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Unacceptable Behaviour Policy 

 

1. Introduction 

1.1 Hyndburn Borough Council has a duty to provide a safe working environment. 

1.2 The Council provides a high quality and consistent service whilst protecting its employees, Elected 

Members and contractors from avoidable stress and harm at work.  This is achieved in part by the 

application of policies and procedures offering protection from what the Council considers to be 

unacceptable forms of contact and behaviour, such as the Dignity at Work Policy, Hate Crime / 

Incident Procedure and the Complaints Policy. 

1.3 The Council has specifically agreed motions around Antisemitism, Islamophobia and Violence 

against Women and Girls, all of which will be relevant when considering whether behaviour is to be 

deemed unacceptable. 

1.4 Whilst there might be occasions when someone that contacts the Council feels aggrieved or 

distressed, this does not make it acceptable to place unreasonable demands upon employees or 

Elected Members (all references within this policy to “employees” apply equally to contractors, 

students on work experience or volunteers). 

1.5 It is particularly unacceptable in any circumstances for someone to interact in a manner that may be 

considered offensive or cause distress and to allow these feelings to manifest as aggression 

directed towards employees or Elected Members. 

2. What constitutes unacceptable behaviour? 

2.1 Unacceptable behaviour is aggressive, offensive or abusive behaviour; there are no circumstances 

where such behaviour will be tolerated by the Council. 

2.2 Unacceptable behaviour is behaviour or language in whatever form whether in person, during a 

phone call, on social media, by text message or in writing that may cause employees or Elected 

Members to feel distressed, threatened, intimidated or abused and may include: 

 Actual violence 

 Threats of violence  

 Harassment 

 Inappropriate physical contact 

 Inappropriate or discriminatory language, e.g. sexist, misogynistic, racist, homophobic, transphobic 

cultural, disablist, racist or religious references 

 Inflammatory statements 

 Personal or derogatory comments 

 Offensive and intimidating behaviour 

2.3 For clarification the Council does not view assertive behaviour as unacceptable of itself, such as 

putting forward a point of view in an impassioned and compelling manner. 
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3. Equality and diversity 

3.1 If a member of the public is reported to have behaved in an unacceptable way, the Council will 

consider any personal characteristics which may have contributed towards the reported behaviour.  

However, even individuals with a protected characteristic under the Equality Act 2010 may be 

considered to be acting in an unacceptable manner in accordance with this policy.  The Council will 

consider each situation on an individual basis taking account of both the needs and circumstances 

of the member of the public and of the employee or Elected Member. 

4. Accident / incident reporting system 

4.1 When considering whether a member of the public has behaved unacceptably, the Council will 

always have regard to the fact that some interactions with the Council may be emotionally charged.  

It is expected that employees or Elected Members will do all that they reasonably can do to manage 

such situations appropriately and bring the contact to a successful conclusion.  This expectation 

does not mean that the employee or Elected Member should tolerate unacceptable behaviour of any 

kind.  If a member of the public is displaying any form of unacceptable behaviour the employee or 

Elected Member may bring the contact with that individual to an end. However, if appropriate, they 

should normally first warn the individual concerned that this will happen if their unacceptable 

behaviour is not modified immediately. 

4.2 The Council has a zero tolerance position in respect of physical violence, verbal abuse, threats or 

harassment directed towards its employees or Elected Members.  Any incidents that involve threats 

directed towards an employee, an Elected Member or the Council itself or any incidents of physical 

violence will be reported to the Police who may decide to prosecute. 

4.3 The decision to make a referral under this policy will be taken by the Manager of an affected 

employee.  The decision to make a referral where this relates to an Elected Member will be taken by 

the Executive Director (Legal and Democratic Services) in conjunction with the Member Services 

Manager. There may be occasions where it is appropriate to arrange a meeting with the member of 

the public complained about.  If such a meeting is held it should be to agree a managed approach to 

dealing with the concerns that have been raised. 

