
































































































8. Other 

 

On April 23, 2013 there was an incident with a resident at the Town Office that prompted a letter 

from a contractor to the Select Board:  
 
From: Jacki Robbins  
To: Greg Durgin, Andy Tolman, Sue Reay  
 
I only know three emails of the Selectman so you three are getting my email instead of all of you. I am only in the 
office one day a week so I am not sure how often this happens, but yesterday morning (a resident), came in and 
verbally assaulted (several employees). (Another employee) wasn’t there so didn’t have to listen. I was upset that 
(the resident) could talk to these people that way and also realized how unproductive (those) criticisms were given 
the manner they were given out. All it does is cause emotional wear and tear on the people who are trying to do 
their job. 
Isn't there any way (the resident) can be limited to talking to the Selectman or putting complaints in writing so 
nobody has to tolerate that?  In my 20 years of working in Towns I have NEVER witnessed such venom. 
Nobody is perfect and we all should be able to deal with criticism, but, working in the Town Office we have no 
where we can go to avoid the "assault". Just wondering........... Jacki 
 

This message was then shared with the rest of the Select Board.  The Town Manager also shared 

the following review of the current Town Office procedure for dealing with such incidents: 
 

The procedure (developed with legal advice and State Police input) is for employees to listen to 

anyone who comes in, to make sure employees understand any comment or question, and to 

respond to the best of staff abilities and according to applicable laws in each case.  Residents and 

other members of the public have the right to enter the building to conduct business or exercise 

their rights to obtain public information.  However, they also are expected to behave in a 

respectful manner consistent with the nature of Town operations.  If someone becomes angry, 

employees try to defuse the situation if possible, perhaps with relevant information, provided in a 

calm, clear response.  If the person still is not able to exhibit self-control, the employees will try 

to get the person to leave the building as quickly and peacefully as possible.  Many issues 

frustrate the public and some people may need to vent in different ways.  But the Town 

employees will not tolerate harassment or abuse from anyone - public and staff alike - and take 

care to inform people of that.  If a situation warrants, an employee will call 911 immediately.  

For people who continually show disrespect and disregard for the professional nature of the 

Town Office or any other Town government site, they will be advised of the issue, then provided 

a verbal warning, followed by a written warning, then a summons for protection from harassment 

or a restraining order.  Any of these steps can be skipped though if warranted. 

 

Please see the attached letter, drafted in accordance with the above procedure, and sent to the 

resident who came to the Town Office on April 23, 2013. 

 

Kathryn Woodsum submitted the following for discussion and recommendations regarding 

public behavior and Town Office security after speaking with Head of Maintenance, Mark 

Birtwell: 

 

“One issue is how folks choose to conduct themselves in public and what role we can play in 

responding to the behavior.  Basically it comes down to common courtesy.  When folks do not 


































































