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1. Introduction 
 

 

LJHA are committed to keeping our residents safe and to providing the best service 
we can. We are also responsible for protecting our staff and representatives of LJHA 
from abuse, hostility, intimidation and violence in all forms. 

 
LJHA take a zero-tolerance approach to abuse of any nature towards our staff 
and representatives. 

 

We will always listen to, acknowledge or investigate something that a resident is 

unhappy about. This, however, doesn’t mean our staff, contractors or others working 

on our behalf, will tolerate abusive behaviour from a resident. 

 
We do not expect our staff to tolerate unacceptable behaviour and will take firm action 

to protect them from this. We aim to establish a working environment for our staff 

where their exposure to unnecessary stress or fear of harm due to the unacceptable 

behaviour of others is managed. 

 
This policy also applies to any other representative of LJHA, for example contractors. 

It must be noted that any unreasonable behaviour may affect your tenancy agreement. 

This policy is aligned with LJHA’s Unreasonable and Persistent Behaviour Policy, 

which details the approach to managing behaviour in relation to complaints handling. 

 
2. What do we mean by abusive or unacceptable behaviour? 

 

LJHA consider the following to be abusive and unacceptable behaviour, taking a 
zero-tolerance approach: 

 

 Verbal abuse or harassment that creates anxiety, fear or intimidation to a 
member or members of staff regardless of the intention 

 

 Sexual harassment is any unwanted sexual behaviour that makes someone 
feel upset, scared, offended or humiliated, or is meant to make them feel that 
way. 

 

 Remarks or comments expressed in a loud, harsh or threatening tone of voice 

 

 Inappropriate, foul, abusive or hateful language, such as that which is racist, 

homophobic, sexist or refers to another Protected Characteristic under the 

Equality Act 2010 

 

 Threatening or abusive e-mail messages 

 

 Inappropriate jokes 



4  

 Social media abuse 

 

 Physical abuse or harassment, including touching, gesturing, pushing, 
striking, stalking, or any unwanted intrusion of “reasonable space” of a 
member of staff. 

 

 Deliberately ignoring or gas lighting which is defined as the manipulation by 
psychological means of a person (or group) which causes them to doubt 
themselves, their capabilities or their sense of reality. 

 
3. Process for dealing with abusive and threatening behaviour 

 

In situations where the language and content become abusive or threatening to 

employees, it is acceptable for an LJHA employee to terminate a telephone 

conversation, meeting, whether online or face-to-face, leave a property, or to not issue 

a response to an e-mail or social media message. 

 
The staff member should remain polite and, wherever possible, provide the resident 

with the opportunity to modify their behaviour by informing them that unless they do 

so, they will terminate the contact in question. 

 
Staff members will be instructed to report any abusive or unacceptable behaviour to a 

member of the management team. In some cases, any actual or perceived threat of 

violence, or actual violence, will also be reported to the police. 

 
Where a telephone call, visit, or meeting is terminated because of the conduct of the 

resident, or an abusive e-mail, text or social message is received, a file note of the 

incident will be made. 

 

The relevant member of the management team will review the case and may decide 

to respond to the resident, explaining that the tone of their behaviour is unacceptable 

and that no further contact will be made with them unless they amend their tone. 

 

If a resident is persistently abusive when they contact our employees or persistently 

makes contact to discuss an issue, the following steps will be taken to deal with this: 

 

 LJHA will contact the resident either by phone, in writing or by e-mail to explain 

why their behaviour is unacceptable or abusive, and ask them to moderate their 

behaviour. We will explain the actions that we may take if the behaviour does 

not change. 

 

 If the behaviour continues, a decision may be taken to apply restrictions to 

contact between the resident and LJHA. This decision will be made in 

consultation with a member of EMT. The decision will be recorded in the notes 

section of the Housing Management System, detailing the reason/s for the 

decision. 
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 If it is decided to impose restrictions, a member of EMT will write to the resident 

in question (if appropriate) advising them of the restrictions to be imposed in 

relation to further contact with LJHA. 

 

 All restrictions will be recorded and monitored. 

 

 Any unreasonable behaviour could be considered as a breach of your tenancy 

agreement and the appropriate actions will be taken. 

 
This is not an exhaustive list there may be other options dependant on the situation. 

