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1. Introduction 

This policy has been produced to create a joint understanding of what is considered unacceptable 

behaviour on the part of our parishioners when working with the clerk and/or councillors of Corston 

Parish Council (hereafter the Council).  

 

The Council is keen to positively and proactively work with parishioners to resolve issues, using its 

resources to achieve the best outcomes for parishioners. 

 

This document is intended for reference by parishioners, the clerk and councillors. In setting out this 

policy the Council recognises parishioner’s right to be heard, understood and respected. When 

implementing this policy, the Council will ensure that parishioners are treated fairly, honestly, 

consistently and appropriately. 

 

2. The purpose of this policy 

The purpose of this policy is: 

a) To define the behaviours that are not acceptable and deemed as unreasonable. 

b) To ensure our clerk and councillors have a safe working environment and are not exposed to 

unnecessary stress due to the unacceptable behaviour of others. 

c) To empower our clerk and councillors to deal confidently and effectively with unreasonable 

behaviour. 

 

3. Who does this policy apply to? 

a) This policy applies to all members of the public and all those who deal with the Council. 

b) The same principles apply to behaviour between councillors and between councillors and the clerk.  

These relationships are also governed by the Seven Principles of Public Life first set out by Lord Nolan 

in 1995 and which outline the ethical standards those working in the public sector are expected to 

adhere to. These are encapsulated in the Code of Conduct signed by all council members. 

4. When can the policy be invoked? 

a) This policy must not be invoked on the basis of a single episode or incident of unreasonable, 

frivolous or unacceptable behaviour. 

b) A decision to invoke this policy must be made on the basis of documented evidence that 

demonstrates that a parishioner’s unreasonable or unacceptable behaviour has taken place over a 

period of time. 



 

5. Equalities and Diversity and reasonable adjustments 

When implementing this policy, the Council will have regard to the Equalities Act 2010 and show due 

regard to an individual’s medical condition or vulnerability such as mental health and learning 

disabilities, as and when applicable. Any restrictions imposed on a parishioner’s contact will recognise 

and be appropriate to the individual’s circumstances. 

 

6. Confidentiality 

The Council complies with the provisions of data protection legislation.  

 

7. Gathering evidence 

a) Evidence of the unreasonable behaviour is necessary and it is important to note that the policy will 

not be invoked if there is insufficient evidence to support the Council’s actions. 

b) Evidence such as a contact log, file notes, emails, social media, screen shots etc. can be used to 

demonstrate the unreasonable behaviour on the part of the parishioner. For example: 

i. If the parishioner has used inappropriate language in an email or letter, retain a copy of the email 

or letter; 

ii. If a parishioner has been abusive during a phone call which has not been recorded, then the 

officer or councillor involved should make a written record of the phone call. 

 

8. What behaviour is unreasonable? 

a) Unreasonable behaviour is behaviour or language, whether face to face, by telephone, social media 

or written that may cause the clerk or councillors to feel intimidated, threatened or abused. Examples 

may include: 

i. Threats 

ii. Verbal abuse 

iii. Racist and sexist language 

iv. Derogatory remarks 

v. Offensive language 

vi. Rudeness 

vii. Making inflammatory statements 

viii. Raising unsubstantiated allegations 



b) Whilst we accept that those in contact with us may feel angry, it is not considered acceptable when 

that anger becomes aggression directed towards the clerk or councillors. 

 

9. How will we manage unreasonable behaviour? 

a) The Council has a zero-tolerance position on violence and threats against its staff and councillors 

and this behaviour will always be reported to the police. 

b) The clerk and councillors have the right to terminate phone calls when parishioners are behaving 

unreasonably, aggressively or in an abusive manner. Similarly, the clerk and councillors have the right 

to take steps to protect their own safety if they feel threatened through a face-to-face encounter with 

an aggressive parishioner. 

c) The Council will only restrict communication with you if we have informed you that your behaviour 

is unreasonable and have asked you to modify your behaviour. We will explain what action will be 

taken if the warning is ignored. If you do not modify your behaviour, we will take steps to restrict 

communications with you. The Council can use a number of options, and these are set out in the next 

section of this policy. 

d) If we decide a restriction is appropriate, the Council will consider which of the options best fits the 

circumstances. The level of restriction that we apply will be proportionate. 

e) We will be transparent and explain to you what restriction we are putting in place, our reasons for 

doing so, and how long the restriction will apply. 

