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Unreasonable Conduct and Communications Policy

1. Purpose

The vast majority of parents, carers and other visitors to our school[s] are supportive of the
school, its teachers, other members of staff, its students, their parents and other visitors,
and act in a reasonable way, ensuring that the school is a safe, orderly environment in
which students can learn. Occasionally, however, a negative attitude is expressed in an
aggressive, verbally abusive or physically abusive way towards these members of the
school community which is unacceptable and will not be tolerated.

The Trust’s approach to handling concerns and complaints is aligned with the Department
for Education (DfE) guidance on parental complaints and the most recent national
guidance on effective concerns and complaints handling. The School/Trust seeks to resolve
concerns in a manner consistent with the Trust’s Catholic ethos and values, including
respect, reconciliation, dignity, and partnership with families. Wherever possible,
restorative and relationship-focused approaches will be prioritised. The Trust policies
emphasise early, open and respectful communication, partnership working with parents
and carers, and a focus on resolution wherever possible.

This policy explains how the School/Trust will manage and respond to unreasonable
conduct, vexatious complaints, inappropriate use of social media and online platforms,
unwanted contact with other parents/families, and defamatory statements at any point. It
aims to protect pupils, staff, governors/trustees and the wider community while ensuring
that concerns and complaints can be raised and considered fairly, transparently and
lawfully.

This policy should not be read as discouraging parents or carers from raising concerns. Its
purpose is to address behaviour that significantly undermines constructive engagement or
causes harm, not to restrict legitimate challenge or advocacy. This policy should not be
implemented without prior consultation with the Executive Team.
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2. Scope
This policy applies to parents, carers, former parents/carers, members of the public, and
third parties acting on behalf of others.

It applies to conduct and communications before, during, or after any complaints process,
and also where no formal complaint has been made, including contact in person, by
telephone, in writing, by email, via social media, messaging apps, online forums, blogs and
review platforms, and through contact with other parents/families.

3. Relationship to other policies

This policy operates alongside, and should be read with, the School/Trust Complaints
Policy, Behaviour Policy, Safeguarding and Child Protection Policy, Online Safety Policy,
Parent communication agreement and any Parent/Carer and Visitor Codes of Conduct.

Action under this policy does not determine the outcome of any complaint. Complaints will
continue to be handled in line with the published complaints procedure unless
safeguarding, legal or operational requirements mean a different approach is necessary.

The Parent and Carer Code of Conduct sets out general behavioural expectations for
engagement with the School/Trust and the type of conduct that will not be tolerated. This
policy provides the framework for managing situations where behaviour falls significantly
outside those expectations or persists despite early intervention.

Note: Complaints about staff conduct will not generally be handled under this
complaints procedure. Complainants will be advised that any staff conduct complaints
will be considered under staff disciplinary procedures, if appropriate, but outcomes will
not be shared with them.

4. Legal and regulatory framework
The School/Trust will act reasonably, proportionately, and in line with relevant law and
regulatory expectations, including (as applicable):

e Education Act 2002 and associated duties for maintained schools and academies

e Education (Independent School Standards) Regulations 2014 (as applicable)

e Equality Act 2010 (including the duty to consider reasonable adjustments)

¢ Human Rights Act 1998

e Data Protection Act 2018, Data (Use and Access) Act 2025 and UK GDPR

* Protection from Harassment Act 1997

e Defamation Act 2013 (where relevant to published content)

e DfE guidance on complaints about schools and Ofsted expectations regarding
leadership, safeguarding and staff wellbeing

The inclusion of legal frameworks does not mean the School/Trust will make legal
determinations. Where legal concepts are relevant, external advice may be sought.
Decisions under this policy are based on behaviour and impact, not on legal findings.
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. Core principles

¢ We encourage respectful dialogue and early resolution wherever possible.

e Werecognise that complainants may feel distressed, anxious or frustrated. Persistence
or criticism alone is not unreasonable.

¢ Wedistinguish between the substance of a concern/complaint and the mannerin
which itis pursued.

* We prioritise safeguarding and will not treat safeguarding concerns as vexatious.

e We will consider equality and accessibility, including reasonable adjustments where
required.

e We will protect staff, pupils and families from abuse, intimidation, harassment or
undue disruption.

e We will keep clear records of decisions and the reasons for them.

