a person residing in the dwelling-house and, in the case of an act of 
waste by, or the neglect or default of, a person lodging with the tenant or a sub-tenant of his, the tenant has 
not taken such steps as he ought reasonably to have taken for the removal of the lodger or sub-tenant. 
 
1.4 ASBO in conjunction with possession orders 
 
A landlord taking possession proceedings can also ask for a person who is not the tenant but who is linked to 
the address to be joined to the possession action and an ASBO awarded against them. 
 
1.5 Possession proceedings -The grounds for which Possession is being sought must be clearly outlined on 

the Notice of Seeking Possession, which should be served at the earliest opportunity. 
 
1.6 It is essential that proceedings should be taken swiftly. There should be no delay in getting a first hearing 

of a possession case. Immediately the papers are lodged, the landlord can apply to abridge (shorten) the 
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usual period of 28 days which must elapse before a first hearing and can in any event reduce that period 
automatically by 7 days through the simple expedient of arranging personal service of the papers rather 
than service by post. 

 
1.7 Landlords can apply for expedited hearings (to the judges), and make representations (to the 

administrators) for early listing. They can request in a contested possession case for the adjournment of 
the whole or part of the routine (rent arrears) possession list. 

 
1.8 If all else fails, an application can be made to the High Court to ensure a quick hearing. 
 
2.0 The Court has discretion to decide whether or not the granting of a Possession Order would be 

reasonable in these cases. 
 
2.1 The Court will need to be convinced that: 
 
a) On the balance of probability the alleged nuisance/drug dealing is occurring and 
 
b) That it is such, that it is reasonable for the Court to grant an order for possession 
 
2.11 If these criteria are met, the Court may grant an absolute order or a postponed possession order. 
 
 
 
 
 
Absolute Order 
 
This order allows for an application for a bailiff’s appointment to be made for the tenant’s eviction without any 
need to show further breaches. Normally the Courts will specify an amount of time from the date of the 
hearing during which the Landlord cannot apply for a Bailiff's appointment. This is usually between 14 and 28 
days. However, if the judge is concerned that the case is very severe, an order for possession forthwith may 
be granted. In some cases the judge will agree to the bailiff’s warrant being expedited. 
 
Postponed Possession Order 
 
This type of order allows the tenant to stay in their home as long as they stick to certain conditions. The 
conditions will be set out by the court in the order (e.g. pay the rent plus arrears, or ensure that the tenant’s 
children don't cause a nuisance). But if the tenant breaks these conditions, they could be evicted quickly and 
without another court hearing. A postponed order is meant to be a last chance.  If the tenant is able to 
demonstrate to the judge that they have taken steps to abate the nuisance (e.g. stop the trafficking) once 
proceedings were commenced against them or that they are vulnerable and have sought assistance, the 
judge may be inclined to grant a postponed possession order. 
 
Order of Demotion 
 
The Court may only make the order if the tenant, another resident of or visitor to the tenant's home has 
behaved or threatened to behave in a way which is capable of causing nuisance or annoyance or includes 
using the premises for unlawful purposes. In addition the Court must be satisfied that it is reasonable to make 
the order. The Demotion Order gives a serious warning to the tenant, since if they continue to misbehave swift 
action can be taken to end their tenancy. It also removes a number of their tenancy rights, thereby acting as a 
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positive incentive to the tenant to change their behavior: if they stop causing problems, they can regain a 
higher level of security and rights. The scheme provides a clear linkage between the enjoyment of the benefits 
and rights of security, and responsible behavior. 
 
Standard of Evidence 
 
The more evidence available covering the extent of nuisance and duration considerably strengthens a case. 
Evidence can be obtained from a combination of sources. In extreme cases, such as crack houses, police 
evidence also should be relied upon. 
 
3. Neighbours 
 
3.1 Reliable and consistent evidence from neighbours in the form of witness statements and oral 

presentations in Court, is usually the most effective means of support for a successful case. This is 
especially so, in a drug dealing case where a criminal conviction has not been obtained. 

