
Unreasonable Behaviours & Unacceptable Conduct Guidelines 

At Luxury Loft Co., we are committed to providing a fair, impartial and professional 
service in line with our values. We expect our people to treat our members, 
customers and colleagues with the utmost respect at all times. 

In a minority of cases, customers may decide to pursue their complaints in a way that 
is unreasonable. They may behave unacceptably or be unreasonably persistent in 
their contacts and submission of information.  This can impede investigating their 
complaint (or complaints by others) and can have significant resource issues for the 
organisation.  

These actions can occur either while their complaint is being investigated, or once we 
have finished the complaint investigation.   

Unreasonable & Unacceptable Complaints & Conduct 

Unreasonable and unreasonably persistent complainants are “those complainants 
who, because of the nature or frequency of their contacts with an organisation, 
hinder the organisation’s consideration of their, or other people’s, complaints.”   

Customers are considered unreasonably persistent or displaying unreasonable 
behaviour by pursuing complaints which appear to have no substance, or which have 
already been investigated and determined. Their contacts with our organisation may 
be amicable but still place heavy demands on employee time, or they may be 
emotionally charged and distressing for all involved.   

Some of the actions and behaviours which we may find problematic are if the 
complainant is: 

i. Refusing to specify the grounds of a complaint, despite offers of help 

 

ii. Refusing to cooperate with the complaints investigation process yet still 

wanting his or her complaint to be resolved 

 



iii. Making unsubstantiated complaints about employees who are trying to 

deal with the complaint or query  

 

iv. Changing or repeatedly making changes to the substance of the 

complaint, raising unrelated concerns or submitting irrelevant information 

at a later stage as the investigation proceeds AND / OR introducing trivial 

or irrelevant new information at a later stage and expecting it to be taken 

into account and commented on 

 

v. Making excessive demands on the time and resources of staff with lengthy 

phone calls, emails to numerous departments or members of staff, or 

detailed letters or other forms of correspondence every few days, and 

expecting immediate responses  

 

vi. Stating or attempting to set timelines, terms or resolutions which were not 

previously confirmed and agreed upon by all parties in writing AND / OR 

impossible, extreme, or unreasonable in nature  

 

vii. Refusing to accept the decision and explanations provided; repeatedly 

arguing points with no new evidence 

 

viii. Being abusive or threatening to an employee 

 

ix. Repeating complaints that have already been dealt with 

 
 

x. Asking intrusive or personal questions that do not relate to the complaint 

 



xi. Submitting false documents or sharing false information at any point of 

communication either to Luxury Loft Co. AND / OR to any other party 

 

xii. Exhibiting AND / OR carrying out any form of fraudulent behaviour and 

actions 

 

xiii. Using exortion, blackmail or other forms of harassment, i.e. threatening to 

leave reviews or reports containing false claims, false details or false events 

to parties such as, but not limited to, review platforms, payment providers 

and any regulatory bodies 

 
This list is not exhaustive and any combination of the above may be considered.  

Unacceptable Conduct Towards Our Staff 

We do understand that the circumstances surrounding a dispute can be stressful and 
can have an impact on how you communicate with us. However, we have a duty of 
care to protect our team’s personal safety and wellbeing. 

We feel it is wholly reasonable for our team to be treated with courtesy and 
consideration when carrying out their work. Please help us to help you by treating 
our people with respect and courtesy at all times. 

We do not tolerate any abusive, violent or threatening behaviour directed towards 
our people. Whether it is written or spoken, language that is designed to insult, bully 
or degrade is unacceptable. 

Our Actions in the Event of Unacceptable or Unreasonable Conduct 

In the event of the occurrence of inappropriate actions or behaviour, we may need to 
limit your contact with us. This decision will be made following careful consideration 
by members of our Senior Management Team, Legal Team, and any other relevant 
departments. 



Prior to any limitations being put in place, dependent on the circumstances you will 
be advised that your conduct was of concern to provide the opportunity for you to 
respond and correct what was considered inappropriate. In certain circumstances, 
you may be referred to correspond with a team better suited to the situation. 

Where we feel it is appropriate, contact will be blocked immediately. Should contact 
be made after a restriction has been put in place, correspondence will be noted but 
will not be responded to. 

In line with the British Standard Institute’s guidance for businesses and online 
reviews and reports, a record of your correspondence and all related documentation 
may be shared with the relevant review platforms, payment providers and regulatory 
bodies if falsified or incorrect information is deemed to have been provided or 
shared by any party and kept on record for at least one year from the date of being 
received. 


