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1 INTRODUCTION  

 

1.1 Hinckley and Bosworth Borough Council is committed to providing customers with excellent 

services.  One of the most effective ways to manage the risk of violent incidents is to prevent them 

happening in the first place. Good customer service is an important factor in good health and safety 

practice when dealing with the public. Effective and efficient business delivery is a key control 

measure in managing customer or claimant’s expectations and behaviour.  

1.2 However, the Council will not tolerate behaviour, which is deemed to be unacceptable, abusive, 

threatening or violent to its staff or any third party acting on its behalf.  

1.3 Every incident directed against employees or against anyone lawfully acting in the interests of 

the Council is regarded as serious and there is a commitment to ensure that the risks of harm to 

employees and others as above are eliminated or minimised. The policy expects every manager to 

ensure that risk assessments and control measures for dealing with customers, claimants and others, 

both in the office and off site, are in place, up to date and adhered to. Managers must ensure that 

risks are minimised through training, ensuring the provision of safe office layouts and implementing 

well-known and well-rehearsed procedures for dealing with threatened or actual incidents and that 

where appropriate the Councils  Lone people working framework is followed. 

1.4 Individual employees also have a part to play, particularly in relation to the reporting of 

incidents. It is the responsibility of all employees to comply with any control measures in place to 

reduce the risk of incidents occurring. 

1.5 In addition to this policy, the council may rely on other policies where appropriate, including but 

not limited to the Anti-Social Behaviour Policy. In some circumstances an incident may require 

reporting to Leicestershire Police for action.  

 

2 PURPOSE AND OBJECTIVES  

2.1 The purpose of this policy is to define what the Council considers to be unacceptable or violent 

customer behaviour and to ensure consistency and fairness when dealing with such behaviour.  

2.2 The policy provides details on the options available to the Council when dealing with such 

behaviour, explaining the process which it will follow and the possible consequences to the 

customer which may include being placed on the Unacceptable Behaviour and Violent Persons List. 

2.3 The policy ensures:  

-  Consistency and fairness when dealing with unacceptable and violent customer behaviour 

-  That “need to know staff” are made aware of potential health and safety risks from customers and 

feed into service lone worker risk assessments 

 - Personal information of customers is processed in accordance with the Data Protection Act 2018 

and the General Data Protection Regulation 

http://intranet/hsw/GeneralHSW/Forms/AllItems.aspx?RootFolder=%2Fhsw%2FGeneralHSW%2FLone%20Working&FolderCTID=0x01200099E4734D672F024894B2CCA033CB2DE9&View=%7BB166DC73%2DE12E%2D417B%2DBAE0%2D925F4657993D%7D
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3 DEFINITION OF UNACCEPTABLE OR VIOLENT CUSTOMER BEHAVIOUR  

3.1 Unacceptable or violent behaviour may include one, two or more isolated incidents of the 

behaviour complained of or an accumulation of those incidents or that behaviour over a longer 

period.    

3.2 Unacceptable or violent customer behaviour is any incident that causes or has the potential to 

make employees (or any third party acting on the council’s behalf) feel upset, threatened, frightened 

or physically at risk and is/could be directed at them because of their work.  

Examples can include:  

 Violence  
 Verbal abuse  
 Abuse of a discriminatory nature e.g., sex, race, disability, religion, age  
 Threats, which are implied or otherwise  
 Intimidation  
 Sexual innuendo  
 Harassment  
 Unwelcome attention  
 Attempted or actual assaults - spitting that makes contact with the body is classed as an 

assault  
 Damage to property  
 Employees filmed, photographed or recorded in the workplace or working off-site, without 

their express consent  
 Threats made in writing or via email  
 Information about employees posted on social media e.g., face book  
 False accusations 
 History of violence that still poses a risk 
 Health and Safety risk at address e.g., dangerous dogs, potentially violent visitors at 

address, needles 
 Risk of violence due to health issues/ substance misuse issues 

The list is not exhaustive. Any other incident that makes an employee feel uncomfortable, at risk 

or threatened must be reported.  

3.3 Unreasonably persistent complainants will be dealt with via the Council’s Persistent 

Complainants Policy Complaints - All Documents   

However, there will be occasions where the individual will need to be dealt with in line with this 

policy alongside the Persistent Complainants Policy to inform staff of any potential risks or any 

restrictions placed upon the customer`s contact with the organisation.  

 

 

 

 

http://intranet/democratic/Complaints/Forms/AllItems.aspx
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4 IMMEDIATE RESPONSES TO POTENTIALLY UNACCEPTABLE OR VIOLENT BEHAVIOUR 

4.1 If a customer is abusive or threatening whilst in the office or on the telephone members of staff 

should clearly state that such behaviour will not be tolerated.   

If the behaviour continues, the customer should be asked to leave the building and, if safe to do so, 

the member of staff should remove themselves from the situation. 

