
Lewisham Licensing and Housing Enforcement team 

Anti-social behaviour (ASB) complaint handling process map 

Section 1 – licensed HMOs 

 

 

 

 

 

 

 

 

 

                                    

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

PRS ASB 

complaint 

Establish if property is 

licensed or licensable. 

Licensed HMO 

Establish if license holder is aware 

If not, make them aware in writing 

Request a copy of ASB policy, if they 

have one. Suggest template policy. 

Ask for evidence of ‘reasonable 

and practical steps’. Set clear 

timescales. 

If no action/ no response, take enforcement action: 

Formal warning 

CPN 

Revoking and prosecution 

 

If landlord has not taken ‘all 

reasonable and practical steps’, set 

clear timescales for completion.  

If landlord is fully following 

ASB policy and ASB persists, 

refer to Safer Communities 

(via managers) 

If steps or timescales not met, 

take further enforcement action 

Officer action 

 

License breach 

Refer to manager 

Unlicensed HMO 

(see section 2) 

Not licensable 

(see section 3) 

Respond/update 

complainant and/or 

relevant councillors 

Key 



 

Section 2 – unlicensed HMOs 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Unlicensed 

HMO 

Request landlord to 

license/proceed 

through declaration 

process 

Not licensable 

(see section 3) 

CPN for failure 

to license* 

If landlord is following ASB 

policy and ASB persists, refer 

to Safer Communities (via 

managers) 

Request a copy of ASB 

policy, if they have one. 

Suggest template policy if 

not. 

PRS ASB 

complaint 

Establish if property is 

licensed or licensable. 

Follow steps set out in Section 

1 to ascertain whether 

landlord is taking all 

reasonable steps to manager 

ASB 

If not, consider further 

enforcement: 

CPN 

Refuse license 

Prosecute 

Key 

Officer action 

 

Refer to manager 

Respond/update 

complainant and/or 

relevant councillors 

License breach 



 

Section 3 – property not currently licensable 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

*As set out above, new standard letters for landlord communication will be produced 

 

PRS ASB 

complaint 

Establish if property is 

licensed or licensable. 

Not licensable 

Schedule inspection to check 

for other issues 

Attempt to establish contact 

with landlord and notify 

Refer to Safer Communities 

(via managers)  

Respond/update 

complainant and/or 

relevant councillors 

Officer action 

 

Refer to manager 

Key 


