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1 Introduction

Dealing with a complaint should be a straightforward process but in a minority of cases,
people pursue their complaints in a way which is either unacceptable, can impede the
investigation of their complaint, or can have significant resource issues for the Trust. This
can happen either while their complaint is being investigated, or once the Trust has finished
dealing with the complaint.

2 Aim of this policy

The aim of this policy is to allow us to deal with all complaints in ways which are
demonstrably consistent, fair and reasonable. It sets out how we will decide which
complaints will be treated as abusive, unreasonably persistent or vexatious, and what we
will do in those circumstances. The policy applies to anyone involved in the work of the
Trust in any capacity and includes but is not limited to staff, Trustees, volunteers, service
users and members of the public.

3 Definitions

An abusive complaint is one submitted in terms that are threatening, racist, sexist,
profane, or employ violent or sexual imagery out with the context of the complaint.

A persistent complaint is one that is the same as, or substantially indistinguishable from,
one that has already been submitted by, or on behalf of, the same person/group and
formally responded to by the Trust.

A vexatious complaint is a complaint made in order to pursue aims, or satisfy needs,
unrelated to actual issues raised in the complaint. It may be made by an individual/group or
an authorised representative. A complaint will be deemed to be vexatious if, in the opinion
of the Trust CEO and the Board of Trustees it has been made for purposes unrelated to the
substance of the complaint.

4 Process

Abusive complaints:

If a complainant submits a verbal/written complaint that is abusive, staff should advise the
complainant that they will not tolerate such abuse and politely request that the complainant
moderate their language. If the complainant ignores the request to moderate their
language, then staff advise the complainant that they will terminate the exchange and

inform the police. The Trust CEO should be informed at this stage.

Repeated abuse by a complainant (whether verbal or written) will be considered by the
CEO and Board of Trustees who will take the following action as necessary:
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e Write to the complainant requesting that he/she modifies his/her language in future
or face limitations on the investigation of the complaint;

e Advise the complainant that in future, complaints will only be accepted if submitted in
writing to the Board of Trustees, and that staff will not engage in dialogue with the
complainant.

Persistent complaints:

If staff receive a complaint which they believe has already been considered and disposed of
then the matter should be referred to the CEO who, in agreement with the Board of
Trustees will advise:

a) That the complaint is a new one and should be investigated and responded to ‘as
normal’ under the Complaints Procedure OR;

b) That the complaint needs to be reinvestigated and should be responded to again. In
these circumstances, the complainant should be clearly advised that the complaint
has been dealt with before and that the complainant should exercise their rights to
have the complaint reviewed or referred to the Trust should they remain dissatisfied
with the response on this occasion OR:

c) That the complaint does not need to be reinvestigated or responded to. The CEO will
write to the complainant stating that the matter has been disposed of and will not be
responded to again, whilst confirming the rights of the complainant to submit
complaints on other issues in future.

Vexatious complaints:

If at any stage the CEO feels that the complaints are so abusive as to place an
unreasonably onerous burden on staff, then the Board of Trustees will consider declaring
the complaint as vexatious.

Complaints may be judged to be vexatious by the Board of Trustees, after careful
consideration, and having regard to a range of factors including the following:

a) The number of complaints submitted by a complainant within a defined time period;

b) The types of issues raised by the complainant;

c) The number of times complaints have been upheld;

d) The number of times the complainant has requested review and the findings of those
reviews.

If the Board of Trustees identifies the complainant’s complaint as vexatious, he/she will be
advised of this and informed that restrictions will be placed on future
complaints/correspondence to the Trust. These can include:
e) The Board of Trustees will make a determination, on a case by case basis, as to
whether new complaints raise issues that merit response;
a) the complaint will be neither acknowledged nor responded to.
The CEO will contact the complainant in writing to explain:

e why the Trust has taken the decision;
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e what action the Trust is taking;
e the duration of that action.

The CEO will enclose a copy of this policy in the letter to the complainant.
Where behaviour of the complainant is so extreme or it threatens the immediate safety and
welfare of Trust staff or Trustees, the CEO will consider other options, for example reporting

the matter to the police or taking legal action. In such cases, the Trust may not give the
complainant prior warning of that action.
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