 
3.2 Understandably, most neighbours are very reluctant to be identified in Court for fear of reprisal, although 

some may be persuaded to provide sworn affidavits/affirmations as an alternative, provided they 
understand their names will appear on these documents. They should also be advised that if the 
Defendant defends the case and does not accept the contents of their Affidavits, then they will still have to 
give oral evidence 

 
3.3 In the absence of evidence from neighbours, other witnesses can be used. 
 
 
 
 
 
4. Police 
 
4.1  The Police can be effective as witnesses in extreme nuisance cases, particularly where drug dealing is 

taking place. Police evidence of visitors in and out of the property can be very effective in demonstrating 
the level of nuisance/disturbance other tenant / residents have to tolerate, particularly during unsociable 
hours. 

 
4.2   In many cases of severe anti-social behavior, the police will be involved as witnesses. In all of these 

cases, the local sector inspector will be asked at the earliest possible stage if police wish to seek an 
ASBO as part of our possession proceedings. 

 
4.3  If the Police are prepared to "tag" a property and keep records, this would alleviate the degree to which 

tenant / residents’ evidence is required. The Police may also be able to file statements from neighbours 
at the time of raids/arrests when they may be most prepared to come forward as Civil Courts are more 
relaxed on the use of hearsay evidence. Nonetheless consent must be obtained from neighbours if this 
is to be used at a possession hearing. It should be noted that, if the Police are giving evidence of the 
content of statements made by the neighbours, the Defendant may object to the use of them as the 
Police would not be able to be cross-examined on the contents of those statements. 

 
4.4  Evidence of drug paraphernalia found in the property is good circumstantial information to add weight to 

other evidence. The judge needs to be convinced on the balance of probability that drugs were being 
used on the premises and that this was causing a nuisance. Judges may have a strong view on the use 
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of drugs such as "crack", and therefore evidence of its usage on the premises with supporting 
information on nuisance may be sufficient for the case overall. 

 
4.5  Establishing close working relationships with the Police is essential to the success of a case, particularly 

Police must be encouraged to give detailed evidence in Court whenever necessary. The Anti Social 
Behavior Coordinator (CNH) must work closely with the Sector Inspector to ensure that this happens. 

 
5. Private Investigators 
 
5.1   Private Investigators can be employed by CNH as a reliable independent witness source. They can be 

used where neighbours are reluctant to give information, although they may not be able to give as good 
first hand evidence. They have the following advantages: 

 
a) Can witness nuisance during unsociable hours 
 
b) They are aware of the type of information required for a successful case 
 
c) They are not influenced by reprisal 
 
6. Environmental Health Officers 
 
Environmental Health Officers are often called by residents to witness and take action where excessive noise 
exists. In these circumstances they can be used as professional witnesses to the nuisance, and can provide 
details of the number of call-outs they have attended. 
 
The judge must find that it is reasonable to make a possession order. The Council does not have a right to a 
possession order. It is at the judge's discretion to make an order. If an appeal is made, it must be made on the 
basis that the judge has erred in law. You cannot appeal against the judge's discretion. 
 
 
REFERENCES: 
 
Grounds 1, 2, 3 – Housing Act 1985 
 
Appendix – Pre eviction protocol 
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INTROUDCTION  
 
EVICTIONS – A “JOINED-UP” APPROACH  
 
CNH adopts an incremental approach to dealing with Non payment of rent and other 
breaches of tenancy such as anti social behaviour.  Detailed procedures are followed 
in respect of escalating action against those who breach the terms of their tenancy 
agreement and in the vast majority of cases resolutions are found without the need to 
consider eviction proceedings. 
 
There are, however, occasions where the incremental approach has failed and we 
have to consider eviction as the last resort. Sometimes this is to offer relief to those 
who are the victims of anti social behaviour. Sometimes it is because, despite our best 
efforts, the tenant will not engage with us or do what is required to maintain their 
tenancy. 
 
