
[bookmark: _Hlk156290113][image: ]

	Policy name
	Unreasonable and Vexatious Complaints Policy

	Author / reviewer
	Lucy Vallis 

	First written
	March 2026

	Previous review date
	This is the first version

	This review date
	March 2026

	Next review due
	March 2028 

	Other relevant policies
	Complaints Policy

	Audience
	All staff
	Yes 

	
	PAs & At Home staff
	Yes 

	
	Volunteers
	Yes

	
	Clients / Beneficiaries
	Yes 

	
	All stakeholders
	Yes







Registered Charity No. 1114435. Company No. 05706441. Registered in England and Wales
Full registered company name: Possability People Limited
Registered address: Montague House, Montague Place, Brighton, BN2 1JE

Unreasonable and Vexatious Complaints Policy
1. Introduction
Possability People is committed to handling complaints fairly, consistently and transparently.
We recognise that individuals may feel dissatisfied with the outcome of a complaint. Most concerns are resolved constructively through our complaints process.
However, in a small minority of cases, the manner or frequency of contact becomes unreasonable or unreasonably persistent. This can create disproportionate pressure on staff time, interfere with service delivery, and divert resources from supporting disabled people and our wider community.
This policy sets out how we manage such situations proportionately and professionally.

2. Scope
This policy applies where a complainant’s behaviour, rather than the substance of their complaint, is considered unreasonable or vexatious.
It is not intended to restrict access to our services or to discourage legitimate complaints. It addresses behaviour, not viewpoint.
This policy will only be used in exceptional circumstances, after the internal complaints process has been exhausted.

3. Definition
For the purposes of this policy, an unreasonable or unreasonably persistent complainant is someone who, because of the nature or frequency of their contact, hinders the proper consideration of their complaint or interferes with normal organisational operations.
Some complainants may have valid concerns but pursue them in ways that are inappropriate. Others may pursue matters that have already been fully investigated and concluded.
Judgement is required to distinguish between legitimate challenge and unreasonable conduct.
4. Examples of Unreasonable Behaviour
The following are examples of behaviour that may be considered unreasonable. This list is not exhaustive:
1. Changing the basis of a complaint as the investigation proceeds
2. Contacting multiple members of staff about the same concluded matter
3. Copying external stakeholders into ongoing correspondence after closure
4. Introducing trivial or irrelevant new information late in the process
5. Making excessive or repetitive demands on staff time
6. Making unjustified personal allegations against staff
7. Refusing to accept documented decisions without presenting new evidence
8. Refusing to cooperate with the complaints process
9. Repeatedly raising the same issues after the formal complaints process has concluded
10. Submitting repeat complaints with minor variations
11. Using abusive, threatening, or intimidating language
Single incidents may be unacceptable, but more often concerns arise from persistent patterns of behaviour.

5. Key Considerations
Before applying this policy, we will consider:
· Whether the Complaints Procedure has been properly followed
· Whether any material aspect of the complaint has been overlooked
· Whether the complainant has suffered a demonstrable injustice
· Whether continued correspondence places a disproportionate burden on the organisation
· Whether there are equality, safeguarding, welfare, or communication needs that should be considered, including duties under the Equality Act 2010 and the need to consider reasonable adjustments where appropriate
Communication style, distress, or difficulty structuring concerns will not in itself be treated as vexatious behaviour. Decisions will be proportionate and evidence based.

6. Options for Action
Where behaviour meets the threshold, Possability People may:
1. Require that all communication is directed to a single named contact
2. Limit contact to one method (for example, email only)
3. Place reasonable limits on frequency of contact
4. Decline to respond to correspondence that repeats matters already considered
5. Refuse to register further complaints about the same issue
6. In exceptional circumstances, cease correspondence entirely
Threatening or abusive behaviour may result in immediate restriction of contact and consideration of legal remedies.
7. Procedure
If a staff member believes a complainant is behaving unreasonably, the matter will be referred to the Chief Officer (or the Chair of Trustees if the matter concerns the Chief Officer).
Before applying this policy, the complainant must have exhausted the internal complaints process and been informed of any relevant external escalation routes (such as; regulator, commissioner, or funder where appropriate).
If restrictions are applied, the complainant will be informed in writing:
· Why the decision has been taken
· What restrictions apply
· The duration of the restriction
· How the decision may be reviewed
· The written notification will also reiterate any relevant external routes for escalation, or refer the complainant to the organisation’s Complaints Policy, where these routes are clearly set out.

8. Review of Restrictions
Restrictions will normally be reviewed after six months.
Restrictions will be lifted unless there are good grounds to extend them. The complainant will be informed of the outcome of the review.
 


Equality and Safeguarding
In implementing this policy, Possability People will act in accordance with the Equality Act 2010 and our safeguarding, health and safety, and staff welfare obligations.
We recognise that behaviour may sometimes be linked to disability or mental distress. Reasonable adjustments will be considered where appropriate.
However, no member of staff or volunteer is expected to tolerate harassment, intimidation, or abuse.

10. Record Keeping
A clear record will be kept of:
· The behaviour in question
· The decision-making process
· Any restrictions applied
· Review dates and outcomes

11. Interpretation
Any questions regarding interpretation of this policy will be determined by the Chief Officer (or Chair where appropriate), whose decision will be final.



12. Contact Details
If you wish to contact the organisation regarding this policy or the complaints process, you can do so using the following details:
Email: hello@possabilitypeople.org.uk
Telephone: 01273 89 40 40
Deaf or hard of hearing? Text 07718 42 42 14
If a complainant wishes to pursue a complaint externally after the internal process has been exhausted, details of relevant regulators, commissioners, or funders are set out in the organisation’s Complaints Policy.

If you need this document in a different format please let us know:
hello@possabilitypeople.org.uk
Call 01273 89 40 40
Text 07718 42 42 14
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