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2.1

2.2

2.3

Purpose of this Policy

This policy sets out FCHO’s approach to managing behaviours or actions that
are considered unacceptable and are having a harmful impact on FCHO
colleagues and / or on their ability to provide a consistent level of service to
other customers.

Definition

Unacceptable behaviour

FCHO understands that customers may act out of character in times of
distress or due to frustration. However, if that frustration becomes aggression
or abuse towards staff, it will not be tolerated.

Staff have the right to undertake their work free from aggression or abuse and
customers are expected to treat them with courtesy and respect. Aggressive
or abusive behaviour may include:

« threats of or actual physical harm

e behaviour or language (verbal or written) that may cause staff to feel
offended, afraid, threatened or abused

e insulting or degrading language

e personal grudges toward certain staff

e making serious allegations against staff without any evidence

Unreasonable demands

A demand may be unreasonable if handling it could take up an excessive
amount of staff time and prevent them from handling other customer enquiries
within agreed timescales. Unreasonable demands may include:

e demanding responses within an unreasonable timescale

e insisting on seeing or speaking to someone more senior or a particular
member of staff when that is not possible

keep changing what the complaint is about

keep raising new or unrelated concerns

refusing to accept a decision following a full investigation

making repeated contacts about the same issues even though a response
has already been provided

Harassment
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2.4

2.5

Staff have the right to carry out their duties free from harassment or threats of
harassment. All customers are asked to respect that staff are delivering
services and decisions on behalf of FCHO and therefore this may not reflect
their own views or preferences. Examples of harassment may include:

e recording staff without consent
e publishing information online such as through any social media channel,

that is deemed to be unacceptable

e contacting staff using their personal details or social media presence such

as Facebook, Twitter, or LinkedIn.

e publishing personal, sensitive, or private information about staff online or

other public domains such as noticeboards or newsletters.
Unreasonable frequency or duration of contact

The number of times a customer may contact FCHO, or the duration of each
contact, can cause problems for staff.

Customers may make what are consider unreasonable demands on our staff
through the amount of information they seek, the nature and scale of service
they expect or the number of approaches they made. What amounts to
unreasonable demands will be dependent on the circumstances surrounding
the behaviour and the seriousness of the issues raised by the customer.
Examples of unreasonable levels of contact include:

Sometimes the volume and duration of contacts by an individual can cause’s
problems. This can occur over a short period, for example, multiple calls or
emails in one day or in one hour. It can also occur over a longer period with
regular long telephone calls or inundating the office with copies of information
already submitted or irrelevant to the issue.

e making multiple unnecessary calls in one day

e persistent emails about the same issue or repeatedly sending emails with
large amount of information attached that is not required when a matter is
closed

e sending new complaints before there has been an opportunity to address
earlier/existing complaints

e repeatedly asking staff to look at the same issue when it has already been
addressed through the complaints process

e repeatedly making very long calls

How FCHO manage unacceptable and unreasonable behaviour

If FCHO feel the behaviour is unacceptable or unreasonable, any of the
following actions may be taken:

« Staff may either place a caller on hold or end the telephone call if the caller
is aggressive, offensive, or abusive, or is making unreasonable demands

e warning the customer about their behaviour and requesting that the
customer modifies their future behaviour

e contact on the matter is restricted or ended

« contact is restricted on all matters
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o ask that all future contact is made through a third-party such as a family
member

« contact will be restricted to emergency contact only and all other
correspondence should be in writing

e incidents may be reported to the police (for example, if violence has been
threatened)

« take any other action that is considered appropriate (in extreme cases, this
may include injunctions and seeking possession of a customer’s tenancy)

e other tenancy enforcement action

Where staff are considering any of the above actions or have had to take
immediate action (for example, end a phone call), this will be discussed with
an independent manager and the Customer Excellence Team. The Customer
Excellence Team will then consider with staff which action is appropriate (if
any). Customers will be informed about the action FCHO are taking and the
reason for it. This may include how long restrictions will be in place.

In deciding, the following will be considered:

e how it affects staff

e how it affects the customer (including a customer’s personal
circumstances and any reasonable adjustments)

« the extent to which the complaint or enquiry has been exhausted

In instances where a customer’s behaviour is classed as unacceptable or
unreasonable, the details will be recorded. The customer’s details and the
reasons why their behaviour has been classed as unacceptable will be
provided to all relevant FCHO staff and a warning marker will be placed on
the housing management system to alert staff to the behaviour. The customer
will be informed of the restriction by letter.

This process may be reconsidered if the customer commits to behaving with
courtesy, respect, and fairness and:

e some time has passed

« there is a more suitable alternative course of action available

« FCHO receive evidence that there were exceptional reasons for the
behaviour

Appeal Process

Customers will be able to appeal any formal restrictions of contact within 28
days of being informed of the restriction being implemented. The customer
appealing the decision to restrict contact should make the request via email or
letter, setting out the reasons why they feel the action is unfair.

A senior manager who was not involved in the original decision will consider
the appeal subject to any pending or over-riding legal action. Their decision
whether to remove; amend or to continue with the restriction will be made
within 21 days of receiving the request for a review of the decision.
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5.1

Legislative or other Guidelines

The ‘Regulatory Framework for Social Housing in England’ sets out that
Registered Providers?! shall:

‘Have an approach to complaints that is clear, simple and accessible and that
ensures complaints are resolved promptly, politely and fairly’. The Policy is
designed to allow complaints to be investigated whilst providing tools to
manage situations where customers exhibit unreasonable behaviours.

‘...accept complaints made by advocates authorised to act on a customer’s
behalf’. The Policy contains provisions that encourage customers to use an
advocacy service where they are unable to present their issues clearly or
where they are exhibiting unreasonable behaviours.

Links to First Choice Home’s Strategic Delivery (SDP) Plan

The Policy operates alongside the Complaint Policy, which provides a
framework for dealing with complaints.

The Policy should be used in conjunction with other relevant FCHO policies and
procedure, which include:

Anti-social behaviour Policy and Procedure
Equality & Diversity policy

Health & Safety at Work policy

Lone Working Policy and Procedure

6 Monitoring

The number of reports of unacceptable behaviour
The number of reports of unreasonable behaviour
The Number of sanctions in place

The number of court actions
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