Prior to taking any case to the pre-eviction protocol meeting the appropriate team 
within CNH will have confirmed: 
 

 That we have followed our incremental approach; 
 That we have detailed evidence of all actions taken; 
 That we have considered all the information available to us; 
 That we have considered all aspects of vulnerability and support that the tenant 

may require; 
 That we have involved and liaised with all partners and/or professionals 

involved in supporting the tenant;  
 That our evidence is sufficient for the council to consider the intentionality 

element fully in any future claim of homelessness by the tenant; 
 Completion of the Pre-Eviction Protocol Checklist (Rent arrears only).  

 
 
This protocol also needs to take into the account the recent European Court of Human 
Rights (ECHR) case of Kay and others v. the United Kingdom. Basically, as a result of 
this judgement, many social housing tenants could now be afforded greater protection 
from eviction under human rights law. The ruling by the ECHR confirmed that courts 
should take the personal circumstances of tenants - in particular vulnerable groups - 
into account.  Registered providers will now have to consider more closely whether 
possession action violates the human rights of their tenants, including non secure 
tenants. 
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Facilitating Pre-eviction Meetings 
 
Pre-eviction meetings for rent arrears are held regularly every Friday at 3pm – 4pm in 
the breakout area of CNH.   
 
Pre-eviction meetings for anti social behaviour are called when necessary. 
 
The Housing Income Manager will facilitate all pre-eviction meetings regarding income 
cases with the Housing Services Manager facilitating any pre-eviction meetings 
regarding tenancy enforcement and ASB.  The appropriate Officers will attend in 
support depending on the complexity and nature of the case.  
 
Depending on the case, the following representatives will be invited to attend the pre-
eviction meeting:  
 

 Housing Income Manager; 
 Housing Services Manager, 
 ASB Co-Ordinator – CNH and CBC, 
 Tenancy Support Co-Ordinator  
 Tenancy Support Officer, 
 Income Officer, 
 Housing Team Leader, 
 Housing Officer, 
 Senior Housing Options Officer (or other nominated Officer), 
 A representative from The Bridge Housing Advice & Support Service, 
 Any other professional or support agency involved.  
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Pre-eviction protocol – Tenancy Breach due to persistent failure to pay rent. 
 
Introductory and Non Secure Tenants 
 
Prior to serving an NTQ/NPP on non secure or intro tenants in rent arrears, the case 
must be discussed at the pre eviction protocol meeting: 
 

 Any supporting agencies known to be involved with the customers will be invited 
to attend the meeting or submit written representation on the customer’s 
circumstances. 

 During the meeting each team representative will consider whether all possible 
action has been taken to prevent this action based on the information known 
about the customer.  Further support or assistance can be provided to prevent 
the Notice being served and a time scale (up to 4 weeks) for any support and 
engagement will be agreed. 

 Where additional support or assistance is agreed to be offered, named officers 
will be given the responsibility for ensuring support is provided and no further 
action will be taken until after the agreed time scale and actions have been 
completed.  

 Liaison between Housing Services and Housing Income must take place to 
ensure that actions are completed. 

 If support and assistance is accepted, the Income Officer and Housing officer 
will continue to review the case periodically to ensure that the arrears are 
reducing and tenancy is maintained.  

 If the support breaks down, or the tenant fails to engage and the arrears remain 
static or increase, the Income Officer will serve the Notice with agreement of the 
Housing Income Manager. 

 The Housing Income Manager will confirm the outcomes of the meeting as soon 
as possible to all parties attending the meeting.  

 
Secure Tenants and all Income Court Actions 
 
Due to the number of notices served on secure tenancies, Court action will only be 
taken after it is agreed at the pre eviction protocol meeting. These actions include, 
applying for a court order, fixing a date for possession, requesting a warrant of 
possession. The process for the meeting is outlined below: 
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 A meeting will be called by the Housing Income Manager giving all parties 5 
days notice of the meeting. All parties should attend the meeting or send written 
representation on the known circumstances of the tenant for a decision to be 
made. 

 Any supporting agencies known to be involved with the customers will be invited 
to attend the meeting or submit some written representation on the customer’s 
circumstances. 

 During the meeting each team representative will consider whether all possible 
action has been taken to prevent this action based on the information known 
about the customer. Further support or assistance can be provided to prevent 
the Notice being served and a time scale (up to 4 weeks) for any support and 
engagement will be agreed. 

