BURGHWALLIS PARISH COUNCIL
VEXATIOUS POLICY

This policy sets out Council's stance on vexatious or abusive complaints, demands
and/or repeated requests for information including Freedom of Information
requests and how they will be dealt with.

Vexatious or Abusive Complaints/Freedom of Information Requests

Most complainants or people making Freedom of Information requests behave in
legitimate ways. A very small minority make complaints/requests that are
vexatious, in that they persist unreasonably with their complaints/requests, or
make complaints/requests in order to make life difficult for the Council rather than
genuinely to resolve a grievance.

The Council recognises that it is important to distinguish between people who
make a number of complaints/requests because they genuinely believe things
have gone wrong, and people who are seeking to subvert the legitimate business
of the council. It is acknowledged that complainants will often be frustrated and
aggrieved and it is therefore important to consider the merits of each case rather
than the way in which they are expressed.

It is not necessary to meet a person’s unreasonable demands, or to answer every
single point in an unreasonable letter. Judgement will be required to separate a
person’s legitimate queries from those that are unreasonable, often within the
same complaint. Skill will be required to respond tactfully and sympathetically. If
the person's persistence adversely affects the Council's ability to do its work and
provide a service to others, the Parish Council need to address such behaviour.

Where the Clerk is of the view that complaints, requests or persons could be
identified as vexatious (in accordance with the criteria set out in Appendix 1), the
Clerk will refer the matter to the Chairman for a decision and their determination of
what action to take. The Clerk will implement such action and will notify the
complainant that their complaint/request is considered as vexatious and what
action will be taken. This notification will be copied to all Councillors and a record
kept of the reasons why a complaint/request has been classified as vexatious.

The Council may deal with vexatious complaints/requests in one or more of the
following ways:

< In a letter, setting out a code of commitment and responsibilities for
the parties involved if the Parish Council is to continue processing
the complaint/request. If these terms are contravened,
consideration will then be given to implementing other action as
indicated below.

< Decline contact with the complainant, either in person, by
telephone, fax, email or any combination of these, provided that
one form of contact is maintained which will usually be by
conventional post (letter).

< Notify the complainant/requestor in writing that the Council has
responded to the points raised and tried to resolve the
complaint/request but there is nothing more to add and continuing
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