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1. P olic y S tatement 

1.1. T ransport for L ondon (T fL ) is  committed to providing a high quality 
service to everyone we deal with.  We value all kinds  of cus tomer 
feedback, and express ions  of dis satis faction are treated serious ly and 
recognis ed as  a tool for us  to identify and implement service 
improvements . 

1.2. T fL  are also accountable for the proper use of public funds  and we must 
ensure that money is  spent wisely and demonstrates  value for all of our 
cus tomers  and the wider public. 

1.3. We are committed to dealing with all cus tomers  fairly and impartially.  
As  part of this  service we do not normally limit the contact that our 
cus tomers  have with us .  However, in a minority of cases , cus tomers  
can pursue their complaints  or queries  in a way which can either impede 
the inves tigation of their is s ue or can create serious  resource is sues .  
T hese actions  can occur either while their complaint is  being 
inves tigated, or once we have concluded our inves tigations .   

1.4. T his  policy aims  to guide T fL  s taff in the management of unreasonable 
or unreasonably pers is tent cus tomer complaints .  It is  based on what 
the L ocal G overnment O mbudsman would regard as  good practice in 
dealing with such customers , and what the Information C ommiss ioner 
would regard as  good practice in relation to repeated or vexatious  
requests . 

1.5. An unreasonable or unreasonably pers is tent cus tomer can take up a 
disproportionate amount of time that can hinder the other work of s taff.  
We must therefore ensure that we use our resources  wisely and limit the 
amount of time spent on queries  that we cons ider to be unreasonable or 
unreasonably pers is tent. 

1.6. C omplainants  demonstrating unreasonable behaviour and unreasonably 
pers is tent complainants  may have jus tified complaints  or grievances  but 
are pursuing them in inappropriate ways ; or, they may be intent on 
pursuing complaints  that appear to have no content or which have 
already been inves tigated and responded to.   

1.7. T he decis ion to res trict contact with our offices  will be taken by the 
C ontact C entre P erformance Managers  (or their equivalent in B us iness  
Units  where appropriate) in consultation with the relevant senior 
management, and will normally follow a prior warning to the 



complainant.  Any res trictions  imposed will be appropriate and 
proportionate.  Amongst the options  we may cons ider are: 

• R equesting contact in a particular form (for example, written 
correspondence only); 

• R equiring contact to take place with a named case manager; 

• R estricting telephone calls  to specified days  and times ; and/or 

• Asking the cus tomer to enter into an agreement about their future 
contact with us . 

1.8. In all cases , where we decide to treat a customer as  an unreasonable or 
unreasonably pers is tent complainant, we will write to tell the cus tomer 
why we believe their behaviour falls  into that category, what actions  we 
are taking and the duration of that action.  We will a lso tell them how 
they can challenge the decis ion if they disagree with it.   

1.9. If we decide to carry on treating someone as  an unreasonable or 
unreasonably pers is tent complainant and we are s till inves tigating their 
complaint three months  later, we will carry out a review and decide if 
res trictions  will continue. 

1.10. Where a cus tomer whose case is  closed pers is ts  in communication with 
us  about the same is sue, we may decide to terminate contact with that 
cus tomer about the matter.  In such ins tances , we will read all 
correspondence from that cus tomer, but unless  there is  fresh evidence 
which affects  our decis ion on the complaint we will either acknowledge it 
without further comment, or place it on the file with no 
acknowledgement. 

1.11. New complaints  dealing with unrelated is sues  from people who have 
come under the unreasonably pers is tent complainant’s  policy will be 
treated on their merits . 

2.  Definitions  

2.1. F or the purposes  of this  policy unreasonable and unreasonably 
pers is tent complainants  are defined as  being those who, because of the 
frequency or nature of their contact with T fL , hinder T fL ’s  cons ideration 
of their or other people’s  complaints , unduly impact on the conduct of 
T fL ’s  bus iness  or require a disproportionate level of resource. 

2.2. It is  important to differentiate between “pers is tent” complainants  and 
“unreasonably pers is tent” complainants .  A  pers is tent cus tomer may 
submit a repeat complaint on the entirely reasonable bas is  that they feel 



that T fL  has  not dealt with their complaint properly and are not prepared 
to leave the matter there.   

2.3. Unreasonable and unreasonably pers is tent complainants  may have 
jus tified complaints  or grievances  but may be pursuing them in 
inappropriate ways , or they may be intent on pursuing complaints  which 
appear to have no substance or which have already been inves tigated 
and determined. 

