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UNREASONABLE CUSTOMER BEHAVIOUR POLICY

Purpose and Scope

1.

To identify when customers behave in ways that are inappropriate and unacceptable and
determine when this behaviour is considered unreasonable.

Taupo District Council has a zero-tolerance approach towards any harm, abuse or threats
directed at our workers or elected members. Any conduct of this kind will be dealt with under
this Unreasonable Customer Behaviour Policy (“Policy”) and in accordance with our duty of
care as a PCBU under the Health and Safety at Work Act 2015, and where appropriate with the
Police and courts.

This Policy will apply when any behaviour by a customer which, because of its nature or
frequency, raises substantial health, safety, resource or equity issues for our organisation or for
the customer themselves. It sets out what constitutes unreasonable behaviour and is based on
Office of the Ombudsman’s Guidelines for managing unreasonable customer conduct:

3.a. https://www.ombudsman.parliament.nz/sites/default/files/2019-
03/managing _unreasonable customer conduct manual october 2012.pdf

Revocations

4. Nil
Policy
PRINCIPLES
5. When applying this Policy, we must always be mindful of our duty to treat the customer fairly.
This is not a Policy to punish the customer but to manage the impact of their behaviour. This
will include:
5.a. impartiality and open-mindedness
5.b. transparency
5.c. the customer’s involvement in the process
5.d. evidence considered is relevant and timely
5.e. restrictions considered are proportionate to the unreasonable behaviour
5.f.  sensitivity of the Policy application and outcome
5.9. fairness of the procedure
5.h. worker safety and wellbeing are paramount when dealing with unreasonable customer
conduct
6. This Policy is not intended to replace the current procedure “Dealing with difficult, challenging

or aggressive people” but to deal with more complex complaints are not able to be resolved
through the current procedure.



RECOGNISING WHAT CONSTITUTES UNREASONABLE CUSTOMER BEHAVIOUR

7. Most customers act reasonably and responsibly, even if they are experiencing distress,
frustration or anger about their complaint or concern. However, in a small number of cases
some will behave in ways that are inappropriate or unacceptable. They may contact us with
excessive communications, via phone, email, texts or face to face contact. They make
inappropriate demands on our time or refuse to accept decisions and recommendations in
relation to their complaints. Some may become aggressive and verbally abusive towards our
workers and/or elected members or threaten harm or violence. These behaviours can be
considered unreasonable.

8. The Policy is intended to support our organisation by helping recognise those behaviours that
can be deemed unreasonable because of either:

unreasonable persistence
unreasonable demands
unreasonable lack of cooperation
unreasonable arguments
unreasonable behaviours

These unreasonable behaviours are expanded on below:

8.a.

8.b.

Unreasonable persistence:

Unreasonable persistence is continued, incessant and unrelenting conduct by a customer
that has a disproportionate and unreasonable impact on our organisation, staff, services,
time or resources including:

8.a.i. an unwillingness or inability to accept reasonable explanations, including final
decisions that have been comprehensively considered and communicated

8.a.ii. persistently demanding a review simply because it is available and without
presenting the reasons for review

8.a.iii. pursuing and exhausting all available review options and refusing to accept further
action cannot or will not be taken on their complaints

8.a.iv. reframing a complaint to get it taken up again

8.a.v. excessive phone calls, visits, letters, emails (including being copied in on
correspondence) after repeatedly being asked not to

8.a.vi. contacting different people within our organisation or externally to get a different
outcome or more sympathetic response to their complaint

Unreasonable demands:

Unreasonable demands are any demands (express or implied), made by a customer that
have a disproportionate and unreasonable impact on our organisation, staff, services,
time or resources including:

8.b.i. issuing instructions and making demands about how we have handled or should
have handled their complaint, the priority it was given, or the outcome that was or
should have been achieved

8.b.ii. insisting on outcomes that are not possible or appropriate in the circumstances,
such as calling for someone to be terminated or prosecuted, an apology or
compensation when there is no reasonable basis for expecting this

8.b.iii. insisting on talking to a senior manager or the chief executive, mayor or elected
members or commissioners when it is neither appropriate nor warranted

8.b.iv. emotional blackmail and manipulation with the intent to intimidate, harass or shame
staff, or to portray themselves as being victimised when this is not the case

8.b.v. demanding services that are of a nature or scale that we cannot provide when this
has been explained to them repeatedly



8.c.

8.d.

8.e.

