
Interim Guidance to Employees on the Management of Unacceptable Behaviour 
CAFCASS is committed to providing a workplace free from any form of harassment, abuse or violent conduct directed at any member of staff, visitor to CAFCASS buildings or any other person affected by the work of CAFCASS

This interim guidance is intended to help you make decisions about the appropriate courses of action to take if ever faced with unacceptable behaviour. It applies within CAFCASS offices, home-workers’ premises and any other location used by CAFCASS officers.

General principles and required actions

1. CAFCASS will not tolerate any violent, abusive or threatening behaviour towards a staff member or any other person involved with CAFCASS activities.  The attached notice, outlining CAFCASS’ stand on such issues, is to be prominently displayed within each office area (in a place where it will be readily seen by all visitors).

2. This notice must be actively brought to the attention of all CAFCASS employees and other colleagues.

3. Incidents concerning verbal abuse, threats of violence and physical assault or property damage must be reported. In the case of verbal abuse, the recipient must decide if the comments made were threatening or part of an emotional outburst. The overriding principle will depend on the way the abuse made the recipient feel. If they felt in any way threatened by the words then the incident must be reported.  If in doubt, report. CAFCASS safety procedure SP06 applies. 

4. The above principle applies also to non face-to-face situations including: e-mail, telephone calls and letters. In all cases recipients must not respond to correspondence and must forward the information immediately to their Line Manager.

· If abusive or threatening telephone calls are received, explain to the caller that you find the telephone call offensive and that you are putting down the telephone.

5. Managers must ensure that they actively follow up on all such reports. Reports must never be ignored or delayed. An action plan must be developed and agreed between the victim and their manager ensuring that all reasonable measures are taken to prevent a recurrence or exacerbate the situation. Reports and action plans must be included in team meeting agendas and communicated with the group. 

Actions available to us following Incidents

· Refer back to the Court (if a client was involved).

· Refuse to see them (following legal advice from CAFCASS Legal)

· Take out an injunction

· Obtain legal advice from CAFCASS Legal

· Take legal action 

· Pursue Criminal Proceedings

· Engage with community safety forums

6. Alert notice to other CAFCASS offices through the Regional Managers.

7. Any specific threat of violence made towards an individual must always be reported to the Police. 

8. Managers should ensure that their staff have the opportunity to talk about any incident. If they feel they need help to cope with their feelings and any emotional stress they are experiencing, counselling services and support must be offered. HR advisors may be contacted for advice.

Protests and Demonstrations
9. Where a protest or a demonstration is planned and details of targeted offices are known in advance, the information must be passed to all relevant managers. The local police force is to be notified and briefed by a manager or other person acting in charge. Information of this nature must be reported to the Regional Manager.

10. If prior knowledge of a demonstration is not available, and individuals congregate outside the office in a manner that would suggest a demonstration, inform all relevant managers. The local police force is to be notified and briefed by a manager or other person acting in charge.

11. Should the above occur, an assessment of risk should to be undertaken, taking into account such factors as: known history of violent conduct by the organisation and extent of violence, known history of property damage and extent, known history of intimidation, threats and abuse etc. The manager will decide on the most appropriate course of action to take which may include closing the office in serious risk situations, allowing staff to leave (if safe) where individuals feel intimidated or threatened or continuing to work as normal.

12. If there is a perceived risk of physical violence towards people in the building the following actions should be considered as general guidance:

· Stay inside the building until the police arrive. Calm any visitors and explain the situation to them. Suggest that they stay with you until the police arrive. Do not prevent them from leaving if they wish.

· If children are to stay in the building, ensure they are protected (physically and emotionally) as far as is practicable, from the disturbance.

· Close blinds or curtains and then stay away from windows.

· Secure letterboxes or other obvious openings into the building to prevent objects being dropped inside.

· Ensure your doors are locked and secure.

· Wait for the police to arrive on the scene, at which time, seek their assistance and advice.

All risk assessments regarding intimidation and threats of violence should be carried out using the principle that people rather than property are important and personal safety is paramount.

Defamation

Some campaigning groups have set up forums on their websites which encourage members to e-mail complaints about CAFCASS services. Individual practitioners have been subject to defamatory comments on such sites.

Routine checks on these known websites are being made at CAFCASS HQ and any practitioner who has been defamed will be informed directly by HQ or the relevant Regional Manager.

CAFCASS lawyers will take steps to ensure that any offending material is removed from these sites. 

Staff are encouraged to be vigilant and if any defamatory information is discovered on websites or other media, they should inform their Line Manager immediately.

If you have any concerns or wish to raise any points in relation to this interim guidance please do so through your Line Manager.

Summary of situations involving unacceptable behaviour and actions that should be taken

* In all cases the initial action must be to care for the victims and others who may be adversely affected by the incident and to provide after care as required.

	Incident type
	Further action to be taken

	An act of physical violence


	Notify Managers. Notify Police. Take action against perpetrator. Internal reporting.

Action plan to be developed to prevent recurrence.



	Threat of physical violence (face to face)


	Pass information to Managers. Managers to assess the likelihood of actual violence. If appropriate, notify the police. Internal reporting.

Action plan to be developed to prevent escalation.



	Threatening letter or E-Mail


	

	Verbal abuse (Face to face)


	Notify Managers. Internal reporting. Manager to decide if action plan is required based on perceived risk of escalation to physical violence.



	Abusive / threatening telephone call


	Tell caller the call is offensive and you will put the phone down. Hang up and then inform manager. Internal reporting. Manager to decide if action plan is required based on perceived risk of escalation to physical violence.



	Demonstration outside CAFCASS office


	Managers to be notified. Police to be notified. Managers to assess risk of violence and if risk is high staff to leave the office unless unsafe to do so. Follow guidance for protests and demonstrations.



	Conflict between others in the building (Verbal or Physical)


	If the situation is getting out of control, request that the persons leave the office. If the situation is violent and they will not leave, call for police assistance.



	Web site intimidation


	If discovered, notify Managers. CAFCASS lawyers to assist with removal of defamatory material. 

	Property damage


	Notify managers. Notify police. Make the area safe.
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