6. Definitions

6.1 Unreasonable behaviour

Unreasonable behaviour is conduct or communication which, when viewed objectively and
in context, because of its frequency, nature, tone or wider impact, has the effect of
significantly disrupting school/trust operations, placing disproportionate demands on staff
time or resources, hindering the fair consideration of concerns/complaints, causing
distress or intimidation to others, or undermining governance, safeguarding or the integrity
of decision-making.

Single incidents of criticism, challenge, or emotional communication will not normally
meet this threshold unless they involve serious misconduct such as threats,
harassment or discrimination.

For the purposes of this policy, “unreasonable complaints” include:
Vexatious complaints, which:

e Are obsessive, persistent, harassing, prolific, or repetitious.- Insist upon pursuing
unmeritorious complaints and/or unrealistic outcomes beyond all reason.

e |nsist upon pursuing meritorious complaints in an unreasonable manner.- Are
designed to cause disruption or annoyance.- Demand for redress which lacks any
serious purpose or value.

Serial or persistent complaints, which:-

e Areduplicated, sent by the same complainant once the initial complaint has been
closed.

o Are new complaints that are submitted additionally, as part of an existing open
complaint, by the same complainant.

A complaint may also be regarded as unreasonable when the complainant:



Refuses to articulate their complaint or specify the grounds of a complaint or the
outcomes sought by raising the complaint, despite offers of assistance.

Refuses to cooperate with the complaints investigation process while still wishing
their complaint to be resolved.

Refuses to accept that certain issues are not within the scope of a complaints
procedure.

Insists on the complaint being dealt with in ways which are incompatible with the
adopted complaints procedure or with good practice.

Introduces trivial or irrelevant information which they expect to be taken into
account and commented on, or raises large numbers of detailed but unimportant
questions and insists they are fully answered, often immediately and to their own
timescales.

Makes unjustified complaints about staff who are trying to deal with the issues and
seeks to have them replaced.

Changes the basis of the complaint as the investigation proceeds.

Repeatedly makes the same complaint despite previous investigations or
responses concluding that the complaint is groundless or has been addressed.
Refuses to accept the findings of the investigation into that complaint where the
trust’s complaints procedure has been fully and properly implemented and
completed, including referral to the DfE.

Seeks an unrealistic outcome.

Makes excessive demands on school time by frequent, lengthy, complicated and
stressful contact with staff regarding the complaint in person, in writing, by email
and by telephone while the complaintis being dealt with.

A complaint may also be considered unreasonable if the complainant:

Acts maliciously or aggressively.

Uses threats, intimidation or violence.

Uses abusive, offensive or discriminatory language.

Knows the complaint to be false.

Uses falsified information.

Publishes unacceptable information in media such as social media websites and
newspapers.

The types of behaviour which are unacceptable and will not be tolerated are those listed in

the Parent Code of Conduct. Some examples of this behaviour are listed below:

shouting, either in person or over the telephone;

using intimidating language or behaviour in person, in written communication
(such as emails or letters), or on online social media platforms (including but not
limited to Facebook, X, LinkedIn, YouTube, WhatsApp, Instagram, TikTok and
Google);



¢ using threatening language or behaviour in person, in written communication
(such as emails or letters), or on online social media platforms (including but not
limited to Facebook, X, LinkedIn, YouTube, WhatsApp, Instagram, TikTok and
Google);

e using abusive language or behaviour in person, in written communication (such
as emails or letters), or on online social media platforms (including but not
limited to Facebook, X, Linkedln, YouTube, WhatsApp, Instagram, TikTok and
Google);

e usinginsulting language or behaviour in person, in written communication (such
as emails or letters), or on online social media platforms (including but not
limited to Facebook, X, LinkedIn, YouTube, WhatsApp, Instagram, TikTok and
Google);

e using defamatory language or language which could cause unjustified
reputational damage to the school, its staff or governors, in person, in written
communication (such as emails or letters) or on online social media platforms
(including, but not limited to Facebook, X, Linkedln, YouTube, WhatsApp,
Instagram, TikTok and Google);

e using aggressive or offensive hand gestures;

¢ shaking or holding a fist towards another visitor or member of staff on the school
premises;

e swearing;

e pushing, shoving or jostling;

e hitting, slapping, punching or kicking;

e spitting;

e any other behaviour likely to cause anybody witnessing it (including the
recipient) alarm, distress or to fear that violence may be used against them or
others.