2.4. R ais ing legitimate queries  or criticisms  of a complaints  procedure as  it 
progress es , for example if agreed timescales  are not met, should not in 
itself lead to someone being regarded as  an unreasonably pers is tent 
complainant.  S imilarly, the fact that a cus tomer is  unhappy with the 
outcome of a complaint and challenges  it once, or more than once, 
should not necessarily cause them to be labelled unreasonably 
pers is tent.  T fL  has  a well-es tablis hed complaints  procedure which 
allows  people to pursue their complaint through three s tages , and on to 
the O mbudsman or L ondon T ravelWatch, if they remain dis satis fied with 
the outcome.   

2.5. O ne or more of the following indicators  can be characteris tic of 
unreasonable or unreasonably pers is tent complainants .  T hey make 
complaints , requests , concerns  or enquiries  that: 

• C learly do not, or no longer have, any serious  purpose or value 

• Are obvious ly vexatious  in nature 

• Have the effect of caus ing dis ruption or annoyance 

• Have the effect of harass ing T fL  or its  s taff or, 

• C an otherwise fairly be characterised as  obsess ive or unreasonable 

• T ake up an unreasonable amount of time and hinder the other work of 
T fL . 

2.6. Unacceptable behaviour can include 

• Abus ive, offens ive or threatening behaviour 

• B ehaviour which amounts  to bullying or harassment 

2.7. T he following are examples  of cus tomer actions/behaviours  which may 
cause this  policy to be invoked: 

• Unwillingness  to comply with T fL ’s  procedures  



• Ins is ting on is sues  or requests  being dealt with in ways  which are 
incompatible with T fL ’s  procedures  or with good practice. 

• Making unreasonable demands  of T fL  s taff or setting unreasonable 
timescales  for response. 

• Making unreasonable requests  in relation to who should deal with their 
complaint, enquiry or request, or how it should be dealt with. 

• R epeatedly being unwilling to accept documented evidence. 

• Ins is ting incorrectly that no response has  been received or that the 
response is  unacceptable. 

• S ending a high volume of letters , emails  and/or phone calls  (at times  to 
multiple recipients ). 

• C ontinuing to add new, or making trivial, complaints , requests  or 
enquiries . 

• R epeatedly complaining or making repeat requests  about s imilar is sues  
after they have already been dealt with. 

• Making many complaints , requests  or enquiries  about different is sues  in 
success ion. 

• R efus ing to specify the grounds  of a complaint, despite offers  of 
ass is tance with this  from T fL ’s  s taff. 

• Making groundless  complaints  about the s taff dealing with the complaint 
or reques t, and seeking to have the s taff replaced. 

• R efus ing to accept that is s ues  or requests  are not within the remit of a 
procedure despite having been provided with information about the 
procedures  scope.  F or ins tance if the customer has  been advised that a 
complaint or request is  within the remit of another authority, yet refuses  
to accept this . 

• C hanging the bas is  of a complaint or request as  it proceeds  and/or 
denying s tatements  made at an earlier s tage. 

• Introducing trivial or irrelevant new information which the cus tomer 
expects  to be taken into account, or rais ing large numbers  of detailed 
but unimportant questions  and ins is ting that they are fully answered. 

• E lectronically recording meetings  and conversations  without the prior 
knowledge and consent of the other persons  involved. 



• Adopting a “scattergun” approach; pursuing complaints  or requests  with 
T fL  and, at the same time, with a Member of P arliament/a 
C ouncillor/legal services/local police/solicitors /the O mbudsman. 

• S ubmitting repeat complaints  or requests , with minor variations , after 
the processes  have been completed. 

• R efus ing to accept a decis ion and/or repeatedly arguing points  with no 
new evidence. 

• C ombinations  of some or all of the above. 

3.  T he P roc es s . 

3.1. If any member of T fL  s taff experiences  one, or a number of, the 
examples  given in the definitions  section then they may be dealing with 
an unreasonable or unreasonably pers is tent cus tomer.  In this  ins tance 
they are advised to follow the process  below: 

 

   

 

S taff member notices  cus tomer behaviours  that may meet the definition of 
unreas onable or unreasonably pers is tent and informs line manager. 

L ine manager to inform and provide evidence to relevant P erformance 
Manager/S enior Manager 

P erformance Manager/S enior Manager to decide whether this  policy applies  and 
what action is  proposed, with poss ible input from:  Information G overnance T eam; 
L egal S ervices ; D irectors  O ffice; Head of C ontact C entre O perations . 

   

 

 

P erformance Manager/S enior Manager to write to cus tomer making it clear what the 
unreas onable/unreasonably pers is tent behaviour is .   

T he cus tomer must be g iven warning of what sanction will be applied if unreasonable 
or unreasonably pers is tent behaviour continues .   

 
S anction imposed if repeat behaviour occurs . 

P erformance Manager/S enior Manager should write to inform customer making it 
clear how the s anction will work and how long it will las t. 

