
How to respond to difficult engagement flowchart 

 

 

Is the situation threatening, abusive or 

dangerous 

This is a matter for your zero 

tolerance policy 

Is the engagement having (or if it 

continues could potentially have) an 

impact on the ability of you or your 

organisation to respond to the 

complaint or undertake other key 

tasks 

Look at the managing 

engagement section 

Yes 
No 

No 

Yes or 

not sure 

Look at the difficult for you section 


