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This policy is intended to be used in conjunction with 
the school’s Complaints Procedure. Taken together, 
the two documents set out how the school will always 
seek to work with parents and others with a legitimate 
complaint in an attempt to resolve the issue.

A combination of some or all of the following actions or 
behaviours may lead the school invoking the procedure.

q	� Refusing to specify the grounds of a complaint, despite 
offers of assistance from school staff.

q	� Refusing to co-operate with the complaints investigation 
process while still wishing their complaint to be resolved.

q	� Refusing to accept that issues are not within the remit of 
the school’s complaints procedure despite having been 
provided with information about the procedure’s scope.

q	� Insisting on complaints being dealt with in ways which 
are incompatible with the adopted complaints procedure.

q	� Making what appears to be groundless complaints about 
the staff dealing with their complaint.

q	� Changing the basis of the complaint as the investigation 
proceeds, and or denying statements he or she made at 
an earlier stage.

q	� Introducing trivial or irrelevant new information which 
the complainant expects to be taken into account and 
commented on, or raising large numbers of detailed 
but unimportant questions and insisting they are fully 
answered.

q	� Electronically recording meetings and conversations 
without the prior knowledge and consent of the other 
person involved.

OCTOBER 2022

Persistent Complainants 
/Harassment
FOR USE BY STAFF IN SCHOOL

Stage 1

Stage 2

Stage 3

mailto:admin%40swansfield.northumberland.sch.uk?subject=


2

SWANSFIELD PARK PRIMARY SCHOOL POLICY  |  PERSISTENT COMPLAINANTS |  OCTOBER 2022

The Avenue, Alnwick NE66 1UL 01665 602267 admin@swansfield.northumberland.sch.uk

q	� Either canvassing the views of other parents with the express objective 
of supporting an individual complainant or to consolidate other parental 
grievances, either related or unrelated, as a single complaint.

q	� Adopting a ‘scattergun’ approach; pursuing a complaint or complaints with 
a number of people at the same time e.g. the Local authority / Member of 
Parliament / Councillors / Standards Board  / Police / the Ombudsman.

q	� Making unnecessarily excessive demands on the time and resources of 
staff whilst a complaint is being looked into, by for example, excessive 
telephoning or sending emails to numerous people, writing lengthy 
complex letters every few days and expecting immediate responses.

q	� Submitting repeat complaints after the complaints process has been 
completed, essentially about the same issues, with additions / variations 
which the complainant insists mean these ‘new’ complaints should be put 
through the full complaints procedure again.

q	�� Refusing to accept the decision – repeatedly arguing the point and 
complaining about the decision. 

Stage 1
If it is considered that any actions of any individual constitute unreasonable 
behaviour, or an individual is deemed to be an unreasonably persistent 
complainant, the Head Teacher or her designated representative, in 
consultation with the chair of governors, will inform the individual informally 
that his / her behaviour is considered by the school to be unreasonable or 
unacceptable, and request a changed approach. 

Stage 2
If there is no improvement in behaviour and those involved in taking the 
decision at stage 1 are satisfied that the complaint is being, or has been 
investigated properly; that any decision reached was the right one; that 
communication with the complainant was adequate, and that the complainant 
is not now providing any significant new information that might affect the view 
on the complaint they will, after taking advice from the Director of Education, 
inform the complainant in writing that his / her behaviour falls under the terms 
of the persistent complainants / harassment procedure.

A copy of the persistent complainants / harassment procedure must be sent 
to the individual with a letter giving details of any restrictions which will apply, 
which may include some or all of the following:
q	� All future meetings will be conducted with a third person present;
q	� Notes of meetings will be taken;
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q	� Restrictions on the number and specified times for telephone calls (except 
in cases of emergency);

q	� Specifying who the complainant is to communicate with;
q	� The school will respond only to written communication from the individual;
q	� Informing the complainant that future correspondence will be read by 

the Head Teacher of her designated representative and place on file 
but not acknowledged unless it contains “relevant new information” or 
“information, which in the school’s opinion requires a response”.

q	� The individual may be banned from entering the school site;
q	� An anti-social behaviour order (ASBO) is to be requested;
q	� That the individual will be prosecuted under anti-harassment legislation.

This letter should also state the length of time the restrictions are to apply and 
that any legitimate new complaint will always be considered. 

Stage 3
A persistent complainant has the right to appeal to the Governing Body.  Any 
letter appeal should be addressed to the chair of Governors and MUST be 
received within ten school days of receipt of the letter referred to at Stage 2. 
The chair of Governors will convene a committee of the Governing Body to 
review the case.  The persistent complainant will be informed in writing of the 
outcome of the meeting within five school days of the committee meeting.

The Local Authority has no power to overturn a decision of the Governing 
Body however they may act as mediator between school / complainant.

A complainant also has the right to appeal to the Secretary of State, or where 
there is a dispute about action taken or not taken by the Local Authority, to the 
Local Government Ombudsman.
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This policy has been formally adopted by the governing body.

V E R S I O N  H I S T O R Y

V E R S I O N D AT E D E S C R I P T I O N

Initially adopted 7 February 2011 Federation Policy

Review May 2018 Adapted into Swansfield Park Primary School

Review December 2018 Updates

This Review October 2022 Minor date amendments
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A P P R O VA L  A N D  A U T H O R I S AT I O N
N A M E J O B  T I T L E S I G N AT U R E D AT E

Approved Jenny Smith Head 
Teacher October 2022

Approved Angela 
Jefferies

Chair of  
Governors October 2022

DATE OF NEXT REVIEW Autumn 2025
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