Harassment and bullying guidance
Guidance
Scope.
This procedure applies to all BT employees but does not apply to people working on a
contract or agency basis. It should be followed when an employee believes they are being
harassed and bullied at work, either face to face or verbally over the telephone by
colleagues, customers or members of the public.
BT's definition of harassment is: Conduct and behaviour which the receiver perceives to be
offensive, hostile, unwanted and unreasonable, which is unacceptable by normal standards
of business behaviour and is causing disadvantage to the receiver.
There is not a single definition because harassment and bullying take many forms, occur on
a variety of grounds and may be directed against an individual or group of individuals. For
the purpose of this policy and the conduct we expect in BT, please see BT's Conduct
Standard.
Examples of harassment include:

•
•
•
•
•
•
•
•
•

Unwelcome physical contact ranging from touching to serious assault.
Verbal and written harassment, through racist remarks, offensive language,
sectarian jokes/songs, malicious gossip or slander.
Offensive pranks related to a person's sex, sexual orientation, gender status, race,
disability, religion, age etc.
Visual display (including electronic) of posters, graffiti, obscene gestures, "pin-ups",
flags bunting and emblems.
Isolation and non-co-operation at work, exclusion from social activities.
Coercion, ranging from pressure for sexual favours to pressure to participate (or
cease to participate) in political/religious groups.
Intrusion by pestering, spying, unwarranted interference in work activities or
personal belongings; including the obtaining of unauthorised personal information
from BT sources.
All or any of the above examples carried out electronically, through e-mail, or on
internet/intranet sites.
Time and location: all the above outline breaches of the policy and relate not only to
'normal' work time but also 'outside of 'normal working hours' when on BT duty
(travelling, courses, business events, etc) or BT related social events, on BT or
other, including customers', premises.

Bullying is a form of harassment, which includes the above definition and the following
definition (source: Andrea Adams Trust):

•
•
•

Persistently negative malicious attacks on personal or professional performance,
which are typically unpredictable, often unfair and irrational.
An abuse of power or position that can cause such anxiety that people gradually lose
all belief in themselves, suffering physical ill health and mental distress as a direct
result.
In addition, bullying may not be an act which is one to one but may take form of
"mobbing" i.e. when a group of people "gang-up" to make an individual feel
excluded.

Victimisation is defined as discrimination or harassment or bullying against a person
because:

•
•

It is suspected or known that a person has made an allegation of harassment, or
Given evidence or information relating to an allegation of harassment.

•

Is a "whistle-blower", usually a lone voice that has raised, to high levels of authority,
work-based issues of a serious nature contrary to formally stated and informally
understood organisational rules.

Harassment does not simply depend on the intention of the perpetrator, but rather, the
impact of that behaviour on others. What one individual may be able to accept may
nevertheless cause distress to another. What is important is the perception and feelings of
the injured person(s).
Roles and responsibilities
All BT people.Are expected to:

•
•
•
•

•
•

Be aware of BT's policy on harassment and bullying.
Work within the standards of behaviour outlined in the policy.
Discourage harassment by making it clear that they find such behaviour
unacceptable.
Support and encourage people experiencing harassment or bullying to report such
behaviour. If an individual is a witness to harassing or bullying behaviour they can
make a complaint in their own right, even if the person allegedly being harassed or
bullied does not wish to make a complaint. Be aware of the steps they need to take
to report incidents.
Be familiar with the BT guidance on dealing with violence at work and about how to
avoid and deal with dangerous situations.
BT people going about BT business in the community or in direct proximity to
customers or members of the public should be aware of the steps they need to take
to make risk assessments. They should alert other BT people to possible risk
through available channels such as team meetings and 1:1s.

All managers.In addition to the above, managers will need:

•
•
•
•

To be aware of and implement the BT Equal Opportunity and Diversity Policy.
To ensure that they are familiar with BT's policy on harassment and bullying and can
convey this to their team so that their team feels confident to report incidents.
To take action when unacceptable behaviour is encountered or suspected.
To report incidents involving customers/members of the public to the Accident and
Incident Reporting Group (AIRG) on 0800 671 345, even if there is no physical
injury.

Managers rceiving a complaint are:

•
•

To seek advice from an Equality & Diversity Specialist either when complaints are
brought to their attention or when guidance is required.
Liase with their HR Business Partner.

Accident & incident reporting group(AIRG).

