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Context/Background
This guide is to provide Managers in schools with clear step by step guidance to support staff and manage situations where staff are experiencing unacceptable behaviour from members of the public (parents and customers).  
The school operates a zero-tolerance approach to incidents of harassment, discrimination, bullying and abuse. 
Recognising Unacceptable Actions
Unacceptable behaviour includes:
1. Aggressive or abusive behaviour. Offensive or threatening behaviour, assault, spitting or throwing objects, written or verbal abuse, harassment or stalking, or unsubstantiated allegations. Discriminatory behaviour or language. Malicious communications.

2. Unreasonable demands that would impact substantially on our work or on the service provided to other parents or customers.

3. Unreasonable levels of contact. Being persistent with a complaint is acceptable, but when the amount of time spent dealing with a complaint impacts on our ability to deal with it, or with other people’s complaints, that is no longer acceptable.

4. Unreasonable use of the complaints process for repeated complaints that harass you or prevent you from doing your job.

Further details can be found in the Model Policy on the Unacceptable Actions by Parents and Customers.
Recognising and responding to Violence and Aggression 
Any violence or abuse towards staff will not be accepted and may be reported to the Police. 
We use the Health and Safety Executive’s definition of work-related violence as “any incident in which a person is abused, threatened or assaulted in circumstances related to their work”. This includes behaviours which are exhibited outside of the workplace, for example, waiting outside buildings for staff or abuse on social media platforms.
Violence or abuse is not restricted to acts of aggression that may result in physical harm. It also includes behaviour or language, verbal or in writing, that may cause staff to feel afraid, threatened or abused. This includes threats, personal verbal abuse, derogatory remarks and rudeness, along with inflammatory statements and unsubstantiated allegations. Aggression is non-physical behaviour that could be offensive or is considered threatening; it implies a risk of violence. 
For maintained schools, incidents of aggression should be reported through the County Council’s Incident Reporting System.. Further guidance on Violence and Aggression can be found on the School’s Health & Safety Website. 
In an emergency, or if you suspect a member of staff is in immediate danger phone 999.
Prevention 
In most cases unreasonable actions can be prevented by ensuring people can access the information they need easily. Schools should ensure information about can be accessed in a range of different ways and that they provide a range of channels for people to use to contact them.
A parent or customer, who feels that they have been listened to, understood, and treated fairly is more likely to respond positively to you and the school. To support communication with parents, schools are strongly encouraged to have a School Communication Policy which sets out how the school will communicate on key matters of interest to parents and advises parents how to engage with the school.  Hampshire Legal Services provides a model policy which is available via their Hampshire Services for Schools resources page.
Staff safety and wellbeing are paramount when dealing with unreasonable complainant conduct and staff should be made aware of what action they can take themselves, as well as have support where they are subject to unreasonable conduct from parents or customers. 
Managers should consider undertaking a Violence and Aggression risk assessment template available on the School’s Health & Safety Website. 
Responding to immediate incidents – what staff can do
Staff experiencing offensive, threatening, intimidating, racist, homophobic, sexist or other discriminatory and derogatory remarks are advised to keep calm and inform the perpetrator that their conduct is inappropriate, if it safe to do so. If they are in this position, they are within their rights to bring phone calls, meetings, online communications or discussions to an end. 
The advice is: Be firm, clear and stop engaging with the perpetrator.
Keeping themselves safe must be their first priority
If they feel afraid, threatened or abused they are entitled to:
· tell the person that their behaviour is unacceptable
· end a telephone call if the behaviour persists
· ask the person to leave the school buildings or property
· adjourn or end a visit or meeting
· call the police 

Staff should always follow up by informing their line manager or Headteacher.
Where a member of your team has reported a concern to you, this must be taken seriously. It is your responsibility as a manager in their reporting line to support them to resolve this. This should include escalation to the Headteacher for consideration of the suggested actions in the section below.
If staff have taken the steps above in response to the actions of a parent or customer, the school should follow up in writing to the parent or customer explaining why their actions were unacceptable. This may the opportunity to also issue a formal warning to the parent or customer about their behaviour and the potential consequences should that behaviour continue. In extreme cases, Headteachers may consider using the Policy on Unacceptable Actions by Parents or Customers and imposing a Parent or Customer Contact Restriction (PCCR) at this stage.
Schools should keep records of any incidents. These should include the event, date, time and a list of possible witnesses. Managers should retain copies of any emails, minutes of meetings and actions taken for an audit trail. 
What to do if staff come to you reporting unacceptable action
Being confronted by unacceptable behaviour and actions from a member of the public can be traumatic for the individual member of staff. Advice is available in Appendix 1 on dealing with trauma and defusing situations after incidents have occurred. 
Managers should consider what actions they can take to support a member of staff who is the subject of unacceptable behaviour or actions. The following list contains examples of simple measures that managers can put in place in liaison with their Headteacher without issuing a warning or implementing a PCCR:
· Emails – mailbox rules can be set up for either emails to be automatically moved into a designated folder in a mailbox; or emails to be forwarded to a shared team mailbox or another individual.
Information on setting up rules for schools using Microsoft Outlook can be found at  Set up rules in Outlook - Microsoft Support
· Phone Calls – consider if call can either be redirected to / alternative contact details to be provided for another individual or the appropriate manager. Coach staff, where needed, on how and when calls can be terminated.

