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1. Policy Statement

Aberdeenshire Council (including the Aberdeenshire Health & Social Care Partnership)
retain the right to restrict the contact that certain customers have with Aberdeenshire
Council and its staff, should these customers display behaviours that we consider
unacceptable in pursuing either formal or informal complaints with the authority.
Aberdeenshire Council ensures that the Complaint Handling Procedure is available and
accessible for all customers and seek to work with customers to achieve a resolution to all
complaints and concerns. In exceptional circumstances, the authority will take action to
reduce or restrict contact from customers who: display aggressive or abusive behaviour
towards staff; correspond with unreasonable persistence; or who place unreasonable
demands on Aberdeenshire Council staff.

2. Scope of Policy

This policy applies to all individuals who submit formal or informal complaints to
Aberdeenshire Council, either on behalf of themselves or others. All council officers should
be aware of this policy if they handle either formal or informal complaints from customers,
and that this policy can be implemented by contacting Aberdeenshire Council’s Feedback
Team. Reasonable allowances will be made for customers in line with Aberdeenshire
Council’s diversity and equality policy

3. Policy Principles & Equalities

Aberdeenshire Council ensures that customers can easily access the authority’s Complaints
Handling Procedure, and that the process is as transparent and accessible as possible
within the relevant data protection legislation.

Aberdeenshire Council work with customers to: understand complaints that are raised;
achieve a reasonable resolution where possible; and to inform customers of this resolution
and their right to progress to the Scottish Public Services Ombudsman (SPSO) on
completion of the Complaints Handling Procedure.
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However, Aberdeenshire Council will not tolerate, accept or process correspondence that

threatens, intimidates or abuses members of staff. The authority will also not consider acts
of aggression, unsubstantiated allegations against employees, or correspondence that
unduly pressurises our staff or occupies disproportionate resources.

We believe complainants have the right to be heard, understood and respected, and that our
employees have the same rights.

We will never unfairly restrict contact and will explain our decisions to customers in line with
our own guidance and that provided by the SPSO.

Restricting contact does not prevent customers from accessing council services,
corresponding with the authority around day to day matters, or raising new issues of
concern, but does prevent customers from corresponding with council staff in an
unacceptable manner in the pursuit of either formal or informal complaints.

4. Supporting Policies and Documents

Aberdeenshire Council’s Complaints Handling Procedure
http://publications.aberdeenshire.gov.uk/dataset/complaints-procedure

Unacceptable Actions Policy Guidance Document uapguidance.pdf (aberdeenshire.gov.uk)

Scottish Public Services Ombudsman Act (2002)
https://www.legislation.gov.uk/asp/2002/11/contents

SPSO Respectful Engagement Policy
Respectful Engagement Policy | SPSO

5. Council Strategic Priorities

How does the policy reflect
Pillar Priority the Council's strategic
Priorities?

We will support a strong and
diverse economy by attracting

A sustainable people of working age to our
economy region, complementing our highly
skilled local workforce.

Aberdeenshire Council’s
"Unacceptable Actions" policy
aligns with the Council’s
priorities by fostering positive
interactions, accessibility, and
safeguarding efficient service
delivery. The Unacceptable
Actions policy primarily outlines
responses to challenging
behaviours during complaint
processes. It emphasises the

We will work with communities
and partners to enhance the
sense of connection among our
Connected places. This includes supporting
communities communities to come up with
innovative solutions to ensure our
places are resilient and vibrant.



http://publications.aberdeenshire.gov.uk/dataset/complaints-procedure
https://www.legislation.gov.uk/asp/2002/11/contents
https://www.spso.org.uk/engagement-policy
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need to protect staff from
abusive actions, while
maintaining open channels for
constructive feedback. This
policy supports the council’s
goal to create a respectful, safe
environment for both staff and
residents, promoting efficient
handling of complaints and
protecting public resources from
disruptions by abusive or
persistent behaviours.

Living well locally | We will encourage and support

our residents to lead healthy and
active lives and contribute
meaningfully to their communities.
We will make proactive choices
that will allow us to cater to the
needs of our increasingly ageing

population.
6. Policy Revision
Version Revision Committee Summary of Changes
Number Date Approval Date
March 2024 | April 2019 No changes required
March 2019 | 2006 March 2019 Revision and additions
7. Policy Distribution
Name Designation Organisation
Rob Simpson Director Business Services | Aberdeenshire Council
Alan Wood Director Environment and | Aberdeenshire Council
Infrastructure Services
Laurence Findlay | Director Education and Aberdeenshire Council
Children’s Services
Leigh Jolly Chief Officer HSCP Aberdeenshire Council HSCP
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