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Unreasonable, Persistent, Vexatious and Harassing Complaints Policy
1. Purpose
St Mary's School is committed to maintaining positive, respectful and constructive relationships with parents and carers. The school welcomes concerns and complaints and recognises the right of parents and carers to raise legitimate issues regarding their child's education and welfare.
The school also has a legal and moral duty to safeguard the wellbeing of its employees and to ensure that staff are able to carry out their duties without being subjected to unreasonable, abusive, intimidating, harassing or vexatious behaviour.
This policy sets out how the school will respond when the behaviour of a complainant, rather than the complaint itself, becomes unreasonable, persistent, vexatious or amounts to harassment of staff.
This policy should be read alongside:
· St Mary's Complaints Policy
· St Mary's Parent/Carer Licence
· Staff Code of Conduct
· Behaviour and Anti-Harassment Policies
· Safeguarding Policies

2. Principles
The school will always seek to:
· Listen fairly and impartially to concerns.
· Investigate complaints proportionately.
· Resolve issues at the earliest opportunity.
· Treat all parties with dignity and respect.
· Protect staff from unreasonable conduct.
· Ensure that school resources are used effectively in the interests of all pupils.
Parents and carers are expected to:
· Raise concerns honestly and promptly.
· Engage respectfully with staff.
· Allow reasonable time for investigations.
· Follow school procedures.
· Act in good faith with the intention of resolving concerns.

3. Definition of School Days
For the purposes of this policy and the Complaints Policy, "days" means school days during term time when pupils are in attendance.
Weekends, public holidays, INSET days and school holiday periods are not included when calculating response times and investigation timescales.

4. Staff Wellbeing and Protection from Harassment
The Governing Body recognises that complaints can have a significant impact on staff wellbeing.
Staff are entitled to undertake their roles free from:
· Bullying.
· Harassment.
· Intimidation.
· Personal abuse.
· Excessive and unreasonable demands.
· Repeated unfounded allegations.
· Conduct intended to cause distress or anxiety.
The school will not tolerate behaviour that causes unnecessary distress to staff or undermines their professional standing.
Where a parent's behaviour is considered unacceptable, the school reserves the right to take appropriate steps to protect staff members.

5. Timely Raising of Concerns
The school expects concerns to be raised at the earliest reasonable opportunity.
Prompt reporting allows the school to:
· Establish facts accurately.
· Gather evidence while it remains available.
· Speak to relevant witnesses.
· Resolve misunderstandings quickly.
· Support pupils appropriately.
· Prevent concerns escalating unnecessarily.
Parents and carers should not knowingly allow concerns to accumulate over an extended period where there has been a reasonable opportunity to raise them earlier.
The school may take account of delays when assessing the fairness and practicality of an investigation.

6. Deliberately Delayed or Withheld Complaints
The school recognises that there may occasionally be genuine reasons why a complaint cannot be raised immediately.
However, there are occasions where concerns are not raised when they first occur but are instead accumulated, recorded over time and submitted collectively at the end of a term or immediately prior to a school holiday.
The school considers this practice to be unhelpful and contrary to the principles of effective partnership working between home and school.
Deliberately withholding concerns may:
· Deny the school the opportunity to resolve issues promptly.
· Prevent staff from responding to concerns when events are fresh.
· Lead to loss of evidence or accurate recollections.
· Prevent effective support being provided to pupils.
· Create unnecessary distress for staff.
· Leave staff subject to unresolved allegations during school holiday periods.
· Undermine the fairness and effectiveness of the complaints process.
Where the school reasonably concludes that concerns have been deliberately withheld without good reason despite opportunities to raise them earlier, this may be considered evidence of unreasonable conduct.
7. End-of-Term Complaints
The school is particularly concerned by complaints submitted on the final day of term, immediately before school holidays, or at a time when the complainant has knowingly delayed raising matters that could reasonably have been addressed earlier.
Whilst every complaint will be considered on its merits, the school may take into account:
· When the complainant became aware of the issue.
· Whether opportunities existed to raise the issue earlier.
· The impact of the delay on the school's ability to investigate.
· The impact of the delay on staff wellbeing.
· Whether the timing appears intended to frustrate resolution or maximise disruption.
Complaints submitted at the end of term may not be investigated until the commencement of the next school term, unless safeguarding concerns or exceptional circumstances apply.
The school is not required to commence extensive investigations during holiday periods simply because a complaint has been submitted immediately before closure.

8. Unreasonable, Persistent and Vexatious Conduct
The school may determine that a complainant's behaviour is unreasonable where they:
· Continue to pursue a complaint after all stages of the school's procedure have been exhausted.
· Refuse to accept findings supported by evidence.
· Repeatedly change the basis of a complaint.
· Make excessive demands on staff time and resources.
· Submit frequent, lengthy or repetitive communications.
· Refuse to engage constructively with attempts to resolve concerns.
· Make allegations without evidence.
· Seek to involve multiple members of staff unnecessarily.
· Target individual employees personally rather than addressing genuine concerns.
· Deliberately withhold concerns and later submit multiple complaints collectively.
· Repeatedly submit complaints immediately before holiday periods when concerns could reasonably have been raised earlier.
· Use complaints primarily as a means of placing pressure on, intimidating or distressing staff.
The school may determine that such behaviour is unreasonable regardless of whether the original complaint had merit.

9. Harassment of Staff
The school will regard the following as potentially constituting harassment of staff:
· Repeated personal allegations.
· Persistent criticism directed at individual employees.
· Abusive or inflammatory language.
· Repeated complaints designed to undermine confidence in staff members.
· Deliberate conduct causing avoidable distress.
· Persistent contact after a matter has been concluded.
· Conduct intended to create anxiety or pressure for staff members.
Where behaviour is judged to constitute harassment, the school may implement restrictions without progressing further correspondence through the standard complaints procedure.

10. Actions Available to the School
Where a complainant's behaviour is deemed unreasonable, persistent, vexatious or harassing, the Headteacher or Governing Body may:
· Require communication to be conducted in writing only.
· Limit communications to a single point of contact.
· Restrict the frequency of correspondence.
· Decline to respond to repetitive matters already addressed.
· Restrict access to school premises.
· Require meetings to be attended by a third party.
· End meetings where behaviour becomes unacceptable.
· Refer matters to the Governing Body.
· Issue formal warnings regarding conduct.
· Apply the Parent/Carer Licence.
· Seek legal advice where necessary.
· Report threatening, abusive or harassing behaviour to the appropriate authorities.
Any restrictions imposed will be proportionate, reasonable and reviewed periodically.

11. Genuine Complaints
The school will never regard a complaint as vexatious solely because it is critical of the school or because a parent has chosen to make a complaint.
A complaint may be entirely legitimate whilst the manner in which it is pursued becomes unreasonable.
The school remains committed to investigating genuine complaints fairly, objectively and transparently.
However, all parties are expected to engage in the complaints process honestly, promptly, respectfully and in good faith.
Deliberately withholding concerns until the end of a term, where there has been reasonable opportunity to raise them earlier, is inconsistent with these principles and may result in the complainant being managed under this policy.
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