· Meetings – Managers may wish to consider whether allocating a different member of staff to deal with the parent or customer may be beneficial. 
Alternatively, they may consider if it would be beneficial to, where possible, attend meetings alongside the staff member and the parent or customer.
If meetings are in person, consider if it is appropriate to change these to be held online (e.g. over Microsoft Teams).
Managers should engage with their member of staff to discuss the measures that can be implemented to support and protect them.
Collating evidence, documentation 
A record or parent and customer contact is provided within the Zero Tolerance resources to support you with how to collect evidence.
Writing a warning
Any warning letter should include details that:
· Identify the unacceptable behaviour 
· explain why it is inappropriate 
· explain the steps we may take going forward, 
· advise the parent or customer that, if they do this again, restrictions will be put in place
[bookmark: _Hlk180419037]Two template warning letters are provided within the Zero Tolerance guidance.
Putting together a Parent or Customer Contact Restriction
There is not a one size fits all approach to imposing a Parent or Customer Contact Restriction. You should take into consideration the nature of the unacceptable behaviour and the effect that this is having on the staff concerned.
There are a range of possible contact restrictions, and you should consider what is proportionate in the given circumstances of the case.
Examples include:
· Restricting contact in person, by telephone, letter, email or by any combination of these
· Negotiating a Behaviour Contract with the individual that clearly outlines the expected behaviour and consequences if that standard is not met
· Specifying one form of contact, for example a named member of staff that the parent or customer may only contact or shared mailbox. No other members of staff would have direct contact with the parent or customer in this circumstance
· Introduce a contact plan which may provide for emails to be reviewed weekly or fortnightly with a response in a reasonable timescale.  It should be noted that there will be times where a response is required in a different timescale, e.g. Subject Access Request.
· Imposing restrictions within the school’s email system that mean that all emails from the parent or customer are automatically forwarded to one place
· Advising a parent or customer that they are not permitted on school premises or imposing conditions on their entry. Hampshire Legal Services provide advice and guidance on restricting access to school property on their Hampshire Services for Schools resources page.

The school will balance the need to continue service provision and safeguard staff. There will be instances, particularly where a parent’s child is still on roll, where the school is obliged by law to continue to provide a service and examples of contact restrictions may include limiting contact to a shared email account, or to a senior manager or restrict the frequency of contacts.
A template PCCR notification letter is provided within the Zero Tolerance resources. 
Approval of a PCCR
Headteachers have authority to sign off Parent and Customer Contact Restrictions.  Headteachers should seek legal advice and support where necessary and must notify the Chair of Governors where a PCCR is issued.
Dealing with non-compliance of a PCCR
Once a PCCR has been implemented, should the parent or customer refuse or fail to comply with the restrictions that have been put in place, consideration will need to be given to identify if any action may be required. 
Example: The parent or customer continues to persist with sending frequent emails, adopting a scattergun approach. The content of the emails is not deemed offensive or threatening. 
1. If mailbox rules have not been set up for the accounts receiving the emails, consider this course of action. 
2. Continue to keep records of the correspondence. 
In this circumstance it is unlikely that further action is required in addition to the PCCR if the restriction letter specified that correspondence received, relating to the same issues that have been properly addressed, will not be acknowledged nor responded to. In these circumstances the logs kept will provide evidence which may result in the restriction being extended.

Example: The parent or customer’s behaviour continues to significantly impact members of staff and the school. There is an escalation to the nature of the correspondence such as threats being made. If there is any concern for the immediate safety of members of staff, call the Police. 
If a parent or customer’s behaviour amounts to harassment, legally it is possible to consider a prohibitory or preventive injunction against the individual. However, please be aware that the threshold for making a successful claim is high and there must be a clear pattern of harassing behaviour.    The school should keep a detailed log of the parent or customer’s unacceptable behaviour.   If it is persistent, seek further advice from Hampshire Legal Services. 
Seeking support from Hampshire County Council (maintained schools only)
Where a PCCR imposition letter has been issued and is not being complied with, the school may seek support from Hampshire County Council to write to the parent or customer.   Whilst any intervention from the County Council cannot intervene in the school’s processes, it may be possible to issue a letter supporting the school’s position on the matter.   In such circumstances:
· the school will need to be able to provide a full audit trail of the parent and /or customer’s unacceptable conduct
· the Headteacher will need to confirm that they have the Chair of Governor’s agreement to seeking support from Hampshire County Council 
To seek such support the school would need to complete the Zero Tolerance Escalation Form which will be reviewed by Hampshire Improvement and Advisory Service and where appropriate escalated to Hampshire Legal Services. 
Academy Trusts will wish to consider whether they provide similar support to schools within their trust.


