
NORTHAMPTONSHIRE COUNTY COUNCIL

PROCEDURE on dealing with unacceptable and unreasonably persistent customers behaviours, both in relation to complaints and other contacts
Northamptonshire County Council is committed to dealing with all complaints and requests for information fairly and impartially, and to providing a high quality service to those who make them.  As part of this service, we do not normally limit the contact people have with us.  
However, there are a small number of people who, because of the frequency of their contact with us, or their behaviour, hinder our consideration of their and other people’s complaints or requests.  

We further recognise that it is important to distinguish between people who make a number of genuine complaints or requests for information, and those whose persistent requests or complaints go well beyond what is reasonable and/or which may have significant resource implications for the Council.

We acknowledge that complainants will often be frustrated and aggrieved, and it is therefore important to consider the merits of their case rather than their attitude.  However, we also have a duty to ensure the safety and welfare of our staff.

When we consider that someone’s behaviour is unacceptable, or they are being unreasonably persistent in their requests, we will tell them why and we will ask them to change it.  If their behaviour doesn’t change, we will take action to restrict their contact with our staff and those staff who have been contracted by us to deliver some of our services.
The decision to restrict access to our staff will be taken by the Chief Executive and Monitoring Officer and will normally follow a prior warning.  Any restrictions imposed will be appropriate and proportionate.  The options we are most likely to consider are:

· requesting contact in a particular form (for example, letters only);
· requiring contact to take place with a named person;

· restricting telephone calls to specified days and times; and/or

· asking the customer to enter into an agreement about their future contact with us.

· ceasing contact on a particular issue, ie this correspondence is now closed.

Note that this procedure sets out the formal process for dealing with unacceptable and unreasonably persistent behaviour.  It is understood that there will be circumstances where some restriction on the communication from service users and/or their families or representatives is necessary as part of the day-to-day operational management of service users.  These restrictions may include similar steps to those set out in this procedure, such as limiting contact to a particular member of staff or times of day/week.
This procedure should be followed when the ‘business as usual’ management of behaviour has not been successful and it is deemed necessary by the relevant Head of Service to formally manage and/or restrict contact and communication.

Where a customer’s behaviour is so extreme that it threatens the immediate safety and welfare of the Council’s staff, we will consider other options.  These may include, for example, reporting the matter to the police or taking legal action.  In such cases we may not give the customer prior warning of that action.
In all cases where we decide that someone’s behaviour is unacceptable, or we decide to treat them as being ‘unreasonably persistent’, we will write to them to:

· explain why we believe their behaviour or actions fall into that category;

· advise them of what action we are taking;

· tell them how long that action will last; and

· give details of how they can challenge the decision if they disagree with it.

With specific regard to complaints where a complainant, whose case has exhausted the complaints process and is closed, persists in communicating with us about it, we may decide to terminate contact with that complainant.  In such cases we will read all correspondence from that complainant, but unless there is fresh evidence which affects our decision on the complaint we will simply acknowledge it or place it on the file with no acknowledgement.  However, new complaints from such customers will be treated on their merits.
This procedure does not apply to issues or actions relating to County Councillors which are dealt with through the Standards Committee.  There is also a separate process covering vexatious contact under the Freedom of Information Act.  .
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