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1. Purpose 

This policy has been developed to provide our customers and staff with advice on how we will manage unreasonable 
complainant conduct (‘UCC’). Its aim is to ensure that all staff: 

 Feel confident and supported in taking action to manage UCC 

 Act fairly, consistently, honestly and appropriately when responding to UCC. 

 Are aware of their roles and responsibilities in relation to the management of UCC. 

 Understand the types of circumstances when it may be appropriate to manage UCC using one or more 
mechanisms including law enforcement where necessary. 

 Have a clear understanding of the criteria that will be considered before we decide to change or restrict a 
complainant’s access to our services. 

 Are aware of the processes that will be followed to record and report UCC incidents as well as the procedures 
for consulting and notifying complainants about any proposed actions or decisions to change or restrict their 
access to our services. 

 Are familiar with the procedures for reviewing decisions made under this policy, including specific timeframes 
for review. 

It is also to ensure that all complainants are aware of Councils commitment to protect its staff from this type of 
behaviour and its intention to enforce restrictions on contact with Council if needed. 

2. Background 

In 2006 the Australasian Parliamentary Ombudsman began a collaborative project on Managing Unreasonable 
Complainant Conduct (‘UCC’). The focus of the project was to develop clear and practical strategies to help 
organisations and their staff manage interactions with complainants whose conduct is identified as unreasonable. 

The model policy clarified the Ombudsman policy recommendations in relation to the management of UCC, 
providing a robust, standardised and consistent model policy and procedure.  Federation council has undertaken 
to adopt a policy that and procedure that is compliant with the Ombudsman’s suggested approach. 

3. Scope 

This policy will be enacted to prevent harm or distress to staff, volunteers, Section 355 committee members and 
contractors of council, who are the subject or target of any behaviours that constitute unreasonable complainant 
conduct. 

4. Policy Statement  

Federation Council is committed to being accessible and responsive to all complainants who approach our office 
for assistance and/or with a complaint. At the same time the success of our office depends on: 

• our ability to do our work and perform our functions in the most effective and efficient ways possible 

• the health, safety and security of our staff, committee members, volunteers and contractors 

• our ability to allocate our resources fairly across all the complaints we receive. 

When complainants behave unreasonably in their dealings with us, their conduct can significantly affect our 
success.  As a result, Federation Council will take proactive and decisive action to manage any complainant conduct 
that negatively and unreasonably affects us and will support our staff to do the same in accordance with this policy. 
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5. Defining Unreasonable Complainant Conduct 

5.1 Unreasonable complainant conduct 

Unreasonable complainant conduct (‘UCC’) is any behaviour by a current or former complainant which, because of 
its nature or frequency raises substantial health, safety, resource or equity issues for our organisation, our staff, 
other service users and complainants or the complainant himself/herself. 

UCC can be divided into five categories of conduct: 

 Unreasonable persistence 

 Unreasonable demands 

 Unreasonable lack of cooperation 

 Unreasonable arguments 

 Unreasonable behaviours 

5.2 Unreasonable persistence 

Unreasonable persistence is continued, incessant and unrelenting conduct by a complainant that has a 
disproportionate and unreasonable impact on our organisation, staff, services, time and/or resources. Some 
examples of unreasonably persistent behaviour include: 

 An unwillingness or inability to accept reasonable and logical explanations including final decisions that have 

been comprehensively considered and dealt with. 

 Persistently demanding a review simply because it is available and without arguing or presenting a case for 

one. 

 Pursuing and exhausting all available review options when it is not warranted and refusing to accept further 

action cannot or will not be taken on their complaints. 

 Reframing a complaint in an effort to get it taken up again. 

 Bombarding our staff/organisation with phone calls, visits, letters, emails (including cc’d correspondence) 

after repeatedly being asked not to do so. 

 Contacting different people within our organisation and/or externally to get a different outcome or more 

sympathetic response to their complaint – internal and external forum shopping. 

5.3 Unreasonable demands 

Unreasonable demands are any demands (express or implied) that are made by a complainant that have a 
disproportionate and unreasonable impact on our organisation, staff, services, time and/or resources. Some 
examples of unreasonable demands include: 

 Issuing instructions and making demands about how we have/should handle their complaint, the priority it 

was/should be given, or the outcome that was/should be achieved. 

 Insisting on talking to a manager or the General Manager personally when it is not appropriate or warranted. 

 Emotional blackmail and manipulation with the intention to guilt trip, intimidate, harass, shame, seduce or 

portray themselves as being victimised – when this is not the case. 

 Insisting on outcomes that are not possible or appropriate in the circumstances – eg for someone to be 

sacked or prosecuted, an apology and/or compensation when no reasonable basis for expecting this. 

 Demanding services that are of a nature or scale that we cannot provide when this has been explained to 

them repeatedly. 
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5.4 Unreasonable lack of cooperation 

Unreasonable lack of cooperation is an unwillingness and/or inability by a complainant to cooperate with our 
organisation, staff, or complaints system and processes that results in a disproportionate and unreasonable use of 
our services, time and/or resources. Some examples of unreasonable lack of cooperation include: 

 Sending a constant stream of comprehensive and/or disorganised information without clearly defining any 

issues of complaint or explaining how they relate to the core issues being complained about – only where the 

complainant is clearly capable of doing this. 

