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UTC Cambridge: Delivering Future Scientists

Through an innovative curriculum, developed with leading scientists from industry and academia, UTC
Cambridge builds bespoke learning solutions delivered in a state of the art science and technology
environment that empowers students to manage their academic and career development.

We set ourselves challenging goals, are agile and resilient, to achieve our personal best.

By respecting one another we enhance our experience and benefit from different perspectives.
We take individual responsibility, ensuring team delivery.

By respecting our environment, our world, we make a difference.

We celebrate positive contribution and aspire to excellence.

We are morally and ethically responsible in scientific and environmental innovation.
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.0 Habitually demanding or vexatious complainants, and/or people who exhibit habitually
demanding or vexatious behaviour, are an increasing problem for public sector staff.
Handling such people or complainants could place a strain on time and resources and
cause unacceptable stress for staff, who may need support in difficult situations. The
following procedures set out a policy in dealing with such complainants. It must be
stressed that the vast majority of people who do come into contact with public sector
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2.0

2.1

3.0

3.1

3.2

staff do not display such behaviour. This procedure is for the small minority who do.
Execution of these procedures would only take place in exceptional circumstances.

The procedure outlined in this document will only be used as a last resort and after all
reasonable measures have been taken to try to resolve issues locally or through the
appropriate complaints procedure. Judgment and discretion must be used in applying the
criteria to identify such behaviour and in deciding on the action to be taken in each case.
The procedure will only be implemented following careful consideration by, and with the
authorisation of, the most senior member of the leadership team within UTC Cambridge
(UTCC).

To identify situations where someone might be considered to fall into these categories
and establish a procedure whereby they can be treated equitably and fairly.

To protect UTCC staff from the nuisance, abuse and threatened or actual harm, which
may be caused by such behaviour.

It is accepted that complainants or others coming into contact with UTCC staff may act
out of character. They may show signs of vexatious behaviour for several reasons and
may be unaware that their attitude/behaviour is causing unnecessary distress to others.

One definition of vexatious behaviour is to harass, distress, agitate, disturb or pursue
issues excessively.

Behaviour exhibited by a person (and/or anyone acting on their behalf) may be deemed
to be habitually demanding or vexatious where previous or current contact with them
shows that they meet any of the following criteria:

(a) Persisting in pursuing a complaint where the complaints procedure has
been fully and properly implemented and exhausted.

(b) Seeking to prolong contact by continually raising further concerns or
questions upon receipt of a response. (Care must be taken not to discard new issues,
which are significantly different from the original issue. These might need to be

addressed as separate issues.)

(c) Unwilling to accept documented evidence as being factual or denying
receipt of an adequate response in spite of correspondence specifically answering
their questions, or does not accept that facts can sometimes be difficult to verify

when a long period of time has elapsed.

(d) Does not clearly identify the precise problem, despite reasonable efforts
to investigate.

(e) Focuses on a matter to an extent, which is out of proportion to its
significance and continues to focus on this point.
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(f) Has threatened or used actual physical violence towards UTCC staff or
their families or associates. This will, of itself, cause personal contact with the
person and/or their representatives to be discontinued and the issue will, thereafter,

only be pursued through written communication.

(g) Has harassed or been personally abusive or verbally aggressive on more
than one occasion towards UTCC staff dealing with their issue or their
families or associates. However, UTCC staff must recognise that people may
sometimes act out of character at times of stress, anxiety or illness and should make
reasonable allowances for this.

(h) Has had, in the course of addressing an issue, an excessive number of
contacts, placing unreasonable demands on UTCC staff time or resources. (A
contact may be in person, or by telephone, letter, fax or email). Judgment must be
used in determining what an "excessive number" of contacts and this will be based
on the specific circumstances of each individual case.

(i) Has electronically recorded meetings or face to face/telephone
conversations without the prior knowledge or consent of the other parties
involved.

() Has become fixated on one member of staff seeking to "character assassinate”
them. However, harassment is an offence, as in malicious communication.

4.0 Management responsibilities

e A member of the UTCC leadership Team is responsible for overseeing the complaints
function.

4.1 Employee responsibilities

e UTCC Staff need to fully record any suggestion of vexatious behaviour. Good
documented evidence will be required and the completion of incident forms is
mandatory for incidents relating to possible verbal or physical abuse (this includes
telephone conversations).

5.0 Where people have been identified as exhibiting "habitual or vexatious" behaviour in
accordance with the above criteria, a member of the senior leadership team will decide
what action to take. The Principal of UTCC will then implement the action and will notify
complainants in writing of the action that has been taken and the reasons for it.

Once it is clear that an individual meets the criteria above, it may be appropriate to
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inform them, in writing, that their conduct is unacceptable and that, if it continues, they
may be classified as "habitual or vexatious". The letter should state clearly which elements
of their behaviour are causing problems and be accompanied by a copy of this policy. It is
usually appropriate to centralise communications to minimise the impact to UTCC staff.

It may be appropriate to try to resolve matters by drawing up a signed agreement with the
person, which sets out a code of behaviour for the parties involved. If these terms are
contravened consideration will be given to implementing stage three of the procedure.

A code of behaviour could include the following:

* An agreement relating to appropriate behaviour and conduct. Any such agreement should

normally not extend beyond six months.

* Restricting contact to one or two individuals within UTCC.

* Restricting the method of communication (e.g. by letter only, not fax/email).

» Offering a meeting to attempt to resolve outstanding issues.

6.0

In extreme cases, or where the safety of UTCC staff is at risk, the individual will be
informed that UTCC reserves the right to pass habitually unreasonable or vexatious
behaviour to their solicitors or the police. All contact with the person and/or investigation
of the complaint will be suspended whilst seeking legal advice or guidance. Any further
complaints received from a person who has been designated as habitually demanding or
vexatious, under this policy, will be subject to a reasonable investigation as deemed
necessary by the Principal of UTCC in conjunction with advice received from UTCC staff

dealing with the complaints.

When individuals have been classified as habitual or vexatious, the status will continue to
apply for six months, at the end of which period the habitual or vexatious status will
automatically be withdrawn. In exceptional circumstances, UTCC will consider
withdrawing this status earlier if, for example, the person subsequently demonstrates a
more reasonable approach. The status of habitual or vexatious will only apply to specific
issues, not general. If a new issue comes to light, an individual may not be deemed habitual
or vexatious unless their behaviour demonstrated this relating to the new issue. Where it
appears to be appropriate to withdraw "habitually demanding or vexatious" behaviour
status, the approval of the Principal of UTCC will be required. Subject to this approval,

normal contact with the person will be resumed.

6.1 This policy would not override an individual's right to seek remedies in their own right. For

example, in extreme cases, a UTCC staff member could report the behaviour toward
them by the complainant to the police if harassment is occurring. There are also civil
remedies such as defamation in certain circumstances. There are also injunctions.
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7.0 Where a freedom of information act request is made by a complainant or person who has
been designated as habitually demanding or vexatious, UTCC might, in assessing whether
that individual request is a vexatious request, take into account the habitually demanding
or vexatious complainants/behaviour if it considers this to be relevant. In doing so, UTCC
will also follow information commissioner guidance on vexatious requests.

8.0 This policy/procedure will be reviewed every year from publication, unless circumstances
arise requiring an early review or updating of the policy.
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