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witnessed unacceptable customer behaviour, feel sufficiently empowered to report those 
incidents and have confidence that their concerns will be treated seriously and be dealt 
with effectively. 

By adopting this policy, the council aims to reduce the risk and incidence of violence and 
unreasonable behaviour directed at our staff and our partner agencies, while protecting 
our ability to maintain an open and accessible service to our customers at all times. 

Definition of unreasonable and unreasonably persistent or vexatious customer 
behaviour 

Unreasonable and unreasonably persistent or vexatious behaviour may include one or 
two isolated incidents, as well as persistent behaviour, which is usually an accumulation of 
incidents or behaviour over a longer period. 

We have adopted the Local Government Ombudsman's (LGO) definition of "unreasonable 
complainant behaviour and unreasonable persistent complaints". See Guidance on 

managing unreasonable complainant behaviour (LGO> 

We define unreasonable and unreasonably persistent or vexatious complaints as those 
which, because of the nature or frequency of the complainant's contacts with the council, 
hinder our consideration of their or other people's complaints. 

Behaviour which may lead to a customer being considered as unreasonable and 
unreasonably persistent or vexatious may include one or more of the issues listed below. 

• making excessive demands on the time and resources of staff by, for example, 
excessive and lengthy phone calls, emails or letters, or detailed letters/emails every 
few days and expecting immediate responses 

• repeated and obsessive pursuit of a complaint or issue which appears to have no 
substance or which has been investigated and determined 

• contact, which may be amicable, but which places very heavy demands on staff time or 
may be very emotionally charged and distressing for all involved 

• refusing to specify the grounds of a complaint or give appropriate details 

• changing the basis of the complainUrequest while it is under investigation 

• denying or changing statements made at an earlier stage 

• acting in a deceitful manner by providing misleading or false information or documents 
or adopting false identities. 

• introducing irrelevant or trivial issues into their complaint 

• refusing to accept the decision or repeatedly arguing points with no new evidence 

• persistently approaching the council through different routes, or getting others to do so, 
about the same issue 

• persistently seeking an outcome which the council has already explained is unrealistic 
for policy, legal or other valid reasons 

• adopting a 'scattergun' approach by pursuing parallel complaints on the same issue 
with a variety of organisations 

• refusing to cooperate with the complaints investigation process while still wishing their 
complaint to be resolved 
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by logging onto the 
staff intranet. 



Customer Behaviour & Incident Form 

 Situation Report 



 Customer Behaviour & Incident Form 



 Personal 
safety protocol for staff meeting members of the public at the council offices. 

 Corporate Lone 
Working Policy 



















 

 

Appendix 3: Key definitions 

Defining the difference between an abusive customer and an angry customer 

Abusive customers should never be mistaken for angry customers. Distinguishing the 

difference is all about determining where the abuse is directed. An angry customer who says 

"I'm getting frustrated, this keeps happening" is very different from an abusive customer who 

starts to call an employee names. The key difference is how the language is directed. If it is 

aimed at the council it can be considered anger, but if it's aimed at the employee it can be 

considered abusive. 

Example: If a customer was to say "it's not b****y good enough" they can be considered to 

be angry. However, if they were to say, "you're not b****y listening to me" the customer would 

be abusive. 

Defining the differences between accidents, near misses and a customer behaviour 

incident 

It's extremely important that when incidents do happen, they are reported using the correct 

form. We have 3 different reporting forms. 

■ Accident Report Form 

An accident form would be required where an incident has occurred which caused injury, 
harm or damage to a person or property/equipment. 

■ Near Miss Report Form 

A near miss form would be required where an incident has occurred which did not cause 
injury, harm or damage to a person or property/equipment but had the potential to do so. If 
you whispered to yourself 'that was lucky' then it is likely you encountered a near miss and 
should complete this form. Although some of these incidents may seem trivial, there are 
often underlying causes/failures which can be resolved to prevent a recurrence. 

■ Customer Behaviour & Incident Report Form 

A customer behaviour and incident form would be required where an interaction with a 
customer has, or could have, resulted in a risk to staff safety, wellbeing or the employees 
ability to effectively carry out their duties. Alternatively it could also include any hazard 
created by a situation or environment type which is likely to present a risk to staff safety, 
wellbeing or ability to effectively carry out their duties. Any vexatious customer behaviour 
should also be reported using this form. 