 Where additional support or assistance is agreed to be offered, named officers 
will be given the responsibility for ensuring support is provided and no further 
action will be taken until after the agreed time scale and actions have been 
completed.  

 Liaison between Housing Services, Housing Income and any support agencies 
must take place to ensure that actions are completed. 

 If support and assistance is accepted, the Income Officer and Housing officer 
will continue to review the case periodically to ensure that the arrears are 
reducing and tenancy is maintained.  

 If the support breaks down, or the tenant fails to engage and the arrears remain 
static or increase, the Income Officer will serve the Notice with agreement of the 
Housing Income Manager. 

 The Housing Income Manager will confirm the outcomes of the meeting as soon 
as possible to all parties attending the meeting.  

 
If during the meeting, all parties are not able to agree of the most effective way 
forward, the Housing Income Manager, the Housing Services Manager and Housing 
Needs Manager will discuss the case with the Assistant Director of Housing to reach a 
satisfactory conclusion before further action is taken against the tenancy.  
 
 
Attached at Appendix A is the checklist which will be completed for every arrears case 
that is presented to the pre-eviction meeting.  
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Pre-eviction protocol – Tenancy breach due to persistent Anti Social Behaviour 
 
This protocol applies to all Non-Secure Tenancies, Introductory Tenancies and Secure 
Tenancies held by tenants of Charnwood Borough Council. 
 
Non-Secure/Introductory/Secure Tenancies  
 
Prior to the service of a NTQ/NPP/NOSP for anti social behaviour, and again if a 
warrant for Possession is being considered, the Housing Services team will call a multi 
agency meeting with representatives from the Council (housing need team and ASB 
team), together with a representative from the CNH housing income team.  If CNH is 
aware that the tenant is supported by an outside support agency such as The Bridge 
or Social Services, they will be informed of the meeting date and will be invited to 
given written representation. They will be asked to provide information on their length 
of involvement, the support currently being offered and any future support plans.  The 
Housing Services Manager will bring evidence of action taken to date and will advise 
the meeting of his/her intended course of action and reasons why.  Minutes will be 
taken.  
 

 CNH will use this multi agency meeting to consider representation from any 
source in respect of our proposed action and will seek consensus support for the 
proposed action. The Disability Discrimination Act compliance checklist will be 
completed by the group to consider issues of vulnerability.    Where 
disagreement occurs in relation to proceeding with CNH’s proposed course of 
action, this will be discussed and fully documented.  

 
 The Housing Services Manager will advise the group of the outcome of the 

meeting at the earliest opportunity. In the vast majority of cases the decision will 
be shared at the end of the meeting. Where eviction proceedings are to 
continue, the Housing Services Manager will ensure that all parties to the 
meeting are informed in writing. Housing needs will ensure that a preventative 
homeless visit is carried out. 
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Housing Income Manager, Charnwood Neighbourhood Housing  
 
Date: 
 
Signed: 
 
 
 
 
 
 
 
Housing Services Manager, Charnwood Neighbourhood Housing 
 
Date: 
 
Signed: 
 
 
 
 
 
 
Housing Needs Manager, Charnwood Borough Council 
 
Date: 
 
Signed: 
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Appendix A 
 

PRE EVICTON PROTOCOL PROFORMA – HOUSING INCOME   
 

Address: 
 
Tenant: 
 
Tenancy Type: 
 
Action being requested: 

                                                                                                    
Have all of the factors below been 
checked / established / addressed 
where necessary? 

Yes 
No 
N/A 

 
Comments 

 
 Occupancy details: Who lives at the 
address?  
 

  
 
 

Ages of all children and/or non-
dependants known?   
 

  

Is anyone in the household in paid 
employment? Where, what is the 
income, hours 

  

Is there a claim for housing benefit 
/ Back date pending? Is the tenant 
entitled to housing benefit?  

  

Vulnerabilities checked? :  
Physical/mental health problems, 
substance misuse, learning 
difficulties, vulnerably due to age, 
general inability to cope   

  
 
 

House file checked? Next of kin 
details or support needs? 
 