 
Any restriction that is imposed on the resident’s contact with us will be appropriate and 

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

place for. Restrictions will be tailored to deal with the individual circumstances and 

may include: 

 

 Refusing to have further contact from the resident except through a third 

party acting on their behalf. 

 

 Refusing to accept certain forms of communication from the resident. 

 

 Banning the resident from accessing any of our offices except by 
appointment. 

 

 Withdrawing access for the resident to visit any LJHA site other than 

their own home. 

 

 Requiring contact to take place with one named member of staff only. 

 

 Restricting telephone calls to specified days / times / duration. 

 

 Requiring any personal contact to take place in the presence of an 
appropriate witness. 

 

 Restricting or even denying social media users access to our sites. 

 

 Refusing to make home visits, or making these only by staff attending in 

pairs. 

 

 Requirement for two members of staff to be present at any face-to-face 
meetings with the resident 
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EQUALITY IMPACT ASSESSMENT 

 

The Public Sector Equality Duty (PSED) set out in the Equality Act 2010 requires public 

authorities to consider how their policies or decisions affect people because of their 

protected characteristics. The PSED requires public authorities ‘to pay due regard to 

the need to: 

 

 Eliminate unlawful discrimination, harassment and victimisation and other 

conduct prohibited by the Act. 

 

 Advance equality of opportunity between people who share a protected 

characteristic and those who do not. 

 

 Foster good relations between people who share a protected characteristic and 

those who do not. 

 
There is an expectation of the housing regulator that Registered Providers have regard 

to equality and diversity throughout their services and adhere to the requirements of 

the Equality Act 2010. The question of whether a Registered Provider is covered by 

the PSED is determined by whether they carry out any public functions. Examples of 

public functions include the allocation of housing, the transfer and exchange of 

properties, setting rent levels, dealing with complaints, tenant participation, consulting 

and informing tenants, setting terms of tenancy and the termination of tenancies. It 

also includes the establishment and application of policies and procedures regarding 

anti-social behaviour. 

 
Please complete the template by following the instructions in each box. 

 

Title: Dealing with Unreasonable or Abusive Behaviour Against Staff & 

Representatives of LJHA 

 

What are the intended outcomes of this work? 

 To keep staff, contractors and residents safe. 

 To demonstrate our compliance with the Neighbourhood and Community 

Standard in ensuring the social, environmental and economic well-being of the 
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areas in which we provide homes, as well as deterring anti-social behaviour 

and hate incidents. 

 To ensure fairness and respect in how we prevent and deal with unreasonable 

or abusive behaviour. 

Who will be affected? 

Staff, contractors, residents and their families, and partner organisations with whom 

we come into contact as part of our day-to-day work. 

 
 

Evidence 

What evidence have you considered? 

 The Housing Ombudsman’s Unacceptable user action policy, as well as Inside 

Housing analysis from 2018-19, which revealed the prevalence of verbal 

assaults against frontline workers with one in every 14 staff members 

experiencing an incident. 

 Regulator of Social Housing Neighbourhood and Community Standard 

references to the importance of deterring and tackling anti-social behaviour, as 

well as the well-being of all connected with our homes. 

 Policies from other housing associations. 

Disability 

 Staff may receive abuse relating to any disability they may have. It may also 

be the case that a mental health issue may be a factor in a resident being 

abusive or threatening towards staff/ 

 The need for information relating to how LJHA deal with cases of behaviour to 

be accessible to everyone, and reflect communication preferences. 

 We may need to factor in adult safeguarding processes in how we investigate 

cases of unreasonable behaviour towards staff. 

 We will engage with mental health specialists if the resident is known to be 

vulnerable. 

Sex 

 Unreasonable behaviour against female staff may be reflective of wider 

gender-based violence and abuse. Female staff members are more likely to 

be victims of abusive or unreasonable behaviour. This has an implication for 

which members of staff may be better-placed to engage with residents who 

perpetrate abuse. 

 Our decision-making for dealing with a resident may be determined by an 

aggravating factor of being directed against a staff member based on their sex. 

Race 

 A staff member may receive abuse based on their ethnicity or skin colour, and 

may be reflective of wider patterns of discrimination and anti-social behaviour. 
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 Our decision-making for dealing with a resident may be determined by an 

aggravating factor of being directed against a staff member based on their race. 