For telephone calls, members of staff should advise that they are going to disconnect the call if the 

behaviour continues. Details of how to manage abusive calls can be found in the Council’s Abusive 

Caller Process at http://intranet/custserv/SitePages/Home.aspx 

For face-to-face situations in the building, staff should be aware of the location of panic alarms and 

use secure interview rooms where appropriate. Panic alarms must be used if staff feel physically 

threatened or unable to deal with the level of abuse. The Panic Alarm Procedure can be found at 

http://intranet/custserv/SitePages/Home.aspx 

4.2 It is important that staff that only have contact with customers via email or letter are able to 

identify unreasonable, abusive, or threatening language and follow this policy and procedures. 

4.3 For incidents off site:  

4.3.1 All members of staff or others lawfully working for the council who work off site, either in the 

community or visiting customers at home, should be aware of and follow the procedure set out in 

the Council’s Lone Worker Framework and risk assessment. If appropriate, service-specific Lone 

Worker procedures should be produced and communicated to staff.  

4.3.2   It is particularly important that:  

- Risk assessments are carried out and that the Unacceptable Behaviour and Violent Persons List is 

checked before a visit. 

-It is the responsibility of the member of staff to inform security if an individual should be seen in a 

secure interview room to ensure that support is available if required 

- Team members are aware of the whereabouts of staff working off-site  

- Staff working off-site must have a way of contacting the office and/or assistance in an emergency    

4.3.3 In an emergency situation, where staff feel at significant threat all effort must be made to 

remove themselves from danger and call 999. 

 

5 MANAGING UNACCEPTABLE OR VIOLENT BEHAVIOUR  

5.1 The Council recognises that any decision to classify a customer’s behaviour as unacceptable or 

violent could have consequences for them, including in rare circumstances restricting their access to 

services.  It will, therefore, seek to ensure it acts appropriately and proportionately in the application 

of this policy. 

http://intranet/custserv/SitePages/Home.aspx
http://intranet/custserv/SitePages/Home.aspx
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5.2 The Council has a zero-tolerance approach towards violence or threats of violence towards its 

staff and will always encourage staff to report such incidents to the Police on 101 or 999 in an 

emergency.  

5.3 All customer incidents or intelligence relating to a customer’s risk towards staff must in the first 

instance be reported by the member of staff via the customer incident reporting form available on 

the council’s intranet. 

http://intranet/commsafety/SitePages/Staff%20incident%20reporting%20form.aspx 

5.4 Staff incident reports are directed to the Staff Safety Team. The Staff Safety Team will then 

review the incident, along with any other intelligence or previous incidents, and decide on any action 

required in line with the Antisocial Behaviour, Crime and Policing Act 2014 which provides further 

direction on how the council manages Antisocial Behaviour.  The Staff Safety Team will consider the 

most appropriate form of action to take which may include (this is not an exhaustive list): 

- No further action 

- A warning letter to the customer to advise them that the behaviour will not be tolerated and the 

consequences of any similar behaviour in the future 

- Addition to the Unacceptable Behaviour and Violent Persons List 

5.5 If any action is chosen which restricts the customer’s access to council services, it is important to 

ensure there is an identified and clearly communicated method of contact available for the 

customer.     

5.6 The behaviour of some customers may be due to a specific circumstance or difficulty, such as a 

mental health condition, substance misuse issue or other disability.  Any unacceptable behaviour 

should be reported via the staff incident reporting form with details of any complex needs. 

Where this is the case, staff must also raise any concerns about a customer via the relevant channels 

e.g., via their line manager or safeguarding processes.  

 

6 ADDITIONS OF CUSTOMERS TO THE UNACCEPTABLE BEHAVIOUR AND VIOLENT PERSONS LIST 

6.1 The decision as to whether an individual should be added to the Unacceptable Behaviour and 

Violent Persons List will be taken by the dedicated Council Staff Safety Team.  

6.2 A decision to add a customer to the Unacceptable Behaviour and Violent Persons List must be 

preceded by the receipt of a staff incident report.  

6.3 Once a decision has been made to add a customer to the Unacceptable Behaviour and Violent 

Persons List, the Staff Safety Team will write to the customer to: 

- Detail the action it has taken and why  

- Detail consequences of further unacceptable and/or violent behaviour 

http://intranet/commsafety/SitePages/Staff%20incident%20reporting%20form.aspx
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- Explain what it means for the customer’s future contacts with the council   

There will be cases where it is believed that informing the customer of their inclusion on the 

Unacceptable Behaviour and Violent Persons List will not be appropriate, such as: 

- Where it is believed that informing the customer would in itself escalate the risk of 

unacceptable and/or violent behaviour 

- Where the information regarding the risk is obtained by the council from a partner agency 

 

In these circumstances the customer will not be informed, but a clear record must be made by the 

Staff Safety Team as to why this decision has been made.   

 

7 NOTIFYING STAFF AND THIRD PARTIES OF ADDITIONS TO THE UNACCEPTABLE BEHAVIOUR AND 

VIOLENT PERSONS LIST 

7.1 All “need to know staff” will have access to the Unacceptable Behaviour and Violent Persons List 

and will be updated automatically when customers are added or removed from the list.   