This is not an exhaustive list but seeks to provide illustrations of such behaviour

6.2 Complaints which are obsessive, persistent, harassing, prolific, repetitious
A complaint will not be considered frivolous or vexatious solely because it is persistent,
emotive, complex or critical.

A complaint may be considered frivolous or vexatious only where the behaviour, taken as a
whole and assessed objectively, meets one or more of the thresholds below and continues
after reasonable steps have been taken to clarify process, provide responses, and seek
resolution.

Threshold is met where the following apply:

e Frequency or volume is excessive when compared to the nature, scale or seriousness
of the issue

e Substantive responses have already been provided (including outcomes and
explanations)

o The same points are repeatedly raised without new evidence or materially new
information



e The behaviour continues after clear communication about process, response times
and next steps

Indicators (examples):
e Multiple emails/messages in a short period (e.g. daily or multiple times per day) on
the same issue
o Repeatedly re-phrasing the same complaint following a final response
e Copyingincreasing numbers of recipients to apply pressure
e Continuing contact despite being asked to allow time for a response

Threshold is NOT met where:
e new evidence is provided
e the complaint process is ongoing
e delays or lack of clarity from the school have contributed

2. Insistence on Pursuing Unmeritorious Complaints and/or Unrealistic Outcomes

Threshold is met where:
e The complaint has been fully investigated in line with the published procedure
e Findings have been clearly communicated with reasons
e Requested outcomes are outside the school’s legal powers, policy, or
reasonableness
e The complainant refuses to accept the outcome and continues to pursue it
without new grounds

Examples of unrealistic outcomes:
e demands for disciplinary action where no misconduct is found
e insistence on overturning lawful decisions without evidence
e demands for apologies, compensation or admissions of fault that are unsupported
e requests for action against third parties beyond the school’s authority

Threshold is NOT met where:
e the school’s response has been unclear, incomplete or procedurally flawed
e the complainantis seeking clarification rather than reversal
e escalationrights have not been exhausted

3. Insistence on Pursuing Meritorious Complaints in an Unreasonable Manner

Threshold is met where:
The underlying complaint may have merit or has been partially upheld. However, the
manner of pursuit becomes unreasonable, such as:

e abusive, aggressive or intimidating tone

e excessive or disproportionate contact

o repeated escalation beyond agreed routes



o refusal to engage with reasonable boundaries
The complainant has been advised of expected conduct and given an opportunity to
adjust

Threshold is NOT met where:
e communication is firm but respectful
e distress or emotion is expressed without abuse
e reasonable adjustments have not yet been considered

4. Complaints Designed to Cause Disruption or Annoyance

Threshold is met where:
The complaint activity serves no apparent purpose in progressing resolution
The primary impact is disruption to school operations, staff wellbeing or governance
There is evidence of:
e strategic timing to maximise disruption
e use of multiple channels simultaneously
e mobilisation of others to increase pressure
e bypassing agreed processes intentionally
Behaviour continues after warnings or boundary-setting

Threshold is NOT met where:
e escalation follows published procedures
e the complainantis attempting to be heard after genuine procedural failure

5. Demands for Redress That Lack Serious Purpose or Value
Threshold is met where:

Demands are disproportionate, punitive or symbolic rather than corrective

There is no clear link between the issue raised and the remedy sought

The demands would not reasonably resolve or address the concern

The complainant persists despite clear explanation of why the request cannot be met

Examples:
e repeated demands for apologies without identifying wrongdoing
e requestsintended to “prove a point” rather than resolve an issue
e demands that would cause unjustified harm to others

Threshold is NOT met where:
e the complainantis unclear about what remedies are possible

e expectations have not yet been managed or explained

Safeguards



To reduce risk and increase fairness:

¢ No single factor will be used in isolation to label a complaint frivolous or vexatious
¢ Decisions will be based on patterns of behaviour over time, not isolated incidents.
¢ Reasonable adjustments, including for disability, neurodiversity or communication
needs, will be considered.
¢ The complainant will normally be warned and given an opportunity to modify
behaviour before restrictions are applied.
e Records will clearly distinguish between the substance of the complaint and the
manner in which it is pursued.

7. Communication expectations and standards of conduct

Concerns should normally be raised directly with the School/Trust through appropriate
channels before escalation to wider audiences or public forums, except where
safeguarding or whistleblowing duties apply. All communication with the School/Trust
should:

e be respectful and not abusive, threatening, discriminatory or intimidating
e be proportionate in volume and frequency
e use appropriate channels and follow published procedures
¢ allow reasonable time for responses and investigations
e avoid repeating the same points once they have been acknowledged or answered,
unless new evidence arises
e respect confidentiality and privacy (especially regarding pupils, staff and other
families)
These expectations apply both online and offline and include communication via third
parties.

