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James Marks Academy TRUST
Serial OR REPEATED COMPLAINTS OR CONTACT WITH THE SCHOOL PROCEDURE
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This policy was devised in September 2025 and will be reviewed every two years or sooner if necessary.

It was ratified by the Trust Board on 01/12/2025

This policy applies to any contact to staff, volunteers, Trustees or Members of the James Marks Academy Trust.
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Introduction
The James Marks Academy Trust is committed to dealing with all complaints and contact with the schools fairly and impartially. We are committed to providing high-quality service to all members of our community, which includes those who complain. 
Typically, we will not limit the contact complainants have with our schools. However, we will not tolerate unacceptable behaviour and will take action to protect staff from that behaviour, including that which is serial, repeated, abusive, offensive or threatening.

Definition of serial or repeated behaviours
Whilst JMAT actively seeks the views of all stakeholders, and there is more contact with the schools than is usual in other provisions. The Trust needs to ensure that actions or plans in place that have been agreed have time to draw conclusions about their effectiveness. Additionally, the Trust acts in good faith in all of its contact with member of its community and expects that others do the same.
In keeping with this communication with the schools must be proportionate and must not hinder the consideration of any complaint or previous contact with the school. The Trust will deem the following behaviours contrary to this aim:
refusal to articulate a complaint or specify the grounds of a complaint or the outcomes sought by raising the complaint, despite offers of assistance
refusal to co-operate with the complaints investigation process 
refusal to accept that certain issues are not within the scope of the complaints procedure
insistence on the complaint being dealt with in ways which are incompatible with the complaints procedure or with good practice
introduction of trivial or irrelevant information which they expect to be taken into account and commented on
raising large numbers of detailed but unimportant questions, and insisting they are fully answered, often immediately and to their own timescales
making unjustified complaints about staff who are trying to deal with the issues, and seeking to have them replaced by another member of staff
changing the basis of the complaint as the investigation proceeds
repeatedly making the same complaint (despite previous investigations or responses concluding that the complaint is groundless or has been addressed)
refusal 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 Department for Education
seeking an unrealistic outcome
making excessive demands on school time by frequent, lengthy and complicated contact with staff in person, in writing, by email and by telephone
using threats to intimidate
using abusive, offensive or discriminatory language or violence
knowingly providing falsified information or misrepresenting the information provided
publishing unacceptable information on social media or other public forums
contacting the school repeatedly to pose questions that have already been answered
repeatedly requesting provision be put in place for a pupil that has already been addressed
contacting numerous members of staff when a named contact has been provided
requesting repeated meetings or contact from the school when an issue has already been raised or addressed
appearing unannounced and demanding a meeting with a member of staff.

Actions
Members of the school community should ensure that their contact with the Trust’s schools is proportionate and does not place a significant burden on staff. The staff are usually with pupils during the school day and contacting parties during school hours is difficult. 
The sending of repeated emails or making repeated telephone calls is likely to lead to frustration, as staff are focused on supporting the complex young people in our schools. It is therefore reasonable that all members of our community consider the timing of a call and the time it will take to respond.
Any complaint made by a member of the Trust’s community will be dealt with under the Complaints Policy. It is unhelpful if repeated correspondence is sent whilst this is being dealt with, as it could delay the outcome being reached. Whenever possible, the headteacher or Executive headteacher will discuss any concerns with the person raising the issue informally before applying this procedure.
If the behaviour continues, the headteacher or Executive headteacher will write to the person raising the issue explaining that their behaviour is serial or repeated and ask them to change it. 
For members of the Trust’s community who excessively contact a school, this procedure will apply:
· the headteacher or Executive headteacher will contact the party stating that this procedure is now being applied, and that the level of contact is excessive and unnecessary.
· the school will specify:
· methods of communication e.g. email,
· the number of contacts in a specified time frame e.g. one email per week, and 
· the point of contact in the school e.g. the headteacher
· no other correspondence will be accepted or replied to outside of the agreed process
· this will be reviewed after six months
· if this behaviour continues then the final step would be to request all contact in writing to the headteacher.

If we feel that a person or persons presence on site is detrimental to the well-being of either their own child or one or more of our colleagues, we may have no option but to issue a temporary or permanent site ban. This decision would only be taken in exceptional circumstances and when we feel we have exhausted all avenues available to effect behavioural change
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