•
•

The AIRG will provide the first point of contact with HR specialists - Equality &
Diversity Specialists and/or Employee Assistance Management (Counselling), as
appropriate.
When incidents are reported to the AIRG, they will provide an incident number. This
will enable BT to track developments and any further incidents.

Equality & diversity specialists.

•
•

Support the line manager and individual involved in any subsequent investigation.
Help to resolve difficulties in the workplace by facilitating individuals, line
management and unions to arrive at an agreed resolution. They have the role of an

•
•

independent mediator and work closely with Investigating Managers when dealing
with equal opportunity complaints.
Advise and suggest ways of bolstering support for call handlers, field groups and
others in direct contact with customers or members of the public and their line
managers.
Provide independent advice and support to BT and Agency people on areas covered
by BT's policy on harassment and bullying, equal opportunity policy and associated
statements.

It is acknowledged that not all (but probably the majority) harassing or bullying incidents
have an equal opportunities nature. However, all incidents must initially involve the Equality
& Diversity Specialists.
The Equality & Diversity Specialist, in line with BT's Information Retention Policy will hold all
documentation relating to the matter in confidence.
Employee assistance management (EAM). The role of EAM is:

•
•

to assess the incident and determine whether a proactive response from the team is
required. A proactive response is only likely to be generated in the most serious
cases.
to provide the appropriate support and advice to all parties as the nature and impact
of some incidents can be very distressing for those involved and will require
sensitive handling by those managing the individuals.

Anyone involved in a harassment or bullying case in any capacity, including the person who
made the complaint, the alleged harasser or bully, any witnesses and the investigating
manager, can experience an emotional impact. In some cases the emotional involvement
can feel so stressful that it may be helpful to talk to one of Employee Assistance helpline on
0800 917 6767.
This is service is provided by PPC UK Ltd. Counselling consultants can be contacted via the
EAM Customer Reception Unit (0800 780784) alternatively; For more information, contact
the PPC help line on 0800 917 6767 (from outside the UK, +(44) 1865 397 076, Minicom
users 01865 397059.
Human resources business partners. HR Business Partners are available to support,
advise and work alongside the line manager in implementing local solutions based on unit
wide policy.
The unions. BT and the Unions (CWU and Connect) agree that harassment and bullying at
work is wholly unacceptable. BT encourages close collaboration with union officials at all
levels of the organisation. This collaboration may help to resolve individual cases and
identify wider issues. In all harassment cases, the aim is to resolve complaints and rebuild
relationships as quickly as possible.
Early involvement of a union representative in round table, problem-solving discussions may
be appropriate in some circumstances and may minimise the need to escalate a complaint
into a formal grievance.
Involvement of the Unions in individual cases is welcomed; however, the responsibility for
the investigation and ultimate resolution of a harassment complaint lies wholly with BT.
Dealing with complaints of harassment and bullying in the workplace
Process.
Individuals who maintain they are being harassed and bullied must:

make it clear, if practicable, to the person causing the offence and/or to your line
management that this behaviour is unacceptable and unwelcome. In many cases this may
be enough to stop the harassment.
You should first read the information on the website www.letscutitout.intra.bt.com which has
been developed to support and assist people who have experience of bullying. If you then
need to speak to someone please contact AHRS Equality and Diversity Consultants on 0800
731 4747.
You may also wish to speak to your own line HR (Business Partner and/or HR Diversity
Manager) and/or Union official for appropriate help and advice.
Do not be afraid to complain even if the person causing offence is your own line manager.
Points to consider in tackling the problem: Whilst there is support and help available to
those who feel that they are being harassed or bullied there are some practical steps that
can be taken if you choose to speak to the person causing you offence:

•
•
•
•
•
•
•
•
•
•

Remember that all people in BT have a right to a working environment where every
individual can contribute their skills and talents without fear or anxiety regardless of
their status within the company.
You may wish, (only if you consider it safe) to speak to the person causing offence
about their behaviour in private. Be aware that this person may not realise the
impact their behaviour is having on you.
Try to remain calm, using your usual tone and volume of speaking, you have a right
to your perception.
You must describe the behaviour you find harassing, clearly and briefly. Also
describe the impact that behaviour has on you - how it makes you feel i.e. "when
you do... I feel that ..."
Don't bring in other people's experience. Other people need to make their own point.
Keep to your perception of the experience.
If the person causing offence denies the point, try simply and calmly repeating your
view AND how it makes you feel.
Outline clearly and briefly that you do not welcome the behaviour/words/pictures,
etc, again. State this plainly... "I do not want you to... "
Describe the sort of behaviour you do want to experience.
If you are clear about the next steps you are going to take, state them but otherwise
withdraw, having made your point.
Talking about the behaviour directly often has the desired effect, but not everyone
will wish to do this.