 

  

Housing Needs contacted if 
involved? Previously re-housed due 
to homeless? 
 

  

Any other agency involved? : if so 
contact should be made with that 
agency 
Social Services, probation, adult care 
etc 
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Reasons for arrears or non 
payment?  Has the tenant been 
specifically asked what the difficulties 
are and why they have occurred? 
 

  

Fully completed Financial 
statement?  
 

  

Affordable payments been 
requested? Based on financial 
statement  
 

  

Available advice & support 
discussed and explained to the 
tenant?  Money management, Debt 
advice, Housing Advice, Floating 
support. 
 

  

All relevant referrals made? MMO, 
Tenancy Support, Housing Advice, 
CAB 
 

  

 
List letters / phone calls / visits completed and any further details relevant to the 
requested action.  
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Has all of the above been taken into account and all preventative measures been explored?   
Y/N 
If yes, proceed by taking the case to the Pre Eviction Protocol Meeting. 
 
Income Officer…………………………………………………………………Date………..………….. 
 
Manager ……………………………………………………………………….Date…………………… 
 
Outcome Of Pre Eviction Protocol Meeting:  
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Charnwood Neighbourhood Housing Limited 

Po Box 8749, Council Offices 
Loughborough LE11 9EF 

 
Web: www.cnh.org.uk 

General Tel: 01509 634666 
General e-mail: info@cnh.org.uk 

 
 

 

 
 
 

 
Vat Registration Number: 916 9400 18 

Company Registration Number: 6174003 
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207Charnwood Neighbourhood Housing Limited 

24. Recording and reporting on ASB 
 
Where report is received by letter:- 
 

 Letter acknowledged on receipt giving details of officer dealing and contact number. Housing Officer 
writes response within standard response time. 

 
Where a telephone call is made  
 

 ASB report from filled out – client given contact number and response immediately – this is recorded 
on Sentinel. 

 
 Where report is received by e-mail  
 

 Response sent but copies of all e-mails must be kept on file. 
 
All follow up action to be within targeted time frame for type and severity of problem. 
 
All cases to be entered onto Sentinel system. Housing officers will record ethnicity of all complainants. 
 
All HO’s will record details of attempted weekly contacts with the complainants on Sentinel. The frequency of 
the contact can be varied with agreement of the complainant. 
 
Performance Monitoring 
 
All CNH ASB activity is benchmarked through the Housemark benchmarking system regionally, nationally and 
with all other registered ALMO’s. 
 
This data is collected quarterly and shows our performance against other similar organisations.  The end of 
year data is made available to tenants and residents via the CNH website "http://www.cnh.org.uk"  Key areas 
are monitored by the CNH performance monitoring group quarterly and this is fed back to tenants and 
residents via the service delivery group.  
 
CNH has procured a dedicated ASB performance monitoring system (Sentinel 2).   This allows for all actions 
on a case to be recorded and monitored against targets. 
Performance reports are run monthly by the ANTI SOCIAL BEHAVIOUR COORDINATOR (CNH) East.  
Quarterly performance is collated and presented to Senior Managers.  Individual and team targets are set and 
monitored. 
 
All formal action on ASB will be recorded on Sentinel – this will include warning letters, mediation referrals, 
ABCs, Injunctions, ASBOs and possession actions. Each action will be recorded as a disposal on Sentinel in 
order that the appropriate monitoring can be achieved. 
 
Reasons for closure of cases are recorded.  
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Customer Satisfaction 
 
Complainant surveys are sent out on all case closures.  The results of these are monitored quarterly to help 
shape future service provision.  Where satisfaction is low, the respective complainant is contacted by the ASB 
coordinator (CNH) to discuss ways to improve the service. 
 
ASB closure meetings are held annually.  All complainants of ASB whose case has been closed in the 
previous twelve months are invited to attend a meeting with the ANTI SOCIAL BEHAVIOUR COORDINATOR 
(CNH) to discuss how they felt their case was managed and any lessons that can be learnt.  The outcome of 
these meetings feed into the annual review of the ASB procedures. 
 