 

10. Options to restrict contact 

If you continue to behave unreasonably after we have asked you to modify your behaviour, the options 

we will consider are: 

i. Terminating telephone contact if you are aggressive, rude, abusive or offensive. We will politely 

ask you to modify your behaviour, but if the behaviour continues we will tell you again that your 

behaviour is unacceptable and end the call.  

ii. We will block your emails if the number and length of emails sent causes difficulties for us to 

conduct our business. 

iii. We will not respond to correspondence which is abusive or offensive and we will block emails 

that are abusive or offensive. 

iv. If you make a large number of reports to us that prove to be unfounded, we may ask that in 

future any further allegations you submit are supported by an independent third party such as 

the Citizens Advice Bureau, a legal representative or an advocate, to ensure that in future our 

staff resources are spent in a proportionate way. 



v. Physical violence, verbal abuse, threats or harassment against our staff or councillors will not be 

tolerated and will be reported to the police, who may decide to prosecute.  

 

11. Exceptional circumstances 

a) In exceptional circumstances, the Council reserves the right to take appropriate action that is 

specific to the unreasonable behaviour that is under consideration. For example: 

i. When the unreasonable behaviour is being targeted towards a particular clerk or councillor, the 

Council may impose an open-ended ban to prevent the parishioner from contacting that person 

to protect their welfare; 

ii. When the unreasonable behaviour includes publication of derogatory remarks against the clerk 

or councillors, either in printed media or online or through social media, the Council may impose 

an open-ended ban on such behaviour and will consider reporting the matter to the Police. 

b) The Council will look at exceptional cases on their own merit and take all necessary action that it 

deems appropriate for the circumstances. It will ensure that the action it takes is backed up by 

appropriate evidence and that reasons leading to the decision are recorded. 

 

12. Imposing restrictions 

a) In the first instance the clerk will contact the complainant in writing (letter or email) to explain why 

their behaviour is causing concern, and ask the parishioner to change this behaviour. The clerk will 

explain the actions that the Council could take if the behaviour does not change. 

b) If the disruptive behaviour continues, the clerk will issue a reminder letter to the parishioner 

advising them that the way in which they will be allowed to contact the Council in future will be 

restricted. 

c) If the Council decides to impose a restriction, the clerk will inform the parishioner in writing of what 

arrangements have been put in place and for what period. 

d) Any restriction that is imposed on the parishioner’s contact with the Council will be appropriate 

and proportionate and the parishioner will be advised of the period of time the restriction will be in 

place for. 

e) In most cases restrictions will apply for between 3 and 6 months but in exceptional cases may be 

extended.  

f) Restrictions will be tailored to deal with the individual circumstances of the  parishioner and may 

include the following options: 

i. Refusing to make contact with the parishioner by telephone except through a third party e.g. 

solicitor/councillor/friend acting on their behalf. 



ii. Restricting the parishioner from sending emails to the clerk or councillors and insisting they only 

correspond by letter. 

iii. Requiring any personal contact with the parishioner to take place only in the presence of two 

councillors and/or the clerk. 

g) When the decision has been taken to apply this policy to a parishioner the clerk will contact the 

parishioner in writing to explain: 

i. Why we have taken the decision, 

ii. What action we are taking, 

iii. The duration of that action, 

h) The clerk will provide a link to the policy available on the Council’s website. 

i) Where a parishioner continues to behave in a way which is unacceptable, the Council may decide to 

refuse all contact with the parishioner. 

j) Where the behaviour is so extreme or it threatens the immediate safety and welfare of the clerk or 

Councillors, we will consider other options, for example reporting the matter to the police or taking 

legal action. In such cases, the Council reserves the right to take action without prior warning to the 

parishioner. 

k) A blanket ban should never be applied for an unspecified period of time. 

 

13. Record keeping and sharing of information 

a) Adequate records will be retained of the details of the case and the action that has been taken (see 

“Gathering Evidence”). The record will contain: 

i. The name and address of each parishioner who is treated as abusive, vexatious or persistent. 

ii. When the restriction came into force and when it ends. 

iii. What the restrictions are. 

iv. When the parishioner was advised of the restrictions. 

b) When making a decision to share information,  the Council will always be guided by the provisions 

of the Data Protection Act (DPA) and the General Data Protection Regulations (“GDPR”) and will 

ensure that the complainant’s or parishioner’s rights to have their information processed in 

accordance with the statutory requirements is protected and adhered to. 

 

14. Support for staff 

a) For the clerk or councillors who are affected by unreasonable or abusive or vexatious behaviour 

from parishioners, a confidential counselling service and information are available.  