The Equality & Diversity Specialist must be notified of all cases of harassment and bullying.
General complaints relating to BT procedures, i.e. Promotion, Poor Performance, APR, etc.
should be dealt with as specified in BT's Grievance Procedure.
The Equality & Diversity Specialist will give advice, in consultation with the person making
the complaint and line management, as appropriate, on how the matter should be handled,
and will be responsible for the overall control and implementation of the procedure.
The investigation can either be informal or formal depending on the needs of the person
making the complaint and the nature of the complaint.
Often an informal approach at an early stage can offer the best solution before matters
escalate. In all cases the complaint should be handled as quickly as is practicable and with
the appropriate confidentiality. For formal complaints, timescales as described in BT's
Grievance Procedure should be kept to.
People complaining of harassment or bullying are entitled to know what actions have been
taken to protect them in future BUT they are NOT entitled to know the outcome of any

disciplinary decision taken as a result of their complaint as there is a duty of confidentiality
to all people working in BT.
Investigation
During the investigation (either informal or formal) the alleged behaviour will be regarded as
bullying or harassment if the investigator, as a reasonable person, taking into account all the
circumstances, including in particular the perception of the victim/s, considers that the
behaviour would have been perceived as bullying or harassing behaviour.
Informal procedure.In many cases, an informal interview with the person giving offence,
explaining that their behaviour is unwelcome, embarrassing and is interfering with work, will
resolve the situation. It is recommended that the line manager of the person causing offence
conduct these interviews. Advice, prior to the meeting, can be sought from the Equality &
Diversity Specialists.
Formal procedure.If informal attempts to resolve the issues have been unsuccessful, the
behaviour is deemed inappropriate for informal resolution, or at the request of the person
who maintains they are being harassed (complainant), the complaint should be dealt with
under the Grievance Procedure.
The Equality & Diversity Specialist is responsible for ensuring that a full investigation is
carried out. Generally the investigating manager will be the line manager of the person
causing offence. Both the alleged harasser and the complainant are entitled to union advice
and representation as set out in the general Discipline Procedure.
As outlined in the Grievance Procedure, individuals have the right to be accompanied by a
'friend', who can be another BT employee, or a representative from the CWU or Connect
trade unions. The role of the friend will be to support the individual throughout the grievance
meeting, and act as a witness. A 'friend' can ask questions, and be allowed to participate in
the meeting, although they will not be able to answer questions on the individual's behalf. If
at any time during the investigations potential misconduct is uncovered, then the case will
be handled in accordance with the general discipline procedure.
The timescales outlined in the BT Grievance Procedure must be kept to. In exceptional
circumstances, these timescales may be reviewed. Where this becomes necessary, everyone
involved in the investigation will be consulted and regular contact maintained.
Subsequent action.

•

If there has been a breach of BT's policies.

If there has been a breach of BT Policy, evidence of harassment or bullying or other
inappropriate behaviour, disciplinary action may be taken. Where this is appropriate the
discipline procedure will be followed and can result in dismissal without notice where serious
discrimination has occurred.
There will be occasions when it may be more appropriate to guide or coach rather than to
take disciplinary action. In order to maintain fairness and consistency across BT it is
important that the Equality & Diversity Specialist is fully involved in this process.
It is the responsibility of line management, with support from the Equality & Diversity
Specialist, to check that the harassment has stopped and that the individual has not suffered
any disadvantage because they raised a complaint.

•

If there has NOT been a breach of BT's policies.

All complaints are taken seriously and investigated thoroughly. In cases where no breach of
policy has been found, some positive action may still be appropriate in order to improve
working relationships within the team.

•

Follow up on action plans.

In either case, it is appropriate that the action plans agreed at the time of the investigation
are fully implemented. This will maximise the opportunity for a lasting resolution to the
issues raised. The Equality & Diversity Specialist will assist the line manager with this by
carrying out a review within an agreed timescale (usually three months) but this will depend
on the circumstances. It is recommended that local line management continue to monitor
and review for a further six months.
Because we treat allegations of harassment and bullying seriously, appropriate action will be
taken against any parties who have deliberately provided misleading information.
Equality & Diversity Specialists, HR Business Partners and line managers MUST ensure that
any agreed actions are carried out.
Dealing with complaints from agency/contract people.

