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1. Document Control 

Version Control 

Date 

 

Version Changes Author 

03/10/2025 1.0 Policy drafted, consulted on and approved Information Security Manager 

17/10/2025 1.1 Review HR Director 

A current version of this policy document is available to all employees on the AKG Hub.  

Policy Owner 

This policy is owned by the UK Country Manager and reviewed by Human Resources. 

Policy Scope 

AKG Employment  AKG Learning  AKG Health  Intuitive Thinking Skills  

Yes  Yes  Yes  Yes  

Any variations in the policy relating to those entities in scope will be clearly articulated in the policy. Otherwise, the 

policy applies equally to all entities in scope.  

Where an entity is out of scope, they will have their own policy  available within the policy store.  

This policy applies to:  

• Customers, participants, learners and visitors engaging with our services.  

• Employees, ex - employees , volunteers, and contractors working , or who have worked,  within or on behalf of 

the organisation.  

Document Review Arrangements 

The Unacceptable Behaviour  Policy  will be reviewed at least annually .  

Next Review Date: 02/10/2026 

2. Introduction and policy overview 

This policy sets out our commitment to fostering respectful, inclusive, and safe interactions across all functions  of 

the organisation . It defines unacceptable behaviour, outlines how we manage disruptive or distressing conduct, and 

explains our approach to ongoing communication and safeguarding. The policy applies to all individuals engaging 

with our services , including customers, participants, learners, visitors, employees , former employees , volunteers, 

and contractors , The aim is to  ensure that everyone is treated fairly while maintaining a safe and productive 

environment.  
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3. Policy Statement 

We are dedicated to creating a respectful and inclusive environment where individuals feel safe and supported.  

Unacceptable behaviour , whether aggressive, manipulative, covert  or excessively demanding , will not be tolerated. 

We will take appropriate action to protect the wellbeing of employees  and cus tomers , while remaining committed to 

transparency, fairness, and safeguarding. All individuals are expected to engage with our organisation in a manner 

that upholds dignity, safety, and mutual respect.  

Signed: 

 

Ayden Sims  

UK Country Manager 

4. What We Mean by Unacceptable Behaviour 

Unacceptable behaviour refers to actions, words, or gestures that are unreasonable and may cause distress, 

discomfort, or disruption , regardless of the individual’s level of stress, frustration, or anger.   Behaviour becomes 

unreasonable when it breaches boundaries of respect, safety, or fairness.  

Examples of Unreasonable Behaviour: 

• Physical assault or intimidation : acts  of violence , inflict ing harm,  pushing , shoving,  restraining someone  

against their will, cornering someone , invasion of personal space  or blocking a person’s exit .  

• Racist behaviour:  racial slurs or derogatory comments, mocking accents or cultural practice, exclusion 

based on race, racial stereotyping, displaying offensive  symbols , refusing the service or assistance due to 

someone’s racial background , promoting conspiracy theories  that incite hate or fear, making anti- immigrant 

remarks . 

• Damage to property: Intentional or negligent destruction of property including buildings , vehicles, fixtures, 

fittings, equipment, or other assets . 

• Aggressive or abusive conduct: verbal abuse, shouting, swearing, threats, gestures, intimidation, or 

discriminatory remarks.  Behaviour or language that could cause someone to feel afraid, threatened, bullied 

or abused.  

• Inappropriate behaviour: insulting or degrading language, inappropriate banter, innuendo or malicious 

allegations.  Behaviour or language that could cause someone to feel uncomfortable or belittled.  

• Privacy intrusive behaviour:  unauthorised access to personal information or surveillance - like conduct , such 

as covert fil ming, photography or recording  without a person’s  knowledge or consent , as well as the 

inappropriate sharing or posting of images  or messages . 

• Manipulative or coercive behaviour: attempting to pressure employees  or exploit policies unfairly.  

• Unreasonable demands: expecting immediate responses, excessive contact, or services beyond our remit.  

• Vexatious contact: the volume of correspondence sent, including sending the same or similar requests 

repeatedly, repeated and frequent contact without giving enough time to respond to previous 

correspondence, demanding responses to correspondence that is d eemed to be unacceptable.   

• Persistent complaints or refusal to accept outcomes: repeatedly raising the same issue after resolution, 

including persistent rejection of decisions made or explanations provided.  
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• Disruptive communication: excessive emails, calls, or messages that may prevent others from accessing our 

services . 

• Excessive justification - seeking: repeatedly demanding explanations for decisions that have been clearly 

communicated and reviewed.  

• Overwhelming queries: submitting large volumes of questions or requests that hinder service delivery or 

affect employee  wellbeing.  

• Not following our complaints procedure or pursuing parallel complaints about the same issue with different 

employees or departments within the business. 

5. Ongoing Communication and Queries 

We value transparency and are committed to explaining our decisions and processes. However: 

 

• We may limit or consolidate responses if queries become excessive or repetitive.  

• We will not engage in circular discussions where decisions have been fully explained and upheld.  

• We will not provide further responses to ongoing contact if the issues have been previously considered.  