Unreasonable lack of cooperation:

Unreasonable lack of cooperation is unwillingness or inability of a customer to cooperate
with our organisation, staff or complaints system and processes that results in a
disproportionate and unreasonable amount of time or resources being spent on the
customer. Some examples are:

8.c.i. sending a constant stream of incomprehensible or disorganised information without
clearly defining any issues of complaint or explaining how they relate to the core
issues being complained about

8.c.ii. providing little or no detail with a complaint or presenting information in a sporadic
or disorganised manner

8.c.iii. refusing to follow or accept our suggestions or advice without a clear or justifiable
reason

8.c.iv. arguing frequently or with extreme intensity that a particular solution is the correct
one in the face of valid contrary arguments and explanations

8.c.v. displaying unhelpful behaviour, such as withholding information, acting dishonestly
or misquoting others

Unreasonable arguments:

Unreasonable arguments include any arguments that are incomprehensible, false or
inflammatory, or that disproportionately and unreasonably impact on our organisation,
staff, services, time or resources. Arguments are unreasonable when they:

8.d.i. are not supported by sufficient evidence or are based on conspiracy theories

8.d.ii. lead a customer to reject all other valid contrary arguments

8.d.iii. have an impact that is disproportionate to the amount of time, resources and
attention that the complaint demands

8.d.iv. are false, defamatory or inflammatory

Unreasonable behaviours:

Unreasonable behaviour is conduct that is unreasonable in all circumstances —
regardless of how stressed, angry or frustrated a customer is — because it compromises
the health, safety and security of our staff, other service users or the customer
themselves. Some examples are:

8.e.i. acts of aggression, verbal abuse, derogatory, racist or defamatory remarks

8.e.ii. harassment, intimidation or threats of (or actual) physical violence

8.e.iii. rude, confronting and threatening correspondence

8.e.iv. threats to self-harm or to harm other parties, threats with a weapon or threats to
damage property

8.e.v. stalking (in person or online)

8.e.vi. emotional manipulation

RESPONDING TO AND MANAGING UNREASONABLE CUSTOMER BEHAVIOUR

9.

Unreasonable customer behaviour will generally be managed by limiting or adapting the ways
that we interact with or deliver services to customers by restricting:

9.a.

9.b.

9.c.

9.d.

9.e.

who they have contact with — including limiting a customer to a single contact (this could
be internal or external)

what they can raise with us — including restricting the subject matter that we will consider
and respond to

when they can have contact with us — including limiting a customer’s contact with Taupd
District Council to a particular day or length of time or curbing the frequency of their contact
with the Council

where they can make contact with us — including limiting the locations where we will
conduct face-to-face interviews to secure facilities

how they can contact us — including limiting or modifying the forms of contact that the
customer can have with the Council. This can include modifying or limiting face to face
interviews, telephone, texts, social media channels, and written communications;



prohibiting access to our premises; contact through a representative only; taking no further
action or terminating our services altogether.

COMPLETELY TERMINATING A CUSTOMER’S ACCESS TO TDC SERVICES

10.  This will only occur in extremely rare cases when all other strategies have been considered or
attempted. A decision to have no further contact with a customer will only be made if it appears
that the customer is unlikely to modify their conduct and/or their conduct poses a significant risk
for our staff or other parties. Note that if the customer is a ratepayer, our relationship with them
will continue for the provision of infrastructure and services to all ratepayers. This will include all
requests for which Council is legislatively required to respond to, including requests under the
Local Government Official Information and Meetings Act 1987 and the Privacy Act 2020.

OTHER LEGAL INSTRUMENTS

11. A customer’s access to our services and premises may also be restricted using legal
mechanisms such as trespass laws or legal orders to protect staff members from personal
violence, intimidation or stalking by the customer.

PROCEDURAL FAIRNESS
12.  Before applying the Policy, we must:

12.a. consider the customer’s prior conduct and history

12.b. give the customer the opportunity to change their behaviour when dealing with our
organisation by clearly communicating the specific behaviour that is of concern and what
we consider is acceptable behaviour

12.c. give the customer time to demonstrate a behaviour change before considering whether to
apply the Policy

12.d. communicate with the customer regarding the incident details, reason for concern, impact
of behaviour on the organisation and potential consequences for continuing the behaviour

12.e. notify the customer of the decision under the Policy, advising what restrictions have been
put in place, why and how this will impact on them

RIGHT OF APPEAL

13.  If a customer is dissatisfied with the process adopted under the Policy, they may seek an
external review from an oversight agency such as the Office of the Ombudsman. The
Ombudsman’s Office may accept the review (in accordance with its administrative jurisdiction)
to ensure that we have acted fairly, reasonably and consistently and have observed the
principles of good administrative practice including procedural fairness.

APPROVAL FOR IMPLEMENTING THE POLICY AND DELEGATION
14. The Chief Executive, in consultation with relevant staff, has the responsibility and authority to:

14.a. decide whether a customer’s conduct warrants application of the Policy; and
14.b. how the Policy will be applied to the customer.

The delegation will sit with the Chief Executive, who will then further delegate through the
internal delegations manual if appropriate.

RECORD KEEPING

15.  Accurate and up to date record keeping of interactions with customers will be critical to the
effectiveness of this Policy. TDC will keep a record of all cases where the Policy is applied.

REFERENCES AND RELEVANT LEGISLATION

16.  https://www.ombudsman.parliament.nz/resources/managing-unreasonable-complainant-
conduct




