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Top Tips for handling serial and persistent parental complaints:

· Complaints using AI

Remember these are full of lots of wording that doesn’t necessarily address the exact nature of the complaint itself – try to break through the long paragraphs and work out what the essence of the complaint is….and also what the desired outcome is. 


· Inaccurate citations of the law

It is worth checking whether any reference to legislation is accurate, especially if you are unsure of the source.  Complainants can sometimes cite legislation that has been offered by AI or from an unreputable agency. 

· It isn’t personal
Persistent complaints are often fixated on an individual member of staff, usually the Headteacher. They can feel like a personal attack. Try to remove yourself from the situation, have another member of staff take over the handling of the complaints, or seek support from outside the school. The fixation is on your role, not on you as a person. 

· Is the complaint different from last time?

Look at the complaint not the complainant – you must consider new complaints from the same complainant. Check the facts of each complaint – if you have already dealt with the issue to the conclusion of your policy – refer the complainant to the previous outcome. If the topic is new, you will need to deal with it. 


· Manage the contact

If your school is receiving numerous, frequent correspondence from the same complainant you can limit communication. You can appoint one member of staff that will deal with the issues, one method of contact, or set aside one time each week when the issues will be addressed. Communicate this with the complainant. 


· It may not be vexatious

‘Vexatious’ is a term that is used quite freely. Legally, most complaints do not meet the threshold to be classed as vexatious. Vexatious complaints are those that are obsessive, harassing, unmeritorious, unreasonable, intended to cause disruption and lacking value. It is always worth seeking advice on whether a complaint can be written off as vexatious.


· You do not have to accept abuse

If a parent is abusive, intimidating or threatening to any member of staff, you have the option to ban them from the school premises. This must be done carefully, so seek legal advice to ensure you comply with the law.


· Complainants cannot dictate sanctions
Remember that complainants cannot dictate any sanctions against staff or other pupils, nor do they have a right to be informed of any actions taken against others.

· Social media

It can be extremely difficult when complainants take to social media or group messaging platforms. It is often difficult to prohibit this. Seek legal advice if this happens.


· Complaint campaigns
If you receive duplicate complaints from various complainants, you can consider using a template or published response to help you manage and preserve your time dealing with these.

· Watch your words!
Always remember that anything that you write about a complainant, or a pupil could be disclosed to them if a Subject Access Request is made. This includes using their initials or another reference that could clearly identify them.  Any emails, school documents or records would be disclosable.



If your are dealing with a difficult complaint, you would like your practice or policy reviewing, or would like advice on managing complaints, please feel free to get in touch….



Contact:

education@wolferstans.com
vsargeant@wolferstans.com			01752 292372
jtwine@wolferstans.com			01752 292351
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