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Policy on ‘unreasonable’ and ‘unreasonably persistent 
complainants’ 
 
Cambridge City Council values the feedback on our services that we receive 
through the complaints process and we are committed to dealing with all 
complaints fairly and impartially and to providing a high quality service to 
those who make them. There are, however, a small number of people who 
pursue their complaints in a way that can prevent proper investigation of their 
complaint or other people’s, or that requires us to commit significant and 
inappropriate levels of resource to investigating the complaint, or who refuse 
to accept the results of the investigation and determination of their complaint.  
 
We refer to such complainants as ‘unreasonable’ or ‘unreasonably persistent 
complainants’ and, exceptionally, will take action to limit their contact with the 
City Council and its staff. 
 
The decision to restrict access to the staff and offices of the City Council will 
be taken by the relevant Head of Service in consultation with their Director 
and will normally follow a prior warning to the complainant. Any restrictions 
imposed will be appropriate and proportionate. They may include the 
following: 
 
y Limiting the complainant to one means of contacting the Council 

(e.g. by letter) 
y Requiring the complainant to communicate with only one named 

member of staff (this may involve re-routing emails to a named 
officer) 

y Restricting the number and duration of telephone calls (e.g. one call 
per week of 20 minutes duration) 

y Refusing to log, investigate or reply to further complaints about the 
same matter 

y Where a decision on a complaint has already been made, providing 
the complainant with acknowledgements only of the receipt of 
letters, faxes, emails, or, if necessary, informing the complainant 
that any future correspondence which contains no new evidence, 
will be read by Head of Service and placed on file, but not 
acknowledged 

y Referring the complainant to the Independent Complaints 
Investigator or Local Government Ombudsman’s Office 

 
When we decide to treat someone as an ‘unreasonable ‘or ‘unreasonably 
persistent complainant’, we will write to tell them why we believe this to be the 
case, what action we are taking and how long that action will last. If we are 
still treating someone as an unreasonable or unreasonably persistent 
complainant after a year, the decision will be reviewed by the Director of 
Customer and Democratic Services in their role as the Council’s Monitoring 
Officer, and a decision taken as to whether the restrictions should continue. 
 



New complaints on other matters from complainants who have come under 
the unreasonable and unreasonably persistent complainants policy will be 
treated on their merits. 
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