4.4 A referral in respect of unacceptable behaviour is made on the Health and Safety Incident Report 

Form to the Council’s Safety and Emergency Planning Officer (“the Safety Officer”) who will respond 

according to the severity of the incident including determining whether there should be a referral to 

the Police or the Health and Safety Executive.  The Safety Officer will also pass the details of the 

incident to the Council’s Corporate Risk Register Review Panel (“the Panel”) who will determine 

whether or not it is appropriate to include the details of the incident (individuals or property) on the 

Council’s Risk Register. 

4.5 If the Council has already made a reasonable adjustment this will also be taken in to account when 

determining the appropriate way to deal with the issue(s) referred to the Panel. 

4.6 If the Council determines that it is appropriate to implement any form of restrictions on future contact 

arrangements for a member of the public because of unacceptable behaviour, these will always be 

proportionate and take account of the unacceptable behaviour and its impact on employees or 

Elected Members.  The Council will advise the member of the public of the restrictions being 

imposed, the reasons for their imposition and the length of time that they will remain in place. 

4.7 In certain circumstances it will also be appropriate to include a record of the incident on the 

Council’s accident/incident reporting system. 
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4.8 There may also be a need to alert specific Service Managers to the incident, for example if the 

member of the public is also a private hire and/or hackney carriage licensed driver where the 

incident may affect the decision taken by the Council as to whether that individual is a fit and proper 

person to hold such licences. 

5. Risk assessment 

5.1 There will be instances, where although there have been no incidents which would normally fall 

within this policy, there is reason for concern to be raised about a specific member of the public and 

their potential for violence and aggression. 

5.2 Where such concerns are raised a risk assessment will be conducted by the Safety Officer to 

determine whether it is proportionate and necessary to include the member of the public on the Risk 

Register.  In appropriate circumstances, in accordance with the outcome of the risk assessment, 

such individuals will be included on the Risk Register. 

6. Information provided by other professional organisations and partners 

6.1 Professional partners may offer or be asked to share relevant information regarding potentially 

violent individuals.  In such circumstances the information received will be considered by the Head 

of Policy and Organisational Development, the Safety Officer and, where appropriate, the relevant 

Service Manager to assess what has been provided and determine whether it is: 

(i) relevant to the Council and its operations; 

(ii) believable; and 

(iii) provided with the consent of the professional partner. 

6.2 If the Council is satisfied that the detail and information provided satisfies all the above criteria the 

Safety Officer will carry out a risk assessment as set out at paragraph 4.2 above. 

7. Managing unacceptable behaviour 

7.1 At the time of any incident, immediate action may be taken by the employee or Elected Member, 

such as ending telephone calls, encouraging the member of the public to leave the Council 

premises, or calling the Police. 

7.2 Any decision following the incident will be taken after careful consideration of the reports provided 

and following the process detailed above.  Where a member of the public is considered to have 

been behaving in an unacceptable manner, the Council may take the decision that contact should 

be restricted or managed in a particular way.  The Council may decide that any or any combination 

of the following are appropriate: 

 Require the individual to have contact only with one employee/specified employees or Elected 

Member, namely a “SPOC” (single point of contact); 

 Restrict the individual’s contact either in writing or in person or both, to specified days and times; 

 Terminate any form of contact if the individual is aggressive, rude, abusive or offensive.  Where it is 

subsequently perceived that the individual is attempting to make contact using a different 

name/pseudonym the Council will seek to confirm identity; 

 Not respond to any form of written correspondence which is abusive or offensive; 
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 If an individual has threatened any employee or Elected Member with physical violence in any form 

whatsoever the Council will usually include that individual on its Risk Register (and possibly on any 

electronic records management system where that individual’s records are held); 

 If an individual posts derogatory, defamatory, offensive or threatening remarks on social media the 

Council will ask that these are removed and try to block the individual’s account; 

 If an individual becomes aggressive, threatening or uncooperative to employees, Elected Members 

or members of the public in a council building the Council may ask that individual to leave and ban 

them from entering any council premises for a specified period of time. 