Recording violent tenants on Corporate Warning Register 
 
All CNH staff and contractors are required to complete a corporate warning register form after a violent 
incident has occurred. On completion, these forms are returned to the Community Safety Team and copied on 
to the tenant management house file. 
 
Some do not cite violence or attempted violence by the tenant or member of their household, rather they just 
indicate the tenant was abusive or angry about the service they received, and they used foul or inappropriate 
language. Consequently suitable criteria must be applied if a violent warning is to be registered on the 
computer system against a tenant or member of their family. 
 
 
The following criteria will assist Anti Social Behavior Coordinator (CNH) to decide when it is appropriate to 
record an incident on the system: 
 
i) prejudice is being shown, and the tenant is clearly adopting an aggressive attitude to the member of staff 

because of their colour, sex, sexuality and/or disability. 
 
ii) threat of violence 
 
iii) attempted violence 
 
iv) actual violence i.e. physical assault 
 
v)  knowledge of violence, which may have been obtained from information exchange with the Police or from 

other service providers, for example, Housing needs, Social Services or from other residents 
 
vi)  the tenant is a substance mis-user whose haphazard use could present a health and safety risk, for 

example, numerous needles in the property 
 
vii) property is a known drug den 
 
viii) the tenant is known to have dangerous pets 
 
In order to ensure this information is made available to all CNH staff and contractors, a warning marker is 
placed on the housing management computer system and the housing management file.  Reviews are carried 
out bi-annually to see if registration is still necessary. 
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The information must be discrete, factual and kept up to date. Failure to do this could give the tenant or 
leaseholder cause for complaint and action under the Data Protection Act, as they have the right to see the 
relevant entry under the Act, hence the need to be accurate and factual. 
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25. Target Response times (working days) 
 
Type   Level 1 Level 2  
Harassment 1  
Domestic Abuse                 1  
Hate Incident  1  
Noise   5 
Nuisance Behavior  5 
Rowdy Behavior  5 
   
Animal related problems  5 
Neighbour Disputes   5 
Environmental Issues
  

1 5 

Drugs 1  
Prostitution   5 
Sexual Acts   5 
Vehicle related nuisance  5 
      
 
Key -priority 
 
Level 1-threat to life, serious harm, Domestic abuse or racial harassment automatic priority 1 
Environmental Issues level 1 for reporting graffiti/fly tipping 
Drugs level 1 for intelligence referral to police and removal of needles 
 
Level 2- ASB, not Level 1 
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Visiting Officer Safer working Policy 
 
Procedures and practical guidance for staff 

 
Policy Statement 
 
Where the conditions of service delivery or its associated tasks require staff to visit people in their homes or 
on site, both the individual staff member and Directorate managers have a duty to assess and reduce the 
risks which visiting people at home and/or on site presents. 
 
This policy should be read in conjunction with the relevant Health and Safety policy and Lone Worker policy. 
 
Purpose 
 
This policy is designed to alert staff to the risks presented by visiting people at home or on site, to identify the 
responsibilities each person has in this situation, and to describe procedures which will minimise such risks. It 
is not intended to raise anxiety unnecessarily, but to give staff a framework for managing potentially risky 
situations. 
 
 Scope 
 
This policy applies to all staff who may be visiting people in their homes or on site, at any time, in any of the 
situations described in the definition below. 
 
Context 
 
Services are increasingly being offered on a twenty-four hour, seven-day basis, and some service users may 
be angry, frightened, or under the influence of drugs or alcohol. Communication may be difficult, due to 
impairment or emotional state. Social workers, occupational therapists, community physiotherapists and staff 
have traditionally visited service users in their homes; this may well be outside normal office hours and may 
involve accompanying service users in public places. On occasion staff may also work from their own home.  
 
