Gowerton Community Council
 Vexatious, Persistent and Unreasonable Complaints Policy
1. Purpose
The Community Council is committed to dealing with all complaints fairly, consistently, and in accordance with its Complaints Procedure. We recognise that complainants may sometimes feel dissatisfied with the Council's decisions or responses.
However, there are occasions when a complainant's behaviour, persistence, or demands become unreasonable and place a disproportionate burden on the Council's limited resources. This policy sets out how the Council will manage complaints that are considered vexatious, persistent, or unreasonable while ensuring that complainants continue to be treated with dignity and respect.
2. Scope
This policy applies to all complaints made to the Community Council by members of the public, organisations, or other stakeholders.
It does not apply to:
· Freedom of Information requests.
· Subject Access Requests.
· Complaints made by Council employees under employment procedures.
· Matters subject to legal proceedings.
3. Principles
The Council will:
· Treat all complainants fairly and without discrimination.
· Ensure complaints are investigated objectively and impartially.
· Consider each case on its own merits.
· Distinguish between a persistent complainant and a vexatious complaint.
· Use this policy only when justified by the circumstances.
· Maintain accurate records of all communications and decisions.
4. Definition of Vexatious, Persistent or Unreasonable Behaviour
A complaint may be considered vexatious, persistent, or unreasonable when a complainant's behaviour results in a disproportionate level of time, effort, or resources being required by the Council without presenting new or relevant information.
Examples may include, but are not limited to:
Persistent Complaints
· Refusing to accept the outcome of a complaint investigation.
· Repeatedly raising the same complaint after it has been fully addressed.
· Continually changing the substance of the complaint.
· Seeking unrealistic outcomes that are outside the Council's powers.
Excessive Contact
· Making repeated telephone calls, emails, letters, or visits concerning the same issue.
· Contacting multiple councillors or officers about the same matter simultaneously.
· Sending excessive volumes of correspondence without introducing significant new information.
Unreasonable Behaviour
· Using abusive, threatening, aggressive, or offensive language.
· Making unfounded allegations against councillors, employees, or contractors.
· Recording meetings without consent where prohibited.
· Refusing to cooperate with the complaints process.
Vexatious Complaints
· Complaints intended to cause disruption, annoyance, or inconvenience rather than resolve a genuine concern.
· Repeated allegations without evidence.
· Complaints pursued with the primary aim of harassing or intimidating councillors, staff, or contractors.
5. Identifying Vexatious or Unreasonable Complaints
A complaint will not be deemed vexatious solely because:
· The complainant is critical of the Council.
· The complainant is emotional or upset.
· The complaint lacks merit.
· The complainant has made previous complaints.
Before applying this policy, the Council must be satisfied that:
· The complaint has been properly investigated.
· Responses have been provided appropriately.
· Attempts have been made to resolve the matter.
· The complainant has been warned that their behaviour may result in restrictions being imposed.
6. Procedure
Stage 1: Informal Warning
Where concerns arise regarding a complainant's conduct, the Clerk or Chair may write to the complainant explaining:
· Why their behaviour is causing concern.
· What changes are required.
· That continued unreasonable behaviour may result in restrictions.
Stage 2: Formal Review
Should the behaviour continue, the Clerk and Chair, or a panel appointed by the Council, will review the circumstances and determine whether the policy should be applied.
The review shall consider:
· The complaint history.
· Correspondence records.
· Actions already taken by the Council.
· The proportionality of any proposed restrictions.
Stage 3: Decision
If the complaint is deemed vexatious, persistent, or unreasonable, the Council may impose one or more of the following measures:
· Limiting communication to one specified contact point.
· Requiring communications to be made in writing only.
· Restricting the frequency of correspondence.
· Declining to respond to repeated issues already addressed.
· Returning correspondence that is abusive or offensive without response.
· Restricting contact to a nominated councillor or officer.
· Ending consideration of the complaint where all reasonable steps have been completed.
The complainant will be notified in writing of:
· The reasons for the decision.
· Any restrictions imposed.
· The right to request a review.
7. Review of Restrictions
Restrictions imposed under this policy will normally remain in place for up to 12 months.
Following this period, the Council will review the case and consider whether:
· The restrictions should be removed.
· The restrictions should continue.
· Modified arrangements are appropriate.
A complainant may request a review if they believe circumstances have changed.
8. Record Keeping
The Council Clerk shall maintain records of:
· Complaints received.
· Correspondence and communications.
· Warnings issued.
· Decisions made under this policy.
· Reviews undertaken.
Records will be retained in accordance with the Council's Data Protection and Records Management policies.
9. Equality and Data Protection
The Council recognises that unreasonable behaviour may sometimes be influenced by disability, health conditions, or personal circumstances.
When applying this policy, the Council will:
· Consider reasonable adjustments where appropriate.
· Comply with the Equality Act 2010.
· Process personal information in accordance with UK GDPR and the Data Protection Act 2018.
10. Policy Review
This policy shall be reviewed by the Community Council every three years, or sooner if required by legislative or operational changes.
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