Appendix 1: Guidance on Trauma and Defusion

Trauma
A traumatic incident is any event that can be considered to be outside of an individual’s usual experience and can cause physical, emotional or psychological harm
Defusing
Defusing is carried out on the day of the incident before the person(s) has a chance to sleep.  The defusing is designed to:
· assure that the person's feelings are normal
· inform them what symptoms to watch for over the short term
· offer them contact number where they can reach someone whom they can talk to Employee Support Line
Defusing is limited only to individuals directly involved in the incident and are often done informally, sometimes at the scene. They are designed to assist individuals in coping in the short term and address immediate needs.
In the event of significant incidents, Headteachers may wish to contact their LLP, SIM or Hampshire’s Education Psychology Service to see if further support is available for staff within the school.

	DEFUSION PROCESS





	TRAUMATIC OR PARTICULARY STRESSFUL INCIDENT OCCURS




	ENSURE CONTACT WITH YOUR TEAM BEFORE THEY GO OFF DUTY   

Face to face is best but if not possible due to an on-going incident / people leaving at different times - a phone call is better than nothing. 

Where possible defusion should take place away from the scene.



	SIMPLE, SOUND ADVICE - Acknowledge it was a difficult incident, ask simple but important questions such as:

How are you? Are you ok?
How are you getting home? Are you ok to drive home? Who is at home? 

If purchased, remind them of Employee Assistance Programme facility available from Health Assured (EAP) 0800 028 0199 – 24/7 support.  You can call and talk to someone after a stressful shift if you need to off load and can’t talk to family / friends.  Instant chat function is also available through the support line’s My Health Advantage app. (Download from Apple or Android store).  Schools can visit Hampshire’s Occupational Health webpages for detail of the code required to download the app.





	EXPLAIN/ DISCUSS SOME COMMON NORMAL REACTIONS THAT PEOPLE MAY EXPERIENCE FOLLOWING A TRAUMATIC EVENT- Being aware of what an individual may experience, may help them to normalise their reactions.

Here are some normal reactions to dealing with what is often an abnormal event:  
GUILT - About how they feel after the event. From overwhelmed with emotion to little or no emotion.
SHAME - They may wonder if they did the right thing or should have done something different.
SADNESS - They may feel tearful or feel lost or have no goal or focus.
ANGER - They may be irritable, on edge or just plain annoyed.
ANXIOUS – They may feel anxious having been through a stressful event.
ISOLATION - They may feel reluctant to talk to others about the incident as it upsets them. They may even find they want to isolate themselves from others. However, others will want to talk to them and listen to them in order to support them. If they find it hard to talk to people they know then they can consider the Employee Support Line (EAP) 0800 028 0199.

Is the individual due to go on leave or be away from the team for a few days? If so ensure you are able to contact them again to avoid isolation. Remember even a text message is better than no contact at all.
REMINDERS – Advise staff they may find themselves emotional and upset by reminders of the incident. It may appear in the media for example. This may trigger upsetting memories.            




	REMIND STAFF THEY CANNOT AVOID STRESS  
Stress is normal and can enhance and hone our reactions and skills when dealing with difficult incidents. However, repeated or prolonged stress can be harmful for mental health.  
TRY NOT TO BOTTLE THINGS UP - Advise staff to discuss any problems or concerns with someone that they trust. Talk to colleagues or a line manager. Use the Employee Support Line (EAP) 0800 028 0199.  


            

	SIGNPOSTING SUPPORT
Provide Employee Support Line (EAP) 0800 0280199 number for 24/7 telephone access to simply talk in confidence to someone about how they are feeling. 




	REMIND STAFF TO BE KIND TO THEMSELVES - TRY TO GET BACK TO THEIR NORMAL ROUTINES - KEEP TALKING TO OTHERS.
SHOW EMPATHY - As a line manager one of your most important roles is to look after your team. Showing you care about their welfare is important and can make a difference as to how well they cope and recover from the impact of the incident.
Even a simple follow up text message the following day can help an individual feel supported and cared about.
YOU KNOW YOUR STAFF - As a manager you know your staff and what they may have going on in the background which may impact on their current levels of resilience.
Keep an eye out for -
Personality Changes
Changes in performance at work 
Relationship problems







	REMEMBER EVERYONE IS DIFFERENT - Depending on their life situation at that time an individual’s resilience may be higher or lower than usual. Therefore their ability to cope with stress may fluctuate too.
Most people will adjust well to what they have experienced. However, some people may experience more problems than others. Remind staff that if they feel they are not coping well or are concerned about a colleague they should seek advice.



Taking time off
After a traumatic incident staff may need to take time off work. Staff remain responsible for reporting sickness absence, using the appropriate reason, in the normal way.
Managers may choose to refer staff to Occupational Health if their illness or injury due to absence or if it continues to affect their ability to work.