Staff working out in the community face the same risks as anyone else, as well as those directly related to 
their work, and Directorate premises may be the target of criminal activity. Within the Directorate’s overall 
policy relating to safer working practices, support for visiting officers is an essential part, and the same 
principles apply, particularly: 
 

 a commitment to supporting staff and managers both in establishing and maintaining safe working 
practices 

 recognising and reducing risk 
 a commitment to the provision of appropriate support for staff  
 a clear understanding of responsibilities 
 the priority placed on the safety of the individual over property 
 a commitment to providing appropriate training for staff 
 equipment such as mobile phones and personal alarms will be made available as appropriate. 
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Definition 
 
Within this document, ‘visiting officers’ refers to situations where staff in the course of their duties visit people 
in the community or in their homes. Visiting officers may be physically isolated from colleagues, and without 
access to immediate assistance.  
 
 
Visiting officer responsibilities: Southfields based staff 
 
Pre-visit Checks 
 
Prior to starting any visit, Visiting Officers must check all available information held by CNH in relation to 
potential visiting risks.  Warning markers are held on QL and in house files in relation to anyone who is 
currently on the Corporate Warning List.  The warning marker will state the level of risk and will provide 
guidance of the procedure to follow to reduce risk. This may involve a recommendation to visits in pairs or to 
not visit at home. 
 
Logging Visits 
 
Every visit is to be highlighted on the whiteboard, either directly onto the board or by attaching a printed notice 
to the board as a screen dump from your outlook calendar. 
 
The visits list must be in route order. 
 
The visiting officer must record an estimated return time on the whiteboard. 
 
The duty officer for the team is responsible for checking that the whiteboard is updated when officers call in.  
 
The visiting officer must ring in to the duty officer if the anticipated return time needs extending. 
 
The visiting officer must ring in to the duty officer if the planned route order is altered or extended. 
 
The duty officer must advise the line manager if the visiting officer has not returned within 30 minutes of the 
estimated return time, providing the line manager with the visiting officers visit schedule.  
 
Visiting Officers who propose to be on site for longer than 2 hours must telephone the duty officer at 2 hourly 
intervals advising of their geographical location and confirming their estimated return time. 
 
The Duty Officer will update the whiteboard with the location of the visiting officer and the time that the 
location was confirmed. 
 
Managers’ responsibilities 
 
Once alerted that a visiting officer has not returned to the office and has not phoned in to the duty officer, the 
line manager will attempt contact via telephone. If contact is not made, the line manager will report the visiting 
officer missing to the Police by telephoning 0116 222 2222.  The Chief Executive Officer of CNH (or in the 
absence of the CEO, a member of the executive management team) and the Health and Safety Officer of 
CNH must be informed.  
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The line manager will attempt to contact the addresses on the visiting officers visit list in reverse order to 
ascertain which visits have been completed.  This will be in the most appropriate format and may include 
lifeline calls to properties that are serviced by this method. 
 
If the line manager has continued concern for the safety of the visiting officer, the line manager will again 
contact the Police by telephoning 011622222222 and re-reporting serious concern for the safety and welfare 
of the visiting officer, giving the police the next of kin contact details for the visiting officer. (This can be 
obtained from the Head of Human Resources or via Trent) 
 
The Manager will maintain contact with the Police and updates will be circulated to the CEO, Health and 
Safety Officer and colleagues where appropriate. 
 
Starting visits on Site 
 
Visiting Officers who wish to start their duties on site need the permission of their line manager prior to 
commencing. 
 
The logging of visits procedure above remains the same and must be done on the day before. 
 
The visiting Officer must confirm to the duty officer their site start time, prior to commencing the first visit. If the 
visit is to commence prior to 8.30, the visiting Officer must ring or text their line manager instead of the duty 
officer. 
 
Finishing on Site 
 
Visiting Officers who wish to end their duties on site need the permission of their line manager prior to 
commencing. 
 
The logging visits procedure above remains essentially the same but includes an additional requirement to log 
on the board that a site finish has been agreed and the expected finish of work activities.  
 
The visiting officer must confirm to the duty officer by telephone that they are  
finishing work and going home. This must be recorded on the whiteboard by the Duty Officer and must include 
the time that the visiting officer phoned in. 
 
If the visit is to end after 5pm, the visiting officer must ring or text their line manager instead of the duty officer. 
 

Procedure for staff using Opti-time – Depot Staff. 
 