8. Social media and online platforms

8.1 Expectations
Parents and community members are expected not to:

e post abusive, offensive, threatening or discriminatory content

¢ publish unverified or misleading allegations presented as fact

¢ identify, name, photograph or otherwise target pupils, staff, governors/trustees or
other families

¢ share confidential, personal or sensitive information (including about children)

e encourage others to harass, pressure or target individuals

e use social media to bypass school processes or to escalate conflict

e creating online content intended to ridicule or humiliate

e creating pages or groups impersonating the School/Trust

¢ publishing edited or manipulated media involving staff or pupils



8.2 When social media use becomes unreasonable

Social media or online activity may be considered unreasonable where it escalates conflict
rather than seeks resolution; causes distress or reputational harm; undermines
confidentiality or safeguarding; or mobilises others to target individuals. The School/Trust
will not engage in disputes on social media.

The School/Trust recognises that parents may use online platforms to seek support or
advice. Concerns should, however, be raised directly with the School/Trust wherever
possible to allow matters to be addressed promptly and fairly.

9. Contact with other parents/families and the wider community

9.1 Expectations
Parents are expected to respect the privacy and boundaries of other families and not
involve pupils in adult disputes.

Behaviour and conduct may be considered unreasonable or intolerable where a person:

e repeatedly contacts other parents/families without consent

e pressures others to support a complaint or take sides

¢ shares partial, misleading or confidential information about a dispute

e encourages group action that intimidates, targets or ostracises individuals
e creates or amplifies conflict within parent groups or online chats

9.2 Unacceptable contact

Contact may be unacceptable where it amounts to harassment, causes distress or fear,
raises safeguarding concerns, or includes threats or intimidation. In serious cases, the
School/Trust may take action under safeguarding, harassment or legal frameworks and
may signpost affected individuals to appropriate support.

10. Malicious or false allegations and the Trust response

Behaviour may be considered particularly serious where it amounts to harassment or
malicious communication, including:

e repeated unwanted contact that causes distress or alarm

e communications intended to intimidate, threaten or humiliate

e knowingly sending known false information to cause harm

¢ encouraging others to target or harass individuals

10.3 Trust response

Unacceptable communications may arise where statements, allegations, or conduct are
communicated to others in a way that causes harm to an individual or organisation. This
may include, but is not limited to, the making or repetition of false or misleading statements
of fact, the pursuit of allegations without reasonable foundation, or communications that
are abusive, threatening, harassing, or malicious in nature. Such communications may



occur in writing or publication (including online posts, emails, and group messages) or
through spoken statements.

10.2 Distinction between complaints, protected disclosures, and unacceptable
conduct

The School/Trust recognises the right of individuals to raise concerns and complaints in
good faith through appropriate channels. Disagreement with decisions or outcomes, robust
challenge, and opinions that are clearly expressed as opinion do not in themselves
constitute unacceptable conduct.

However, behaviour may become unacceptable where allegations or statements are
repeatedly made, pursued publicly, or presented as fact despite a lack of evidence or
following appropriate investigation, or where the manner, frequency, or tone of
communications becomes unreasonable, harassing, or malicious.

Nothing in this section is intended to restrict safeguarding responsibilities, statutory
reporting duties, or whistleblowing protections.

10.3 Trust response to potentially harmful or unlawful communications

Where communications raise concerns under this section, the School/Trust will respond in
a measured, proportionate, and fair manner. This may include:

e Aninitial assessment of the nature of the statements or conduct, including whether
allegations are presented as fact, whether they are demonstrably false or misleading,
the audience reached, and the potential impact.

o Informalresolution where appropriate, including clarification, requests for correction or
removal, and reminders of expected standards of conduct.

¢ Formal written warnings where behaviour persists or where harm or risk is significant.

¢ Managed communication arrangements where such behaviour forms part of wider
unreasonable or persistent conduct.

e Seeking external advice, including legal advice, where matters are serious, complex, or
potentially unlawful. Any legal steps will be considered carefully and used only as a last
resort.

11. Assessment of behaviour and decision-making

Before applying measures under this policy, the School/Trust will carry out an evidence-
based assessment. Where possible, we will seek informal resolution before applying formal
restrictions.