•

If an assignee (agency person) wishes to make a complaint of harassment or
bullying against a BT employee, they should approach either the BT manager /
supervisor or they can raise the matter with their employers, the Agency. Whoever
receives the complaint must treat the matter seriously and in confidence and advise
the BT Equality & Diversity Specialist before any action is taken.

It is particularly important that managers make no comment about the likely outcome of a
complaint, treat the matter informally or issue a warning without speaking to the Equality &
Diversity Specialist first.

•

•

Similarly BT people wishing to make a complaint of harassment or bullying against
an assignee should approach their BT manager or supervisor, who should in turn
contact the Equality & Diversity Specialist for advice on how to handle the complaint.
The employer, the Agency, will be responsible for any disciplinary action, which may
result.
BT is committed to developing a working environment where every individual can
contribute their skills and talents without fear of harassment. BT recognises that this
includes all the people who work with or for BT. All managers should therefore treat
any complaint from an agency or contract person with the same degree of
seriousness as for a BT employee.

Dealing with incidents involving BT people in direct contact with
customers/members of the public
Process.When an incident occurs:
During a Call - If a call is abusive, racist, sexist, sectarian or demeaning BT does not expect
a call handler to continue that call. Call handlers can use the warning techniques provided in
training or can add: "I am now terminating this call and the nature of this call will be
recorded on your customer record: " Or use the existing procedure laid down for referring
the call to the manager.
In a face to face situation - When an incident occurs, people must make their own safety a
priority. This may mean leaving the customer's premises or the location where the incident
is taking place. It is important that the location is left in a safe condition, but if physical
violence is threatened then leave immediately.
Reporting the incident.

•
•
•
•
•

•
•

The individual involved in the call or incident must report it immediately and tell
their manager what happened. The line manager may report it on behalf of the
individual should that be appropriate.
Managers will need to respond sensitively to people reporting these incidents.
The line manager must talk to the individual to find out as much detail as possible
about the incident to ensure that all the facts are uncovered and that a local record
is retained. (An example local record sheet may be found at Form A).
Every incident involving customers/members of the public MUST BE reported
straightaway to Accident and Incident Reporting Group (AIRG) 0800 671345.
The AIRG will notify the Equality & Diversity Specialists and/or Employee Assistance
Management (Counselling), as appropriate. Line managers or the individual involved
can also contact the Equality & Diversity Specialists or Employee Assistance
Management themselves for advice or support if they wish to.
An incident number will be provided by the AIRG. This will enable BT to track
developments and any further incidents. Incident numbers allow BT to understand
the size and nature of emerging problems.
The line manager should then examine the background to the incident e.g. by
interrogating CSS/SMART and other records to see if there are any mitigating
circumstances to explain why the abuse occurred. (A sample fact-finding form is
attached at Form B).

After investigation.After the line manager's investigation, the line manager should contact
the local HR Business Partner to gain their perspective of how serious the incident may be.
Managers and HR Business Partners may also wish to discuss the incident and actions arising
from an incident in depth with any of the following:

•
•
•
•
•

Senior Line Management.
Equality & Diversity Specialists (via Peopleline, select Option 1) 0800 731 4747
(8.30 - 5.00 Monday - Friday).
Employee Assistance Management (24 hours) 0800 780784.
Accident and Incident Reporting Manager 0800 671345.
The local union branch safety co-ordinator.

In any case, the Legal Advice team must advise the line manager before direct approach to a
customer is made (either by telephone, letter or electronically). If the agreed course of
action is to send a letter to a customer, this should be discussed with a second line manager
before contacting the customer.
Example letters may be found at Standard Letters covering the different types of incident
that might arise. Suggested paragraph additions are detailed which may be used in
situations where BT may itself have contributed to the abuse or harassment. BT will not
tolerate the harassment and abuse of its people by customers but if a customer has received
poor treatment in the past then we should try and recover the situation. In these instances,
a positive way forward can be suggested whilst making the point that abuse will not be
tolerated.
The Liverpool Complaint Review Manager (Tel: 0151 229 7595) would be pleased to provide
advice on draft letters. The final draft reply and the customer's return address should be
emailed to the Complaint Review Service (CRS) at liverpoolhlc@bt.com with the discussion
notes. The CRS will then respond to the customer. A standard customer response letter
(may be found at Standard Letters) should be sent with the letter inviting the customer to
confirm that have taken remedial action by a specified date. Responses should be forwarded
to the CRS or appropriate operational manager considering the incident. They will decide if
the danger has passed or with legal advice, consider whether it would be appropriate to
threaten disconnection if, for example, further abuse had occurred.
Recognising that people subjected to abuse can experience great distress; the line manager
should keep the team member advised of actions being taken and may want to involve them
in the letter writing process. In all cases, BT's letter must be shown to the team member