Age 

 The age of the resident may determine how we deal with the abusive behaviour 

if, for example, they have dementia, which can sometimes be expressed in 

verbal or physical frustration. 

 Our decision-making for dealing with a resident may be determined by an 

aggravating factor of being directed against a staff member based on their age. 

Gender reassignment (including transgender) 

 Trans men or women are increasingly becoming a prominent demographic in 

statistics around anti-social behaviour and abuse. 

 Our decision-making for dealing with a resident may be determined by an 

aggravating factor of being directed against a staff member based on gender 

reassignment. 

Sexual orientation 

 A staff member may receive abuse based on their sexual orientation, reflective 

of wider patterns of discrimination and anti-social behaviour. 

 Our decision-making for dealing with a resident may be determined by an 

aggravating factor of being directed against a staff member based on their 

sexual orientation. 

Religion or belief 

 A staff member may receive abuse based on their religion or belief, reflective 

of wider patterns of religiously-motivated hate crime or anti-social behaviour. 

 Our decision-making for dealing with a resident may be determined by an 

aggravating factor of being directed against a staff member based on their 

religion or belief. 

Pregnancy and maternity 

 The manifestation of abusive behaviour can take a specific form if the victim is 

pregnant or providing maternity/paternity care. 

Carers 

 Someone may display unreasonable behaviour as part of the stress of being a 

carer. This isn’t an excuse for behaviour, but may be taken into account when 

deciding how to deal with the abuse. 

Other identified groups 

 There can be economic and social factors influencing why abusive behaviour 

takes place and how it is manifested. If residents are, for example, on a low 
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household income or have other financial worries, this may create tensions 

with staff whose role it is to recover arrears. 

 

Engagement and involvement 

How have you engaged stakeholders in gathering evidence or testing the evidence 

available? 

 The policy has been discussed with staff. 

 We have consulted with other housing providers to share ideas and content. 

 We have sourced open source information from national housing organisations 

or publications. 

How have you engaged stakeholders in testing the policy or programme proposals? 

 See above. This has included staff meetings and the sharing of the draft policy 

with selected members of staff. 

For each engagement activity, please state who was involved, how and when they 

were engaged, and the key outputs: 

 

 

Summary of Analysis 

 We have taken into consideration existing policies from other providers, and 

the Housing Ombudsman. 

 

 We have aligned our policy with the need to meet regulatory standards, and 

also ensure that our approach to preventing and investigating abuse supports 

the wider approach in organisations across various sectors in protecting staff 

from abusive or unreasonable behaviour. 

Eliminate discrimination, harassment and victimisation 

 See above. All residents, staff and contractors will receive the same 

opportunity to convey their accounts of behaviour which has taken place. Any 

staff or contractor will be provided with the same level of support at all stages 

of an investigation, and treated with respect, fairness and dignity. 

Advance equality of opportunity 

 We will ensure that communication barriers do not prevent someone from 

reporting abusive or threatening behaviour, and make sure that abuse can be 

reported in a variety of ways. There will be the option to speak to either a male 

or female member of staff if this is something that would reassure the staff 

member. 

Promote good relations between groups 
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 Everyone will receive the same level of support at all stages of an investigation. 

We will encourage staff and contractors to familiarise themselves with the 

policy and the different types of abuse which they may experience. We will 

ensure that residents understand the seriousness with which abuse of staff is 

regarded and its impact. 

 

What is the overall impact? 

 To show our commitment to being a supportive employer and protecting staff 

and contractors at all times. 

 To show we demonstrate fairness and respect to all. 

 To show our commitment to preventing and investigating abusive and 

unreasonable behaviour. 

 

Addressing the impact on equalities 

 We will ensure that we regularly ask for feedback on the impact of our policy 

and services, and whether anyone feels that they received, or may receive, a 

poor level of service due to their protected characteristic. 

 

Action planning for improvement Please give an outline of the key actions based 

on any gaps, challenges and opportunities you have identified. Actions to improve the 

policy/programmes need to be summarised (An action plan template is appended for 

specific action planning). Include here any general action to address specific equality 

issues and data gaps that need to be addressed through consultation or further 

research. 

 

For the record 

Name of person who carried out this assessment: 

 
Simon Phillips 

Date assessment completed: 

 

30th July 2024 

Name of responsible manager: 

Date assessment was signed: 
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