• We may pause communication if it becomes unproductive, aggressive, or overwhelming.  

• We will always aim to communicate clearly, respectfully, and within reasonable timeframes.  

6. Managing Unacceptable Behaviour 

We will not tolerate unacceptable behaviour and where this is identified, depending on the circumstance, we may 

take a range of actions.  Before any action is taken, we will advise individuals  that their behaviour is  unacceptable 

and they will be given the opportunity to change their behaviour.  Possible actions that may be taken include:  

• Ending calls.  

• Not replying to abusive e - mails or letters.  

• Restricting access to services.  

• Restricting communication methods (e.g., email only).  

• Appoint ing a single point of contact.  

• Limit ing the frequency or scope of responses.  

• Paus ing or withdraw ing services temporarily.  

• In serious cases, end ing engagement or involve external authorities.  

• Referral to the appropriate internal policies for employees.  

Employees will be supported to manage difficult situations professionally and safely. 

7.  Integrated Support Framework 

Our HR, Safeguarding, Information Security, and Health & Safety teams work collaboratively to ensure appropriate 

responses to challenging situations.  
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We have a range of associated procedures and processes in place  relating to Complaints, Whistleblowing, Incident 

Reporting, Co de of Conduct, Acceptable Use of ICT, Disciplinary  and Performance Capability, Appointment 

Recording, Harassment and Bullying, Equality & Diversity, Safeguarding and Health & Safety.  

We are committed to: 

• Providing signposting to relevant support services, including mental health, advocacy, and crisis resources.  

• Considering reasonable adjustments where appropriate, especially for individuals with disabilities, 

neurodivergence, or health conditions.  

• Prioritising safeguarding for all individuals involved, including employees , service users, and third parties.  

• Maintaining confidentiality and handling sensitive information with care and discretion.  

• Monitoring and reviewing incidents to improve our practices and ensure continuous learning.  

We aim to respond with empathy, professionalism, and fairness ensuring that support is available without compromising 

safety or service integrity. 
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Annex 1: AKG Values Matrix 

Purpose of the AKG Values Matrix 

We are committed to ensuring everything we do and every decision we make is aligned to our core values . This short 

matrix ensures that all our policies are developed to align to and  support our core values.   

Policy Unacceptable Behaviour Policy  

Matrix completed by: Information Security Manager  

Date of assessment: 03/10/2025  

Assessment 

AKG UK Value  Summary of how the policy aligns to and supports our values.  

Empowerment  Empowering all  employees , regardless of their role, to take action to mitigate 

and resolve unacceptable behaviour  

Empathy  All employees , regardless of their role, can work together to demonstrate the 

organisation’s commitment to ensuring the safety and welfare of all 

individua ls  

Integrity  The policy outlines at high level the measures in place to address and limit 

unacceptable behaviours  

Connected  This policy seeks to foster a culture of actively supporting the welfare of all 

indivi duals  across all entities  within AKG  UK  
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Annex 2: Equality Impact Assessment 

We are  committed to promoting the quality of opportunity for all our employees  and service users, and for ensuring 

our employees  and  beneficiaries do not feel discriminated against, harassed or victimized by our working practices, 

whether  or not they share a protected characteristic. With this in mind, allowances can and will be made wherever 

reasonable and practicable to any of the rules and conditions outlined within this policy if it is determined that any 

individual or group is negatively impacted by one or m ore of the rules and conditions outlined in it.  

If you feel this policy is discriminatory in any way, or that your personal circumstances are such that adjustments to 

the conditions of the policy  are required for you, then you are encouraged to speak with your line manager at the 

earliest opportunity, or to contact the  policy owner. Any issues raised will be treated without prejudice and in the 

strictest confidence.  

Purpose of an Equality Impact Assessment 

An Equality Impact Assessment is a tool for identifying whether or not strategies, projects, services, guidance 

documents, working practices or policies have an adverse or positive impact on a particular group of people or 

equality group so that any necessary adjustments can be made to mitigate those adverse impacts, o r to further 

promote those positive impacts.  

While only public bodies are legally required to complete Equality Impact Assessments, we have  adopted the 

process in line with our own commitment to quality and diversity and as part of our continual improvement efforts.  

 This Equality Impact Assessment is for:  Unacceptable Behaviour  Policy  

Completed by:  Information Security Manager  

Date of assessment:  03/10/2025  

Objective:  T o ensure that the implications and potential impact,  positive and 

negative, of the Unacceptable Behaviour  Policy for all individuals have 

been fully considered  and addressed, whether or not the individuals  

share a protected characteristic  

Assessment 

Equality Area Positive Neutral Negative Summary 

Age  ☐ ☒ ☐  

Disability  ☐ ☒ ☐  

Pregnancy or 

maternity / paternity  
☐ ☒ ☐  

Race and ethnicity  ☐ ☒ ☐  

Gender  ☐ ☒ ☐  

Sexual orientation  ☐ ☒ ☐  

Negative Impacts and mitigations 

Negative Impact Mitigation Owner 

None   

 


