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1. Introduction/Policy Purpose

At MSV, we are dedicated to providing an accessible and fair Customer
Feedback and Complaints service where every customer is heard, understood,
and treated with respect. Our colleagues will always act with professionalism,
courtesy, and fairness, and we expect reasonable behaviour in return.

While we understand that some situations can be distressing, particularly in
respect of complaints, there are rare occasions when customer behaviour
becomes unacceptable. In such cases, we may need to take action to protect the
well-being of our colleagues. We will always differentiate between assertive
behaviour and behaviour that is unreasonable, persistent, aggressive, or abusive.

If a customer’s actions create persistent or unreasonable demands, or if they
behave in a way that is aggressive or abusive, we may issue a warning or
introduce restrictions on how they can contact us. Any action taken will be fair,
proportionate, and clearly communicated to the customer including the timeframe
and mechanism for review.

2. Scope

This policy applies to all customers engaging with the organisation, including but not
limited to:

» Tenants and leaseholders

* Applicants for housing or services

* Representatives acting on behalf of customers

* Members of the public contacting the organisation

It applies to all forms of communication, including in-person interactions, phone calls,
emails, social media, and written correspondence.

Please note that all calls may be recorded for training, monitoring, and evidential
purposes, including in relation to managing unreasonable customer behaviour.

3. Supporting Customers

We recognise that some customers may have disabilities or other needs that
affect their communication style. Where necessary, we will make reasonable
adjustments to ensure they can access our complaints process fairly. Any
restrictions placed on contact will be considered on a case-by-case basis,
ensuring that alternative ways of engaging with MSV remain available in all
instances.
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4. Definitions of Unacceptable Behaviour

While we understand frustration and distress, certain behaviours will not be
tolerated. These include:

Aggressive or Abusive Behaviour

This includes physical threats, intimidation, discriminatory remarks, or
language that causes colleagues to feel unsafe or harassed.
Unreasonable Demands

Repeatedly requesting excessive or unnecessary information, demanding
immediate responses, or refusing to accept reasonable resolutions and the
organisation’s position once clearly stated with evidence.

Unreasonable Contact

Making persistent phone calls, sending excessive emails including outside of
office hours, or refusing to engage in the complaints process constructively
whilst continuing to make repeated demands.

Abuse of Social Media

Targeting MSV colleagues through personal social media accounts, posting
private information, or using online platforms to intimidate, harass or make
comments that are contrary to MSV values and policies.

5. How we Manage Unacceptable Behaviour

Our response will always be proportionate to the nature and severity of the
behaviour.

Informal Resolution:

We will first attempt to address the issue through discussion, setting
reasonable boundaries for communication. This may include limiting phone
call durations, setting response timeframes, or offering mediation.

Formal Action:

If the behaviour continues, we may introduce restrictions such as:

« Assigning a single named point of contact to handle all communication

« Limiting communication to specific channels (e.g., email only) and
specific volumes e.g. 3 emails per week

o Restricting access to MSV premises or social media platforms

o Refusing to revisit closed complaints unless new evidence is provided
that would justify reopening the complaint



o’
In extreme cases, legal or police action may be taken to protect colleagues. Any

restrictions will be confirmed in writing with the right to a review and appeal
clearly stated along with the period that the restrictions will be imposed for.

Any restrictions under this policy will be flagged on our system but will be
reviewed regularly to ensure these are removed once the sanction period has
expired. This is subject to the issues having been deemed as resolved and
therefore sanctions no longer required.

. Customer Rights and Appeals

Any restrictions imposed will be reviewed every three months, with updates
provided in writing. Customers will be reminded of how to continue raising
essential service requests. If a customer disagrees with a restriction, they may
appeal to the Director of Customer Experience, information below:

Rick Bartlett-

7% Floor, Trafford House,
Chester Rd,

Old Trafford,

Stretford,

Manchester

M32 ORS

Rick.Bartlett@msvhousing.co.uk

They can also seek independent advice from the Housing Ombudsman Service.

Housing Ombudsman Service
PO Box 1484

Unit D

Preston

PR2 OET

Telephone: 0300 111 3000
(lines are open 9am - 5pm Monday - Friday except Thursdays 3.30pm - 5pm due
to training)

Our aim is always to find a fair and balanced approach that ensures a safe and
constructive dialogue between MSV and our customers.
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7. Related Documents

Msv

Complaints Policy and Procedure V1.2a

Social Media Policy V.3 Final

8. Version History

Version |Date

Description/Summary

Status Author

V1.0 04/25 Draft

Draft GA

9. Impact Assessments

Appendix 1 EQUALITY IMPACT ASSESSMENT (EIA)

Name of Strategy/Policy

Unacceptable Customer Behaviour Policy

Date of Assessment

1t April 2025

Name & Role of Assessors

Gillian Ainsworth Complaints and Feedback Manager

What are the desired
outcomes of the policy?

To establish a consistent framework for dealing with
unreasonable behaviour.

Who are the main
stakeholders in relation to the
function?

Anyone interacting with MSV, including applicants,
residents, non-residents, and advocates acting on
behalf of others. It also covers interactions with third
parties working on MSV’s behalf, such as contractors
or managing agents.

Who will be consulted and
what types of consultation
will be carried out?

Executive Directors
Customer and Communities Committee

Customers via our Scrutiny Panel

Summarise any evidence
considered

impact on:

Could the function have a differential

What evidence exists to support your
analysis?

Yes / No
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Some customers may have less

giz:ider language and cultural ves understanding of the English language and

factors so be unaware of the process. Policy
accessible to all with access to translation /
interpreter as required

Gender reassignment No Policy accessible to all.

Consider people proposing to or

have undergone a process of

having their sex reassigned.

Disability Yes Customers with a disability may not have

Consider physical, visual, aural capacity to understand the process

impairment mentél Iearr;ing however reasonable adjustments will be

difficulties ’ ’ made for customers to support them
through the process.

Age No Policy accessible to all

Consider Elderly or young

people

Sexuality No Policy accessible to all

Either know or perceived

Gender No Policy accessible to all

Religion or belief No Policy accessible to all

Consider religious or cultural

observance including non-

belief, practices of worship

Other protected or vulnerable No

characteristics:

e marriage or civil
partnerships

e pregnancy or maternity?

If the answer is NO to all questions and no differential treatment has been found
there is no requirement for a full Equality Impact Assessment. Please go back

regularly and review the cycle.

If the answer is YES to any of the questions please complete the rest of the form.

In what areas could the
differential identified be
considered to have an adverse
impact in this function and

what solutions will be introduced

to overcome these adverse
impacts?

Ensure the Have Your Say leaflet has a strapline
for customers who need information in a different
language. Ensure all staff are aware of complaints
procedure. Availability of language line and
translation service to assist customers meet
language needs. Reasonable adjustments will be
made for customers to support them where

required.
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In what areas could the
differential identified be
considered a positive impact in
this function and what strategies
will be introduced to safeguard
and spread these positive
impacts?

Any reasonable adjustments will be recorded and
reported on to influence any change which may be
required

Which Action Plans have these
solutions/strategies been
transferred into?

Equality Diversity and Inclusion Strategy,
Customer Experience Strategy and Team
Operational Plans

Who will be responsible for
monitoring these Action Plans?

Director of Customer Experience

Ratified by: Committee/ Board / Delegated Approval Date: 14t April

2025
(Highlight as appropriate)
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