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If you feel you have been threatened or are 
upset following the call it is important that you 
complete the Violence and Aggression (V&A) 
incident form (HS3) in conjunction with your 
supervisor or line manager.  
 
 
 

 
 
 
 
 
 
 
It is important that the manager completes 
section 5 of the HS3 form to evidence what 
they have done to prevent a recurrence.  
 
 
The recording of threats is an important 
mechanism in deciding what preventative 
approaches may be required and gives the 
manager an opportunity to review current 
working procedures. 
 
 
Completed HS3 forms must be sent to 
Corporate Health and Safety via: 
 
 
Email: healthandsafety@swansea.gov.uk 
 
Address: Corporate H&S, Room 148, 
Guildhall, Swansea, SA1 4PE 

  
 

 
 

 
 
 
 
 
 
 
 
 
Corporate Health and Safety: 
“Providing you with the help you need 
to help yourself” 
 
 
 
 
  
  
 
 
 
 
 
 
 
 
 
 
If you require any further assistance with any 
of this information on H&S please contact the 
Corporate Health & Safety Service via: 
 
Tel: 01792 636210 
Or  email: 
healthandsafety@swansea.gov.uk 

 
 
 
 
 
 

 
 
Corporate Health, Safety, Emergency 
Management and Wellbeing Service 
 

DEALING WITH 

ABUSIVE 

TELEPHONE CALLS 
 
 
From time to time authority employees may be 
subjected to abusive and aggressive phone 
calls, this is particularly true for front line staff 
such as receptionists, administration and 
contact centre staff.    
 
 
If the telephone call descends into abusive or 
offensive behaviour this is unacceptable and 
employees should be able to end the call to 
stop being subjected to the unacceptable 
behaviour. 
 
 
Having to deal with continual verbal abuse 
over the phone can have a serious impact 
on an employee’s mental wellbeing and can 
lead to distress and anxiety.  
 

“V&A should be reported when 
you encounter behaviour that is 
not acceptable to you as an 
individual” 

 

If you have been affected by 
work related V&A support and 
advice is available via SMAC 
email:  
confidential.counselling@swansea.
gov.uk 

or    Tel: 01792 636027/7668 
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Each service should have procedures in 
place for ‘dealing with abusive phone calls’. 
It is important that employees are fully 
aware of what to do should they have to 
deal with an abusive or aggressive caller 
and managers should ensure that all staff 
are aware of and follow service procedures. 
 
Here are some tips to dealing with abusive 
phone calls: 

 
 Remember that the aggression or 
abuse is rarely personal but usually 
directed at a system or the organisation. 
Listen positively; Stay calm and don’t 
take it personally. 
 
 Keeping calm and assertive at any sign 
of aggressive behaviour can help to 
defuse a potentially abusive phone 
call. Slow down your responses if the 
conversation is becoming aggressive. 
Reduce anger by apologising, for 
example “I’m sorry you are so upset” or “I 
apologise for the inconvenience” 
 
 Whilst it is no excuse, consider how long 
the caller has been waiting and if you keep 
the person on hold keep them informed of 
what you are doing.  
 
  
 

 
 
 
 

 
 Never be aggressive and only interrupt 
if necessary – just listening helps the 
caller. 
 
 Callers can sometimes become angrier 
if you sound insincere or dismissive. 
Avoid phrases that can sound rehearsed 
or automatic such as  
“I understand how you feel” or  

“I appreciate your frustration”  
 
 If a caller continues to be rude after you 
have tried to help them, apologize for 
being unable to help and offer to put them 
through to your supervisor or manager. If 
this is not practicable, explain that the 
person is not available and provide their 
name, telephone number and address to 
write to. 

 
 
 
 
 
 
 
 
 
 
 In a minority of cases a caller may 
continue to be rude and become 
aggressive. If this happens give them a 
warning by advising them politely that if 
they continue you will end the phone call. 
For example, “I’m afraid I’m going to have 
to disconnect the call if you continue to 
use abusive language”   

 
 Avoid telling a caller to ‘calm down’ as 
this can sometimes trigger a further 
aggressive response. 
 
 Remember to use the secrecy button if 
you need to talk to colleagues in the room 
– modern phones are very efficient at 
picking-up noise even when the handset 
is covered. 
 
 Before ending the call ensure that the caller 
is aware of the information/advice given and 
needs no further help.  
 
 All calls that have ended unsatisfactorily  
or need any follow-up must be recorded. 
Advise your line manager as soon as possible.  

 
 Making notes whilst you are engaged in 
a phone conversation is difficult, 
particularly when dealing with an abusive 
caller. If however a complaint is 
threatened by the caller or you perceive 
that one may be made, inform your line 
manager as soon as possible so that if 
needed you to have time out to make 
notes of the call. 
 
 Dependent on the circumstances, 
managers can allow for employees to take 
‘time out’ breaks particularly following difficult 
telephone calls. In the case of more severe 
incidents further support is available from the 
authority’s Stress Management and 
Counselling Service (SMAC) 

  


