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Purpose

This report sets out a proposal for a persistent and vexatious complaints policy to use 
specifically in relation to complaints and enquiries which are persistent and vexatious, 
which may include abusive and offensive communications with the Council.

Recommendation

That the Committee approves the Persistent or Vexatious Complaints and 
Complainants Policy appended to this report.

1.0 Background

1.1 The Council operates a system for handling corporate complaints, which is 
administered within the Legal Democratic and Customer Services Section.

1.2 The Council have received, and continue to receive, communications which 
are vexatious, abusive and offensive. These communications are not 
confined to a particular category - including verbal, written and in person 
contact - and can relate to customers of certain departments, as well as 
those members of the public who have a corporate complaint in progress.

2.0 Report

2.1 The Council wants to deal with complainants in ways that are open, fair 
and proportionate. 

The Local Government and Social Care Ombudsman (“the Ombudsman”) 
advises that: 

“A considered, policy-led approach helps staff to understand clearly what is 
expected of them, what options for action are available, and who can 
authorise these actions. A policy that can be shared with complainants if 
they start to behave unreasonably can help in managing their expectations 
and their behaviour, as far as possible, while the substance of their 
complaint is addressed.”

2.2 The Council does not currently have a policy that sets out how it will deal 
with persistent and vexatious complaints. As a result, in the past it has 
dealt with such issues on an ad hoc basis, which is undesirable for staff 



due to the uncertainty of process and also for customers who have not 
been provided with clear guidance regarding how they are to be treated.

2.3 The policy has been drafted with reference to guidance provided by the 
Ombudsman. The Ombudsman may potentially become involved in the 
handling of persistent or vexatious complainants if a related complaint is 
referred to them. If the Council has had to restrict contact with a 
complainant in any way, showing the Ombudsman that this has taken 
place with an approved policy will assist both the Council and the 
Ombudsman.

2.4 The policy sets out definitions of unreasonably persistent complainants as 
well as vexatious complainants. It also provides examples of unreasonable 
actions and behaviours. Most importantly, it provides guidance in dealing 
with and managing persistent complainants, which is likely to involve 
consideration of how communications with the complainant could be 
restricted through a number of means.

2.5 The policy also sets out how decision-making should take place in relation 
to such complainants, and provides for the complainant to appeal against a 
decision to restrict contact. This is consistent with the Ombudsman’s 
guidance. Finally, the policy sets out how decisions will be recorded and 
reviewed: it is not anticipated nor advised that restricted communication 
should be imposed for an indefinite period of time.

3.0 Conclusion

3.1 This report sets out the rationale for introducing a policy to deal with 
persistent and vexatious complaints.

Financial Services comments: N/A
Legal Services comments: Contained within the report
Crime and Disorder: N/A
Equality and Diversity: Equalities Impact Assessment carried out and 

attached at Appendix B.
Service Improvement Plan 
implications:

N/A

Climate Change implications: N/A
Corporate Plan: Empower our residents – encourage good 

citizenship, and Deliver Effective Services – 
continually review and improve our processes

Risk Assessment: The introduction of a formal policy will avoid the 
Council needing to deal with persistent and 
vexatious complaints in an ad hoc manner and 
provide greater certainty and clarity to the Local 
Government and Social Care Ombudsman that 
the Council has a proportionate and fair 
approach to the matter.



Background Papers: Local Government and Social Care 
Ombudsman “Guidance on managing 
unreasonable complainant behaviour”

Appendices: A: Persistent or vexatious complaints and 
complainants policy
B:   Equalities Impact Assessment

Report Author/Lead Officer: Paul Grant, Borough Solicitor and Monitoring 
Officer


