Barrow Borough Council – Dealing with unacceptable behaviour policy
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Dealing with unacceptable behaviour
Policy Statement

The Council is committed to putting customers at the heart of service delivery, to meet customer’s needs and to the standards expected.  The Council respects its customers but will not tolerate unacceptable behaviour.
1. Introduction

1.1. This policy details the Council’s approach for dealing with the very small minority of people whose behaviour is considered to be unacceptable.

1.2. The Council is committed to providing high standards of customer care. All customers have the right to be heard, understood and respected and we will deal fairly, honestly, consistently and appropriately with individuals whose behaviour is considered unacceptable. 

1.3. The Council will also ensure that their employees, representatives and others are not put at risk or disadvantaged by people who behave in an unacceptable manner.

1.4. We acknowledge that people may act out of character in times of trouble or stress. There may have been upsetting or disturbing circumstances leading up to formal contact with the Council. We do not view behaviour as unacceptable just because an individual is upset or is forceful or determined. 

2. Defining unacceptable behaviour

2.1. Behaviour is unacceptable when it has a significant negative impact on effective service delivery or may justifiably cause staff to feel afraid, threatened or abused.

2.2. Examples of such behaviour includes, but is not limited to: 

· repeatedly demanding responses within an unreasonable timescale

· repeatedly changing the substance of a complaint or raising unrelated concerns

· repeatedly and unreasonably complaining about the same issue 

· audio recording of conversations without permission

· behaviour or language (whether verbal or written) which may cause staff to feel afraid, threatened or abused
· spitting
· acts of aggression or physical violence

3. How we deal with unacceptable behaviour face to face

3.1. If we experience unacceptable behaviour in face to face or telephone conversations we will first tell the individual that the behaviour is unacceptable and that the conversation may be ended if the behaviour does not stop. We may then terminate the conversation if the unreasonable behaviour continues.
4. How we manage unacceptable behaviour

4.1. How we manage ongoing unacceptable behaviours will depend on their nature. We will always seek to resolve issues by informal discussion. However, if the behaviour continues to have a significant negative impact on effective service delivery or on the safety of staff or representatives, we may need to manage the individual’s contact with the Council. 

4.2. We aim to do this in a way that takes into account the impact on the individual and wherever possible allows the issue to be resolved, or for the service to be provided through the Council’s normal processes. 

4.3. Any measures to restrict contact will be authorised by a member of Management Board.

4.4. We may restrict contact by specifying:

· a particular form of communication, for example either telephone or written 

· contact is via a named employee

· face to face contact:

· on set days or at set times

· at set premises or areas 

· by appointment only

· with more than one employee present

· with security personnel or a police officer present

· in extreme situations, that we will make no personal contact with the individual. This means in practice contact will be limited to either written communication or via a third party
5. How we record, inform and review a decision to restrict contact

5.1. We will record all decisions to restrict contact. 

5.2. The individual will be informed in writing what action we are taking and why, unless we believe that doing so will itself create a significant risk of a violent reaction from them.

5.3. A member of Management Board will, on a regular basis, review the status of all complainants with restricted contact arrangements. A decision to restrict contact as described above may be reconsidered if the individual demonstrates a more acceptable approach.
6. Client aware system
6.1. We will maintain a system for the purpose of effectively alerting employees to significant circumstances, including the threat from potentially aggressive and violent persons.
6.2. The system will specify what preventative actions are required when dealing with an individual, for example two person visits or accompanied visits with either Police or security personnel. 
6.3. We will control access to the system and restrict it to those who manage or need to use it.
6.4. We will operate the client aware system under the following principles:
· a decision to add individuals will only taken after careful consideration and authorisation by a member of Management Board. In cases of threats and physical violence police input will be sought
· the Executive Director will be the Authorising Officer for additions and removals 

· individuals’ names and addresses will be recorded

· individuals will be notified that they have been placed on the system unless this is likely to result in additional significant risks to employees

· when notified individuals will be informed that have the right of appeal to have their case reviewed by a different member of Management Board

· all entries will be reviewed at three monthly intervals to ensure the information is up to date
· the Council will maintain a record of employees with access to the system
7. Right of appeal

7.1. An individual can appeal against a decision to add their name to the system and/or place restrictions on contact. The appeal could be on the basis that, for example: 

· the behaviour was wrongly identified as unacceptable

· the restrictions were disproportionate

· the restrictions will adversely impact on the individual because of personal circumstances

7.2. A member of Management Board not involved in the original decision to restrict contact will consider the appeal. They may uphold, quash or vary the entry or restrictions. They will advise the individual in writing of the outcome.
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