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RATIONALE 

 

While the majority of parents have legitimate concerns and genuinely seek resolution, a small proportion 

of complainants demonstrate unreasonable concerns and unreasonable and uncooperative behaviour.   A 

complainant with unreasonable conduct can be unusually persistent, pursue complaints for longer, 

supply more written material, telephone more often and for longer, and require more meetings. They are 

often still complaining after the complaint is closed. Such complainants sometimes want what a 

complaint handling system cannot provide – vindication, retribution and revenge. 

 

PURPOSE 

 

 To deal with unreasonable conduct by a complainant, towards any members of the school 

community – including teachers, non-teaching staff & students. 

 

GUIDELINES 

 

Action to manage unreasonable complainant conduct must be based on the clear understanding that: 

• unless there are extremely good reasons otherwise, all members of the school community have a right 

  to make a complaint or raise a concern 

• every complainant deserves to be treated with respect 

• every complainant, regardless of how much time and effort is required to respond to their complaint, 

   should have their complaint properly considered 

• the complaint of a complainant whose conduct is unreasonable should be considered as legitimate until 

  proved otherwise 

• the substance of a complaint should dictate the level of resources allocated to it, not the complainant’s 

  wishes, demands or behaviour. 

 

There are five types of unreasonable conduct: 

• unreasonable persistence 

• unreasonable demands 

• unreasonable lack of cooperation 

• unreasonable arguments 

• unreasonable behaviour. 

 

When dealing with these types of unreasonable conduct, the school will refer to the document, 

‘Addressing parents’ concerns and complaints effectively: policy and guides’, Office for Government 

School Education, 2009.  See Appendix Manual - Hard copy  

 

REVIEW 

 

Teaching staff will be responsible for the implementation and evaluation of this policy.  This policy will 

be reviewed by the school council at least every 5 years, or earlier in special circumstances, and is 

scheduled for review in 2019.   