The Opti –time system has a built in visiting officer management process.  In the event that a visiting officer on 
opti-time did not respond, work planners must advise the relevant Maintenance Repairs Team Leader. 
 
The team leader must follow the Managers Responsibilities procedure as above. 
 
In addition, the team leader would utilise the van tracking system to locate its geographical position and would 
advise the Police of this location. 
 
Procedure for Sheltered Housing Staff – Wardens/Mobile Wardens/Cleaners 
 
When wardens/cleaners start work they must always log on via the pull cord system to Central Control. 
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This informs the lifeline office that wardens are on duty and where they are starting from that day. 
 
During the day wardens will be testing pendants and pull cords again alerting the lifeline office of their 
whereabouts.   

 
When wardens move from one scheme to another they must let lifeline know they are going by pulling a 
lifeline cord. 

 
Wardens are all issued with mobile phones.  If a visit is required to a property with a corporate warning 
marker, please follow the instructions regarding the  marker entry and ring the lifeline office and keep the line 
open when entering the property if visiting alone. 
 
If, having entered a property, a warden feels uneasy and or threatened and is not able to leave the property, 
the warden must pull the cord and use the password message that all wardens have been issued with.  They 
will keep the line open. The lifeline operative receiving the call will contact the police and request immediate 
assistance. 
 
When finishing work wardens and cleaners must pull a lifeline cord and log off duty. The time and location will 
be recorded. 
 
Personal safety 

 
Staff must not assume that having a mobile phone and a back-up plan is sufficient safeguard in itself. The first 
priority is to plan for a reduction of risk. 
 
Staff should take all reasonable precautions to ensure their own safety, as they would in any other 
circumstances. ‘Reasonable precautions’ might include: 
 

 checking directions for the destination 
 

 checking whether a service user is known to present a risk and the agreed plan for working with 
them 

 
 ensuring your car, if used, is road-worthy and has break-down cover avoiding where possible 

poorly lit or deserted areas 
 

 taking care when entering or leaving empty buildings, especially at night ensuring that items such 
as laptops or mobile phones are carried discreetly. 

 
 Staff should take particular care if transporting service users in their own cars.  

 
Where there is any reasonable doubt about the safety of a visiting officer in a given situation, consideration 
should be given to sending a second worker or making other arrangements to complete the task. When 
visiting a home where a risk has been identified, staff should check that their clothing (tie, scarf, earrings etc) 
will not offer an assailant an advantage.  Similarly, they should be aware that pens, pencils, keys or heavy 
bags may also be used to cause injury. 
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Be aware of the environment 
 
Make sure that your car and mobile phone are in good working order, and is safe to use.   
 
If your work takes you into areas which are isolated, poorly lit at night or known for high crime rates, arrange 
to check in when the visit is over, or work with a colleague. 
 
If a potentially violent situation occurs, be aware of what might be used as a weapon against you, and of 
possible escape routes. 
 
Be aware of yourself 
 
Think about your body language. What messages are you giving? 
 
Think about your tone of voice and choice of words. Avoid anything which could be seen as sarcastic or 
patronising. 
 
Think about what you are wearing. Is it suitable for the task? Does it hamper your movement? What signals 
does it send out? In a potentially risky situation, does a scarf or tie offer an opportunity to an assailant?  
 
Be aware of your own triggers – the things that make you angry or upset. 
 
Be aware of other people       
  
Take note of their non-verbal signals. 
 
Be aware of their triggers. 
 
Don’t crowd people – allow them space. 
 
Make a realistic estimate of the time you will need to do something, and don’t make promises which can’t be 
kept, either on your own or someone else’s behalf. 
 
Be aware of the context of your meeting – are they already angry or upset before you meet, and for what 
reason?  
 
Listen to them, and show them you are listening. 
 
Monitoring and Review 
 
The ongoing implementation of the visiting officer policy will be monitored through a CNH annual review, 
carried out by the Health and Safety Officer. 
 
 Any member of staff with a concern regarding these issues should ensure that it is discussed with their line 
manager or with the whole team, as appropriate.  
 
The policy will be reviewed as part of the regular cycle of reviews, unless changing circumstances require an 
earlier review. 
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