CCA Service Strategy, Appendix L

Client Management Policy

This policy is intended to help casework staff deal with clients who behave in an abusive, discriminatory, inappropriate or aggressive way towards staff or others.  The aim of the policy is to protect staff and others while ensuring that clients are treated fairly, equally and in line with a clear policy.

It will be important that caseworkers and their supervisor act in line with the policy in the event of any complaint against them by the client.

We accept that a bereaved person has a right to be upset, angry, and heavily critical of state bodies and others in some situations – this policy is not about seeking to suppress their expression of this.  It is only about ensuring that when clients act in a way that goes well beyond this, a scheme is in place to support caseworkers in dealing with it, and ensures the client is treated consistently.


1.Treating people with courtesy and respect 


We operate on the basis that we try to treat everyone we come into contact with professionalism and with courtesy.  It is important to us that we maintain effective working relationships with each other, with clients, and with state bodes and lawyers.  It is not acceptable for us or for anyone we represent to be discriminatory, abusive, or aggressive to others who we are working with, or to behave inappropriately to them.  It is a condition of us representing a client that a client agrees to this, and it applies equally to how a client engages with all CCA staff and volunteers, and with investigation and prosecution bodies.

We will not accept any form of discrimination from clients on the basis of sex, race, disability, age, religion, sexual orientation or transgender status.  We will challenge this each time it occurs, in line with the principles set out in our equal opportunities policy. Ways of challenging hate speech, inappropriate behaviour or discrimination are detailed below.

We as workers also have a right to be treated with respect, and this means that if we feel a client is not doing this we will refer the matter to our casework manager for assistance after initially challenging the behaviour ourselves.  For example, if a client persistently gets a worker’s name wrong or uses discriminatory or inappropriate behaviour. 

2. Meetings 


At meetings we accept that even where we strongly disagree with what is being said, and are angry or upset by things, we do not resort to personal attacks or inappropriate language - this does not only mean swearing, but also calling people for example corrupt, or making offensive personal comments about them.  

If a client genuinely believes that a state body is corrupt or utterly incompetent, we will assist them to prepare a complaint against the body if there is appropriate evidence.  If we are not comfortable with this – if we for example believe there is absolutely no evidence of this – we will advise the client of her/his right to pursue a complaint and if necessary refer them to a lawyer for further assistance.

Caseworkers can manage situations where this might arise by telling the client this beforehand, and noting that it is perfectly fine to ask for a break - a 'time out' - in the meeting to regain composure, or to close a meeting early if it is not making progress or being conducted satisfactorily.  If we do not feel confident that clients will be able to conduct meetings in this way, we will not represent them at meetings. 

3. Interactions with state bodies 


We understand that dealing with the death of a loved one is extremely upsetting and distressing, and that interactions with state bodies can sometimes be very frustrating.  The CCA is here to help mitigate this.  It is part of our agreement with the client that we represent them with state bodies – it has usually been agreed at an early stage that we liaise with police and HSE or other state bodies on their behalf.  

If clients repeatedly undermine this work – for example by calling the state bodies themselves and being abusive – we will reconsider whether we are able to effectively represent the client in this way.

4. Challenging inappropriate, discriminatory or abusive behaviour

Caseworkers have a duty to challenge this behaviour wherever it occurs from clients, using the equal opportunities policy as a guide. This process will be followed in all cases, taking into account individual clients and relevant factors.

In practice this means:

Stage A

The caseworker explaining why the conduct is unacceptable and the terms on which we represent people (as set out above), and making a note on the file to this effect.  This must be documented in a detailed file note, which is also copied to the casework supervisor.

Stage B

If the conduct is repeated, referring the matter to the casework supervisor after advising the client that this is what is happening – the casework supervisor will then explain again why the conduct is unacceptable and may also give alternative strategies for management if appropriate (e.g. time outs in meetings, or pursuing complaints against state bodies or caseworkers). 

At this stage, the casework supervisor should give a warning that if the conduct continues then the CCA will not be able to represent the client.  The supervisor will do a detailed file note, which will be copied to the caseworker, and a final warning letter sent to the client. From the moment the matter is referred to the casework supervisor, the caseworker will put the case on hold, providing no further advise until the casework supervisor confirms the next course of action.  His/her reasons will be set out in a detailed file note.

Stage C

If the conduct is again repeated, the CCA will terminate the casework relationship, explaining both in a letter and a telephone call from the casework supervisor why this has happened, and if informing them in this letter, the grievance/complaint procedure against a individual or the CCA, for their information.

It is important that this three-stage process is explained to the client at each stage, and that the casework supervisor supports her/his staff in dealing with such problems.  It will not for example be appropriate to transfer a client from a caseworker s/he has been racist about to a caseworker s/he is unlikely to be racist about.  It is very important that the supervisor supports her/his staff on this and takes on board their specific experience.

If the caseworker feels unable to complete stage a) on her/his own, the casework supervisor and the caseworker should discuss how to handle the situation including whether it is appropriate to refer the case immediately to the casework supervisor.  To maintain fairness and objectivity in this three-stage process, the caseworker will initially action clause A (with the assistance of the casework supervisor if need be).  If the conduct is repeated, at that point the caseworker will put the client on notice that the matter will now be transferred to the supervisor to deal with.  The supervisor may wish to discuss the matter with the caseworker, having access to any relevant file note(s), but liase directly with the client about his/her conduct directly.

In the event that the casework supervisor decides to close the case, letters will be sent to all the other parties in the case, including the state bodies and solicitor(s), explaining that we no longer act for the. 

If the casework supervisor does not agree that the client’s behaviour is problematic, the UK Director – or Louise Christian, the Board member responsible for casework - should be consulted to assist with resolving the problem.
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