8. Risk register 

8.1 The Risk Register contains the details of members of the public or properties where: 

(a) An unacceptable behaviour incident has been reported involving an employee whilst at work or an 

Elected Member; 

(b) Information has been provided by a professional partner that there is a significant risk; and/or 

(c) A risk assessment by the Safety Officer has identified a need for inclusion  

8.2 The Risk Register must not include purely difficult individuals, its purpose is to include those 

potentially violent members of the public identified as set out above in order to protect Council 

employees or Elected Members. 

8.3 Individual Service Managers must ensure that they have suitable systems in place for making 

employees or Elected Members aware of the detail held in the Register as appropriate. 

8.4 The Risk Register will include a record of: 

 The individual’s name and address; 

 Details of any restrictions imposed; 

 What the restrictions are, when they start and end; 

 When the individual was advised of any restriction, if applicable; and 

 The reason for adding the individual, or for continuing to include them after each annual review  

8.5 Where a decision is taken to restrict access, the Safety Officer will be notified and it will be their 

responsibility to maintain a record of those individuals where any restriction is imposed. 

9. Informing individuals of restrictions on contact arrangements 

9.1  In the most serious circumstances where the Council has concluded that an individual’s contact with 

the Council should be restricted in any way as a result of that individual’s unacceptable behaviour, it 

will notify that individual accordingly.  Such notification will be in writing taking account of any 

preferred method of contact stipulated by the individual. 

9.2  The notification will include any details of the restrictions imposed, the reason for their imposition 

and any start and end dates as appropriate. The individual must also be advised when any 

restriction has ended, if a there are further instances which result in any restrictions being continued 

then the individual must be notified of this and the reasons for the extension of the restrictions.  Any 

notification to the individual regarding restrictions will include information as to how an appeal can 

be made in respect of the decision.  This notification may be the first time that the individual is 

aware of the Council’s concern notwithstanding the behaviour exhibited.   

9.3  It will be the responsibility of the Head of Service/Line Manager of the employee making the referral 

to ensure that the notification referenced above is sent to the individual in a timely manner following 
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the decision to impose any restrictions.  In any event the notification must be sent to the individual 

within 10 working days of a decision having been made.  Where an incident involves an Elected 

Member it will be the responsibility of the Executive Director (Legal and Democratic Services) or the 

Member Services Manager to ensure that notification is sent as detailed above. 

9.4 There may be exceptional circumstances where an individual is not informed of the Council’s 

decision; such occasions will only be when doing so may provoke a further incidence of violence or 

a violent response putting employees or Elected Members at further risk.  The decision not to inform 

an individual will be taken by the Panel. 

10. Appeal Process and Handling 

10.1 Where an individual wishes to appeal the decision reached by the Council, in respect of the 

imposition of restrictions, then the appeal will follow the Council’s standard Complaints Policy at 

stage 3 of the Policy.   

10.2 The Complaints Policy can be found in the Council’s Constitution, which is available at 

www.hyndburnbc.gov.uk  

11. Record and annual review 

11.1 The Council records incidents of unacceptable behaviour and the result of a risk assessment, where 

appropriate, on the Risk Register together with details of any restrictions imposed 

11.2 Details of the information included on the Risk Register will be reviewed by the Safety Officer and 

the Panel once every twelve months and, save for in exceptional circumstances, details of an 

incident or result of risk assessment will be removed after a maximum period of 3 years.  Similarly, 

any restrictions on contact must be reviewed on at least an annual basis.  Service Managers must 

ensure that they provide relevant information to enable a decision on this. 

12. Training 

11.1 Service managers are responsible for ensuring that the staff in their teams are aware of up to date 

risk assessment, that measures such as lone worker monitoring are in operation and that staff 

receive appropriate training.  This includes any requirement for conflict management, interpersonal 

skills or personal safety training.  If it is considered that any employee would benefit from further 

training or refresher training then such a request should be directed to the Council’s Human 

Resources Team. 

11.2 Support for anyone affected emotionally by unacceptable behaviour is available via the Employer or 

Member Assistance Programmes, as well as via line managers, HR or Member Services, as 

appropriate. 

http://www.hyndburnbc.gov.uk/