7.2 The decision to notify third parties will be taken on a case-by-case basis and will be made by the 

Staff Safety Team not by individual officers. 

7.3 Third parties who may be notified by the Staff Safety Team may include:  

- Contractors working on the Council’s behalf, although this will depend on the role of the contractor 

and any likelihood that they may come into contact with the individual  

- Other agencies such as Registered Providers  

- Neighbouring authorities if, as part of a shared service, staff may be likely to come into contact 

with the individual  

- Co-located partners who may be likely to come into contact with the individual and/or working 

jointly with staff members with an individual 

7.4 Third party information may also provide the basis for an inclusion to the PVP register. The 

decision to notify third parties should be documented.  

7.5 Internal council systems can be flagged to advise officers to check the Unacceptable Behaviour 

and Violent Persons List for customers on the list, but flags should simply advise to check the 

Unacceptable Behaviour and Violent Persons List and not contain any details on the marker. If 

departments elect to flag systems in this manner, they must have a dedicated officer who will keep 

systems up to date (remove old flags and add new ones in a timely way). It is the responsibility of the 

department adding the flags to keep them up to date.    
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8 REVIEWING DECISIONS  

8.1 When any restrictions are put in place a review date must be set.  This will be based on the 

circumstances of the case - a minimum period of six months is deemed to be appropriate.  

8.2 The status of the customer should be reviewed by the Staff Safety Team and will take into 

account any future contact or new issues which have been raised.  

8.3 Relevant staff and other organisations who were informed of the restrictions should be advised 

of the outcome of the review.  

9.0 MANAGING PERSONAL RISK 

9.1 All employees must have completed the appropriate level of Health and Safety training. Training 

provides the skills and knowledge to help to anticipate and defuse potential incidents, avoid 

triggering a violent incident and help employees to keep safe during an incident. 

9.2 Employees are required to carry out their own risk assessments. Officers should ensure that the   

Unacceptable Behaviour and Violent Persons List is checked before a visit is carried out or contact is 

made with a member of the public. 

9.3 Employees must arrange for security personnel to be present if the Unacceptable Behaviour and 

Violent Persons List provides this directive.  

9.4 Employees must not persist in trying to defuse an incident when they should be retreating from 

the situation or summoning help or support. 

9.5 Risk assessments must be reviewed regularly, and recommended procedures must be adhered to 

by all employees all the time. 

9.6 Everyone who works off-site, or travels must also apply the relevant health and safety guidance 

and controls.  

9.7 Other relevant corporate policies should be adhered to alongside this policy, including:  Health 

and Safety Policies and Framework, Lone Worker Framework, Reception Staff Safety Policy, Abusive 

Caller Process, Panic Alarm Procedure, Persistent Complainant Policy and Data Protection Policy 

9.7.1 Employees can raise a grievance at any time. Please refer to the Grievance Policy and 

Procedure 

 

 

 

 



9 
 

FLOWCHART FOR UNACCEPTABLE & VIOLENT CUSTOMER BEHAVIOUR PROCESS 

 

 
Individual/property identified as a potential risk 

either through partner intel or an incident that has 

occurred 

 

 

 

 

 

Immediate risk, threat to life or current 

situation unsafe, call police on either 999 or 

101 dependent on risk level 

 

Complete the staff incident form with 

as much detail as possible  Staff 

incident report - Dash 

(achieveservice.com) 

 

Speak with your line manager if 

you require any advice or 

support  

 

Incident recorded on Dash and the staff safety 

team will make the decision if any action needs 

to be taken and the Dash register will be 

updated accordingly.  At this stage the incident 

may be closed. 

 

Email sent to the officer who 

submitted the staff incident 

form with the decision taken 

by the staff safety team 

 

If actions are taken they will be 

carried out by the ASB team 

and recorded  

 

If a decision is made to add the 

individual to the PVP register, the 

staff safety team will assess whether 

the individual will receive a letter 

informing them that their name & 

location is held on the Dash register  

 

Email sent to 

users on any 

additions to the 

PVP register 

 

Referrals should be directed 

to the appropriate 

department/agency for 

wider concerns for complex 

needs  

 

Local systems updated by  the 

service administrator if additions 

or changes are made to the PVP 

register 

 

PVP register reviewed minimum 

of 6 months.  Emails  sent to 

users if the case remains on the 

register or any changes have 

been made.  At this stage 

individuals may be removed 

from the PVP register. 

 

The decision to notify third 

parties will be taken on a case 

by case basis and will be made 

by the Staff Safety Team  

https://hinckley-bosworth-dash.achieveservice.com/service/Potentially_violent_threatening_or_abusive_customer
https://hinckley-bosworth-dash.achieveservice.com/service/Potentially_violent_threatening_or_abusive_customer
https://hinckley-bosworth-dash.achieveservice.com/service/Potentially_violent_threatening_or_abusive_customer