before the matter is closed. The manager should arrange a 'closure discussion' with the team
member to reassure them that BT has taken the matter seriously.
Amending customer records.To alert BT people to the potential risk from
harassment/abuse customer records must be amended. The definition of the "Customer
Record" will vary across BT and a local decision will need to be made as to what exactly will
happen.
In all cases where Call Handlers have suffered verbal abuse, following an investigation, the
customer record will be amended, as appropriate, outlining the incident and the incident
number. Factual details, not opinion, must be recorded.
What needs to be recorded:
An example:" customer used racially abusive language when speaking to Call
Handler - John Smith. Incident reported 01/01/01, ref number XYZ123." Signed: J.Bloggs
The majority of people in face to face situations will have access to Work Manager and CSS.
Outlined below is what the nominated manager should do to record the incident.
Find: Hazard (on the Hazard area).Input: Two-Man Site.Input: Incident Reported
01/01/02.Input: Ref. No. XYZ123 (provided by the Accident and Incident Reporting Group).
No other comments should be made on this record.
When discovering Hazard Warning contact AIRG for further information or refer to the
responsible manager or control manager for assistance.
If you are not linked to CSS or Work Manager - The nominated manager must make every
effort to ensure that information about potential hazard or danger from customers, members
of the public or other third parties is made available to other BT employees NOT linked to
CSS or Work Manager. In all cases, even when the record is kept locally, factual details not
opinion must be recorded, including the Accident and Incident Reporting reference. A record
of what was actually said and done is more helpful than "customer was abusive".
Incidents involving people assigned to BT by agencies.Managers should treat all
reported incidents involving agency assignees as seriously as those reported by BT
employees. The agency representative/manager must be notified so that they may provide
any additional support to their employee and instigate their internal processes as BT OHS
and Employee Assistance Management do not cover agency employees.
Escalation procedure after first incidents or further incidents.The manager will need
to determine if any additional action is required after a first incident, where the incident is
believed to be very serious or if the customer is repeatedly abusive.

•

•

Before acting - Managers must take advice from the BT Legal Advice team and an
Equality & Diversity Specialist or the local HR Business Partner on how serious the
incident may be, what is a reasonable response in the situation and how to approach
the customer. If the abuse continues then close liaison with your Legal Advice Team
will be necessary.
Steps must be taken (telephone, writing or personal contact) to inform the customer
of the abusive incident, and BT's duty to protect all BT people carrying out work.

Some incidents will involve a member/s of the public. In such cases BT people will need to
be aware of BT's position on harassment and abuse and make judgements on how best to
protect themselves. Normal reporting procedures, outlined above, must be followed. The
Police may also need to be alerted. If in doubt contact the AIRG to discuss.

The Nuisance Call Bureau may be able to provide support in cases where it can be proved
that a customer has made repeated calls where the sole intent was to be abusive. They will
not become involved where a customer has lost control when contacting the company for
legitimate business reasons. The NCB will only consider cases where it can be proved that
repeated abusive calls have been made from a particular telephone number. Additionally
there must be clear records detailing dates of the calls and factual evidence of their abusive
nature. The NCB will decide on an appropriate course of action.
Withdrawal of service.In some circumstances where harassment and verbal abuse
persists or there has been a serious incident withdrawal of service may be considered. This
will only take place as a result of advice from your Legal Advice team.

Dealing with violence
Process.All incidents of violence against BT employees must be reported via Accenture HR
Services.
The procedure for dealing with incidents of violence is as follows:-

•

All Managers must ensure that incidents of physical violence are reported to the
AIRG on 0800 671345.

Following a report, the AIRG will fax a blank incident report form with an instruction sheet to
the Line Manager. This form must be completed in full, signed by the line manager and
faxed back to the AIRG. The initial report should be made within 24 hours of the incident.

•

BT has professional counsellors that can help minimise the long-term effects of an
incident. The contacts for the services are shown below and include Employee
Assistance, Equality & Diversity and the OHS.

