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Unreasonably Persistent and/or Vexatious Complainants Policy

1. Introduction
1.1
Most complaints received by the Council are handled in a timely and straightforward manner. However, a small number of complainants pursue their concerns in ways that impede proper investigation or place disproportionate demands on Council resources. This may occur during the investigation or after the Council has concluded the matter.
1.2
Where a complainant behaves in a way that is unreasonably persistent or vexatious, the Council will apply this policy.

2. Principles
2.1
The Council is committed to dealing with all complaints equitably, comprehensively, and in a timely manner.
2.2
The Council does not normally limit the contact complainants have with staff or councillors. Restrictions will only be applied where necessary and proportionate.
2.3
The Council will not tolerate unacceptable behaviour, including abusive, offensive, or threatening conduct. Action will be taken to protect staff and councillors from such behaviour.

3. Aim of this Policy
3.1
This policy supports the Council’s aim of ensuring that all complainants are treated consistently, fairly, and with respect.



3.2
It sets out how the Council will determine when a complainant is unreasonably persistent or vexatious, and the actions that may be taken in such circumstances.

4. Definitions
4.1
A complainant may be considered unreasonably persistent or vexatious when their behaviour, through frequency or nature of contact, hinders the Council’s ability to consider their complaint or other people’s complaints.
4.2
There is a distinction between persistent complainants and unreasonably persistent complainants. Section 7 provides examples to assist staff in making this distinction.
4.3
A vexatious complainant is one whose actions are intended to cause unnecessary aggravation or disruption rather than resolve a genuine issue.
4.4
Such complainants may have legitimate concerns but pursue them in inappropriate ways, or they may pursue complaints with no substance, or which have already been investigated and concluded.

5. Decision‑Making Process
5.1
Before deciding to apply this policy, the Council may take the following steps:
• 	Ensure the complaint has been properly investigated in line with the Council’s Complaints Procedure.
• 	Ensure consistency with how similar complaints have been handled.
• 	Contact the complainant to:
• 	discuss their behaviour,
• 	explain why it is causing concern,
• 	request that the behaviour changes, and
• 	explain the possible consequences if it does not.
• 	Offer a meeting with the Clerk, Council, or relevant committee where appropriate and safe.


5.2
A decision to apply this policy is an exceptional step and will be taken by the full Council or relevant committee.
5.3
Any restrictions imposed will be proportionate and appropriate to the behaviour.
5.4
The complainant will be notified in writing of:
• 	the reasons for the decision,
• 	the action being taken,
• 	the duration of the action, and
• 	the review process.
5.5
A copy of this policy will be provided with the notification or explained verbally if written communication is not appropriate.
5.6
If unacceptable behaviour continues, the Council may refuse all contact and cease investigating the complaint.
5.7
Where behaviour is extreme or threatens the safety of staff or councillors, the Council may report the matter to the police or take legal action. Prior warning may not be given.
5.8
New complaints from individuals subject to this policy will be considered on their merits. The Council will determine whether existing restrictions remain appropriate.
5.9
The status of the complainant and any restrictions will be recorded and shared internally with those who need to know. Details of the complaint itself will not normally be included.

6. Review


6.1
The Council or relevant committee will review the complainant’s status after six months, and every six months thereafter for the duration of the restriction.
6.2
The complainant will be informed if the decision is reversed earlier than expected.

7. Features of Unreasonably Persistent and/or Vexatious Behaviour
A complainant (or representative) may be considered habitual, unreasonably persistent, or vexatious where their behaviour demonstrates one or more of the following:
• 	Persisting with a complaint after the Council’s procedure has been fully implemented and exhausted.
• 	Continually changing the substance of a complaint or raising new issues to prolong contact.
• 	Refusing to accept documented evidence or denying receipt of adequate responses.
• 	Failing to clearly identify issues despite reasonable assistance.
• 	Focusing disproportionately on trivial matters.
• 	Threatening or using physical violence (which will result in immediate restrictions).
• 	Making excessive contact (in person, by phone, email, or letter).
• 	Harassing or verbally abusing staff.
• 	Recording conversations covertly as part of a wider pattern of unreasonable behaviour.
• 	Making unreasonable demands or insisting on unrealistic response times.
• 	Making complaints that impose a significant burden and have no serious purpose or value.
• 	Repeating complaints while ignoring previous responses.
• 	Refusing to co‑operate with the investigation process.
• 	Insisting on processes incompatible with good practice.
• 	Denying earlier statements.
• 	Pursuing a “scattergun” approach by contacting multiple bodies simultaneously about the same issue.


8. Options for Restricting Contact
8.1
Issuing a letter setting out expectations for continued communication.
8.2
Notifying the complainant that the Council has fully responded and will not engage further on the matter.
8.3
Limiting contact to a single communication channel and/or a single named officer (with deputy).
8.4
Informing the complainant that legal advice may be sought.
8.5
Temporarily suspending contact while seeking advice from the Council’s solicitor, SALC, or the External Auditor.
8.6
Any restrictions will take account of individual circumstances, including age, disability, gender, race, religion or belief, and communication needs.

9. Associated Policies
• 	Complaints Policy
• 	Data Protection & Privacy Notice
• 	Equality & Diversity Policy

Contact Details
Parish Clerk
Sproughton Parish Council
The Tithe Barn
Lower Street
Sproughton
Suffolk IP8 3AA


Email: clerk@sproughton-pc.gov.uk
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