
 

Customer conduct statement 

Our Commitment 
We aim to provide a consistently high quality service for all our customers. We understand 
that water related issues can occasionally be challenging, and we are committed to 
handling enquiries promptly and with professionalism. In return, we expect all interactions to 
remain respectful and considerate. 

Our aim 
This statement aims to help keep those who are helping you answer your queries safe at 
work, including partners who deliver services on our behalf.  

Unacceptable behaviour  
Water Plus acknowledges that customers may, at times, experience dissatisfaction or 
concern and we respect the need for customers to raise issues when they arise. We are 
committed to listening carefully and responding appropriately to resolve matters. 

Notwithstanding this, there are circumstances in which the conduct of a customer may fall 
outside acceptable standards. Any behaviour that compromises the safety, dignity or 
wellbeing of those who are helping you answer your queries will not be tolerated. This 
includes, but is not limited to, behaviour that is violent, abusive, discriminatory or otherwise 
inappropriate. 

Such behaviour may occur through any form of communication, whether in person, by 
telephone, in writing, via email, or through online channels including social media.  

Where unacceptable behaviour arises, Water Plus may take proportionate action to 
safeguard those who are helping to answer your queries and maintain the integrity of our 
service. 

Unacceptable Customer Behaviour 
Unacceptable customer behaviour includes, but is not limited to, the following: 

• Use of inappropriate or harmful language that causes colleagues to feel threatened, 
intimidated, abused, frightened, or offended; 

• Creating a hostile, degrading, or offensive environment during any interaction; 
• Using a bullying, aggressive or confrontational tone or manner;  
• Making bi phobic, homophobic, transphobic or otherwise discriminatory comments; 
• Sexist, derogatory or demeaning remarks, including those targeting personal 

characteristics or identity; 
• Any behaviour that discriminates against protected characteristics as defined under the 

Equality Act 2010; or 
• Any other form of physical, hostile, violent, or abusive conduct directed towards those 

helping you answer your queries. 
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How we respond to unacceptable customer behaviour  
We welcome contact from customers who need assistance, and we are committed to 
responding to concerns with patience and understanding.  

However, if conduct becomes unacceptable, then the following may take place. 

De-escalation measures  Reporting incidents 

Should an interaction escalate to abusive 
or personal remarks, we may: 

 We may report incidents and share 
relevant information with the police and 
appropriate partner agencies for 
example when: 

1. Provide a clear and respectful 
request for the behaviour to stop; 

2. And then conclude the 
communication or withdraw from the 
interaction; and 

3. A warning flag may be applied to a 
customer account if a risk to those 
who are helping you answer your 
queries is identified. 

 1. Physical violence, threats or 
harassment occur; or 

2. There is reason to believe that a 
criminal offence has been committed. 

Please note that the Police, Crime, 
Sentencing and Courts Act 2022 
provides greater protection to those in 
customer facing roles and harsher 
sentencing for people who commit 
assaults against a person providing a 
public service. 

 

Our Commitment to Fairness 
We will consider the individual circumstances of each case and make reasonable 
adjustments where appropriate. We aim to ensure that any measures taken in response to 
unacceptable behaviour are proportionate, consistent and fair. 

This policy does not replace our complaints procedure. Customers and members of the 
public retain the right to raise a complaint through our established complaints process, and 
this right remains unaffected by the operation of this policy. 
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