The assessment will consider:

e Pattern: whether behaviour is repeated or escalating over time.
¢ Impact: effect on staff wellbeing, pupil welfare, school operations, governance and the
wider community.



¢ Proportionality: whether proposed measures are the least restrictive option to achieve
a fair and safe process.

¢ Context: including any disability, language barriers or other needs requiring reasonable
adjustments.

e Safeguarding: whether any contact raises safeguarding concerns requiring separate
action.

A decision will be based on evidence, patterns of behaviour, and proportionality.

Assessment Checklist

Before applying this policy, leaders will consider:

[0 Has the complaints procedure been followed fully and correctly?

[0 Has the complainant received clear written responses?

[0 Has the complaint already been concluded or escalated appropriately?
O Is the complainant refusing to accept a lawful outcome?

O Is contact excessive compared to the issue raised?

O Is staff wellbeing or school operations being adversely affected?

[0 Have reasonable adjustments been considered (Equality Act)?

I Has informal resolution been attempted?

No complaint will be labelled vexatious solely because it is persistent, complex or critical.
A single serious incident (e.g., threats, harassment or discriminatory abuse) may justify
immediate escalation.

12. Thresholds and responses
Responses under this policy may include the sanctions outlined in the Parent and Carer
Code of Conduct where proportionate and appropriate.

12.1 Level 1 - Early concern
Indicators may include emerging issues with tone, frequency or online conduct.

Possible responses include:

e clarifying the process and response times

e remindingthe individual of respectful communication expectations
e agreeing a single point of contact where helpful

e confirming expectations in writing

Where appropriate, the School/Trust may offer restorative or facilitated discussions to
rebuild constructive working relationships.

12.2 Level 2 - Unreasonable behaviour/Conduct that will not be tolerated
Indicators may include repeated disregard of expectations and increasing impact on staff
or operations.

Possible responses include:



o formal written notice explaining concerns and expected conduct
e warning that communication may be managed more formally if behaviour continues
e signposting to the appropriate route to progress the matter constructively

12.3 Level 3- Managed communication plan
Indicators may include persistent unreasonable behaviour despite prior warnings.

A managed communication plan may include:

e asingle named point of contact

e one channel of communication (e.g., email only)

e contact limited to set intervals (e.g., weekly updates)

e notresponding to duplicate, abusive orirrelevant correspondence (with
acknowledgement where appropriate)

¢ meetings by appointment only, with appropriate boundaries

¢ Plans will be reviewed after [e.g., 2 months] or sooner if circumstances change.

The School/Trust reserves the right not to respond to correspondence that is abusive,
repetitive, or unrelated to new matters, provided this is clearly communicated in advance.

12.4 Level 4 - Vexatious or serious misconduct
Indicators may include harassment, intimidation, discrimination, threats, serious
reputational harm, or safeguarding risks.

Possible responses include:

e restricting contact to written communication only

¢ ending communication on matters already fully concluded (unless new evidence
arises)

e requiring communication via legal representatives where appropriate

e contacting external agencies (e.g., police) where threats, harassment or safety
concerns arise

e Any site restrictions will be considered only as a last resort, in line with relevant
legislation, The School will seek legal guidance when considering any action related to
site restrictions.

13. Equality, safeguarding and reasonable adjustments

The School/Trust is committed to meeting its equality duties and to making reasonable
adjustments where needed, including in recognition of communication needs, disability,
mental health, literacy, or language barriers that may affect engagement. Safeguarding
concerns are always welcomed, treated as a priority, and addressed through the
appropriate safeguarding procedures. Nothing in this policy is intended to discourage or
prevent the reporting of safeguarding concerns or the right to complaint. Behaviour directed
toward a child or involving confrontation with another child will normally be managed in line
with safeguarding procedures as described in the Parent and Carer Code of Conduct.



14. Recording, confidentiality and oversight

The School/Trust will keep a clear written record of decisions, actions taken and reasons.
Records will be stored securely in line with data protection law. Governors/Trustees will
have appropriate oversight of the application of this policy. Records may be requested by
Ofsted, the ESFA or the Secretary of State as part of regulatory oversight.

15. Right to request a review

An individual may request a review of restrictions imposed under this policy by writing to
the Chair of Governors or the Trust Board (as applicable). The review will consider fairness,
proportionality, and whether the policy has been applied properly.