 Providing little or no detail with a complaint or presenting information in ‘dribs and drabs’. 

 Refusing to follow or accept our instructions, suggestions, or advice without a clear or justifiable reason for 

doing so. 

 Arguing frequently and/or with extreme intensity that a particular solution is the correct one in the face of 

valid contrary arguments and explanations. 

 Displaying unhelpful behaviour – such as withholding information, acting dishonestly, misquoting others, and 

so forth. 

5.5 Unreasonable arguments 

Unreasonable arguments include any arguments that are not based in reason or logic, that are incomprehensible, 
false or inflammatory, trivial or delirious and that disproportionately and unreasonably impact upon our 
organisation, staff, services, time, and/or resources.  Arguments are unreasonable when they: 

 fail to follow a logical sequence 

 are not supported by any evidence and/or are based on conspiracy theories 

 lead a complainant to reject all other valid and contrary arguments 

 are trivial when compared to the amount of time, resources and attention that the complainant demands  

 are false, inflammatory or defamatory. 

5.6 Unreasonable behaviour 

Unreasonable behaviour is conduct that is unreasonable in all circumstances – regardless of how stressed, angry or 
frustrated that a complainant is – because it unreasonably compromises the health, safety and security of our staff, other 
service users or the complainant himself/herself. Some examples of unreasonable behaviours include: 

 Acts of aggression, verbal abuse, derogatory, racist, or grossly defamatory remarks 

 Harassment, intimidation or physical violence. 

 Rude, confronting and threatening correspondence. 

 Threats of harm to self or third parties, threats with a weapon or threats to damage property including bomb 

threats. 

 Stalking (in person or online). 

 Emotional manipulation. 

All staff should note that Federation Council has a zero tolerance policy towards any harm, abuse or threats directed 
towards them. Any conduct of this kind will be dealt with under this policy, and may be referred to the police. 



Federation Council - CPOL 20/17915 
Reference: Record Number Version No: Draft  Page 6 

6. Responsibilities 

6.1 All staff 

All staff are responsible for familiarising themselves with this policy as well as the accompanying Procedure and 
Individual Rights and Mutual Responsibilities of the Parties to a Complaint in Appendix A.  

Staff are also encouraged to explain the contents of this document to all complainants particularly those who 
engage in UCC or exhibit the early warning signs for UCC.   

Staff are also encouraged and authorised to use appropriate strategies provided in Part 5 of the NSW Ombudsmans 
practice manual to manage UCC. 

Strategies that effectively change or restrict a complainant’s access to our services must be considered at the 
Director level or higher as provided in this policy. 

Staff are also responsible for recording and reporting all UCC incidents they experience or witness (as appropriate) 
to the Director within 24 hours of the incident occurring.   

6.2 The Director  

The Director, in consultation with relevant staff, has the responsibility and authority to change or restrict a 
complainant’s access to our services in the circumstances identified in this policy and will aim to impose any service 
changes/restrictions in the least restrictive ways possible.  The aim, when taking such actions will not be to punish 
the complainant, but rather to manage the impacts of their conduct. 

The Director will also aim to keep at least one open line of communication with a complainant. However, we do 
recognise that in extreme situations all forms of contact may need to be restricted for some time to ensure the 
health and safety and security of our staff and/or third parties. 

The Director is also responsible for recording, monitoring and reviewing all cases where this policy is applied to 
ensure consistency, transparency and accountability for the application of this policy. They will also manage and 
keep a file record of all cases where this policy is applied. 

6.3 Managers 

All managers are responsible for supporting staff to apply the strategies in this policy, as well as those in the practice 
manual.  Managers are also responsible for ensuring compliance with the procedures identified in this policy and 
ensuring that all staff members are trained to deal with UCC – including on induction. 

Following a UCC and/or stressful interaction with a complainant, managers are responsible for providing affected 
staff members with the opportunity to debrief and vent their concerns either formally or informally.  Managers will 
also ensure that staff are provided with proper support and assistance including medical and/or police assistance 
and support through programs such as Employee Assistance Program (EAPS), if necessary. 

Depending on the circumstances, managers may also be responsible for arranging other forms of support for staff 
as appropriate. 

7. Definitions 

UCC – Unreasonable Complainant Conduct 

Complainant – includes a ‘whistleblower’ or reporter under the Public Interest Disclosure Act 1994 
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8. References & Associated Documents 

20/17932 Unreasonable Complainant Conduct Procedure  

20/17913 NSW Ombudsman Unreasonable Complainant Practice Manual 

18/15492 Work Health and Safety Policy 

16/21900 Code of Conduct 

16/21939 Complaints Policy 

18/42790 Business Ethics Policy 

9. Policy History 

Version Date Changes / Amendments 

Draft 23/04/2020 New policy for Federation Council 

   

NOTE: This is a controlled document. If you are reading a printed copy please check that you have the latest 
version by checking it on Councils Electronic Document system. Printed or downloaded versions of this document 
are uncontrolled. 


