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1.0 Introduction 
 
This Policy is supplementary to the existing Code of Conduct for RVJB and the RVJB 
Complaints Handling Policy. It is designed to offer advice to the public and to RVJB 
staff in terms of conduct towards that may be deemed unacceptable. 

Service users have a right to be heard, understood and respected.  Occasionally, the 
behaviour or actions of service users makes it difficult for us to deal with other 
service priorities due to the time and effort required to deal with a few service users.  
In some cases this may even extend to actions becoming unacceptable because they 
involve abuse of our staff or our process. 

When this happens we have to take action to protect our staff.  We consider the 
impact of the behaviour on our ability to do our work and provide a service to others. 

This Policy explains how we will approach these situations  

           
2. Recommendation 

The Board approves the adoption of this policy. 

Kate Crawford 
Depute Assessor & ERO 
12 August 2015 

For further information please contact Alasdair MacTaggart on 0141-618-5900 or via email at 
kate.crawford@renfrewshire-vjb.gov.uk  
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1. Introduction

2. Appeals 

3. What actions do RVJB consider to be unacceptable?

a) Aggressive or abusive behaviour 



b) Unreasonable demands 

c) Unreasonable levels of contact 

d) Unreasonable use of the complaints process 



4. Examples of how we manage aggressive or abusive behaviour 

5. Examples of how we deal with other categories of unreasonable 
 behaviour 

) Actions we may take

We will always tell the complainant what action we are taking and why. 



6. The process we follow to make decisions about unreasonable 
 behaviour 

a) How we let people know we have made this decision 

b) The process for appealing a decision to restrict contact 

c) How we record and review a decision to restrict contact 



7. Equalities Act 2010 


