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[bookmark: managing-unreasonable-behaviour-policy]Managing Unreasonable Behaviour Policy

[bookmark: introduction]1. Introduction
Eye Town Council recognises that members of the public, councillors and organisations have the right to raise concerns, submit complaints, challenge decisions and seek information from the Council.
The Council is committed to:
· openness and accountability;
· responding appropriately to correspondence and complaints;
· treating people fairly and respectfully; and
· ensuring that Council resources are used effectively.
The Council recognises that persistent contact does not in itself constitute unreasonable behaviour.
Legitimate criticism, challenge, campaigning, lobbying or the pursuit of complaints through appropriate procedures will not normally be regarded as unreasonable behaviour.
However, in a small number of cases, the behaviour of individuals may become unreasonable because of the nature or frequency of contact with the Council.
This Policy provides a framework for managing unreasonable behaviour in a fair, proportionate and consistent way while protecting staff, councillors and Council resources.
Restrictions under this Policy will only be used where reasonable, proportionate and necessary.

[bookmark: scope-of-this-policy]2. Scope of this Policy
This Policy applies to unreasonable behaviour connected with:
· complaints;
· repeated correspondence;
· unreasonable demands on Council resources; or
· abusive behaviour towards councillors, staff or contractors.
This Policy does not replace or override:
· the Council’s Complaints Procedure;
· Freedom of Information Act 2000 rights;
· Environmental Information Regulations 2004 rights;
· Data Protection legislation;
· Councillor Code of Conduct procedures; or
· formal legal processes.
Complaints relating to councillor conduct may be dealt with under separate standards or Code of Conduct procedures.

[bookmark: equality-and-reasonable-adjustments]3. Equality and Reasonable Adjustments
The Council recognises that behaviour may sometimes be influenced by:
· disability;
· neurodiversity;
· mental health conditions;
· trauma;
· distress; or
· communication difficulties.
The Council will consider reasonable adjustments where appropriate, including:
· alternative communication arrangements;
· additional support;
· accessible formats; or
· adjusted contact methods.
The Council will seek to ensure that restrictions imposed under this Policy are proportionate and do not unlawfully discriminate.

[bookmark: examples-of-unreasonable-behaviour]4. Examples of Unreasonable Behaviour
Behaviour may be regarded as unreasonable where an individual:
[bookmark: section]4.1
Persists in pursuing a complaint or matter where the Council’s procedures have been fully and properly completed.
[bookmark: section-1]4.2
Continually changes the substance of a complaint or repeatedly raises new issues while matters are already being addressed.
The Council will however consider genuinely new and substantially different matters separately.
[bookmark: section-2]4.3
Repeatedly refuses to accept reasonable factual explanations or documented evidence provided by the Council.
[bookmark: section-3]4.4
Fails to identify clearly the issues they wish the Council to address despite reasonable assistance being offered.
[bookmark: section-4]4.5
Focuses disproportionately on matters which are minor or insignificant in relation to the overall issue.
[bookmark: section-5]4.6
Uses abusive, threatening, intimidating or offensive language or behaviour towards councillors, employees, volunteers or contractors.
[bookmark: section-6]4.7
Makes excessive or unreasonable levels of contact placing disproportionate demands upon Council resources.
Contact may include:
· telephone calls;
· emails;
· letters;
· social media contact; or
· in-person visits.
[bookmark: section-7]4.8
Makes unreasonable demands regarding response times or outcomes.
[bookmark: section-8]4.9
Persists in seeking information or action where the Council has explained that it has no legal power or duty to act.
[bookmark: section-9]4.10
Makes requests or complaints which may reasonably be regarded as vexatious, obsessive, harassing or manifestly unreasonable.
[bookmark: section-10]4.11
Uses recording, publication or social media activity in a manner which contributes to harassment, intimidation or unreasonable conduct.

[bookmark: X01d7d778da45ee910fbb66eb67d4fd6ff773b22]5. Considerations Before Applying Restrictions
Before applying restrictions under this Policy, the Council will consider:
· the seriousness of the behaviour;
· whether the individual may require reasonable adjustments;
· whether communication has been clear and adequate;
· whether further action is likely to resolve the matter;
· the impact on staff, councillors and Council resources; and
· whether restrictions would be proportionate.
Restrictions will normally only be considered after reasonable attempts have been made to resolve matters informally.

[bookmark: possible-actions]6. Possible Actions
Where behaviour is considered unreasonable, the Council may take proportionate steps including:
· limiting communication to a single point of contact;
· requiring communication in writing only;
· limiting the frequency of contact;
· declining to respond to repeated issues already addressed;
· refusing abusive telephone calls or meetings;
· ending calls where abusive behaviour occurs; or
· restricting contact for a specified temporary period.
The Council may also report threatening behaviour, harassment or criminal conduct to the police where appropriate.

[bookmark: decision-making-process]7. Decision-Making Process
Restrictions under this Policy shall not normally be imposed by a single officer acting alone.
Any decision to apply restrictions should normally be considered by:
· the Town Clerk; and
· the Mayor or appropriate senior councillor.
The individual concerned will normally be informed in writing of:
· the reasons for the decision;
· the restrictions being applied;
· the duration of restrictions; and
· the review arrangements.

[bookmark: review-of-restrictions]8. Review of Restrictions
Restrictions imposed under this Policy shall be:
· proportionate;
· time limited; and
· reviewed periodically.
Restrictions will normally be reviewed after three months unless circumstances justify a different review period.
An individual may request a review of restrictions if they believe circumstances have changed.

[bookmark: record-keeping-and-data-protection]9. Record Keeping and Data Protection
The Council shall maintain appropriate records of:
· behaviour concerns;
· decisions made under this Policy;
· restrictions applied; and
· review outcomes.
Information shall be handled in accordance with the Data Protection Act 2018 and UK GDPR.
Access to records shall be restricted appropriately.

[bookmark: relationship-with-other-procedures]10. Relationship with Other Procedures
This Policy should be read alongside:
· Complaints Procedure;
· Freedom of Information and Environmental Information Requests Policy;
· Councillor Code of Conduct;
· Equality, Diversity and Inclusion Policy;
· Dignity at Work Policy; and
· Safeguarding Policy.

[bookmark: review-of-policy]11. Review of Policy
This Policy shall be reviewed periodically and updated where appropriate.
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