T he letter must make it clear what the unreasonable/unreasonably pers is tent 
behaviour is , to whom any appeal should be made and should include a copy of this  
policy. 

P erformance Manager/S enior Manager informs  relevant s taff of decis ion.  

A  C ase Manager is  allocated to lead on any further correspondence with the 
cus tomer. 

T he cus tomer’s  details , details  of the sanction and date for review are added to the 
C us tomer Handling P lan R egis ter. 



 Dec iding  when to apply the polic y  

3.2. No action under this  policy should be taken until the cus tomer has  
received a written warning.  T his  warning should advise what action and 
sanction T fL  proposes  to take if the unreas onable or unreasonably 
pers is tent behaviour continues .  T his  offers  the customer the opportunity 
to amend their behaviour prior to any sanction being imposed.  T he 
warning letter must make it clear what the unreasonable or 
unreasonably pers is tent behaviour is  and should quote dates  and times  
of its  occurrence.  

3.3. It is  important to remember that an unreasonable or unreasonably 
pers is tent cus tomer may have a valid complaint, concern or request.  
B efore deciding whether the policy should be applied the P erformance 
Manager/S enior Manager should always  be satis fied that: 

• T he complaint, enquiry or request has  been dealt with properly. 

• Any decis ion reached is  the right one 

• C ommunications  with the customer have been adequate and 
appropriate and, 

• T he cus tomer is  not providing any s ignificant new information that might 
affect T fL ’s  view. 

3.4. O nce satis fied with the above points  the P erformance Manager/S enior 
Manager should then cons ider whether further action is  necessary prior 
to making the decis ion to des ignate the cus tomer as  unreasonable or 
unreasonably pers is tent.  E xamples  might be: 

• If no meeting has  taken place between the cus tomer and an appropriate 
T fL  representative then this  should be cons idered.  T he aim of the 
meeting should be to move matters  towards  a resolution. 

• If one or more team or directorates  are being contacted by an 
unreasonably pers is tent cus tomer, cons ideration should be given to 
meeting to agree a cross -directorate case handling s trategy, with 
responses  to the cus tomer coordinated by a key case manager. 

• If the cus tomer has  special needs , an advocate might be helpful to both 
parties .  C ons ideration should be given to offering the customer 
ass is tance to find an independent one. 

• B efore applying any res trictions , the customer should be given a 
warning that if his /her actions  continue T fL  may decide to treat him/her 
as  an unreasonably pers is tent cus tomer, and an explanation why. 
 



4. What ac tion to tak e 

4.1. T he precise nature of the action that T fL  takes  must be appropriate and 
proportionate to the nature and frequency of the complainants ’ contacts  
with T fL  at that time.  T he performance Manager/S enior Manager could 
employ one or a mix of the following poss ible options : 

• P lacing time limits  on telephone conversations  and personal contacts  
• R estricting the number of telephone calls  that will be taken (for example 

one call on one specified morning/afternoon of any week). 
• L imiting the cus tomer to one medium of contact (telephone, letter, email 

etc) and/or requiring the cus tomer to communicate only with one named 
member of s taff. 

• R equiring any personal contacts  to take place in the presence of a 
witness  

• R efus ing to log and process  further complaints  or correspondence about 
the same matter 

• R estrict the cus tomer’s  contact and/or access  to T fL  offices  

5. Where the behaviour is  c ons idered to be haras s ment/ag g res s ive 

5.1. B ehaviour which threatens  s taff safety and welfare may lead to police 
involvement or legal action.  In such cases , where there is  a need or 
jus tification for protecting s taff, T fL  may not need to give the customer 
prior warning of this  action. 

6. Where this  polic y is  ins tig ated 

6.1. If T fL  decides  to des ignate a cus tomer as  unreasonable or 
unreasonably pers is tent then this  will be communicated to the cus tomer, 
in accordance with their needs , in the following ways : 

• S ending the cus tomer a copy of this  policy 

• E xplaining why the policy is  being applied to the customer 

• Detailing what it means  for their future contact with T fL  and how long 
any res trictions  will las t 

• E xplaining how the customer may challenge this  if they disagree with 
the course of action by means  of an appeal to a more senior named 
manager. 

• T he relevant P erformance Manager/S enior Manager will then inform the 
appropriate s taff and managers  that this  action has  been taken. 



6.2. T he cus tomer can challenge the action taken by appealing to the named 
S enior Manager within 10 working days  of the initia l notification being 
sent.  T he named S enior Manager will review the case to determine 
whether: 

• T he correct decis ion was  made to invoke the policy and/or 
 

• Any particular res trictions  applied are jus tified. 

6.3. T he named S enior Manager will a im to complete the review within 20 
working days  and will write to advise the cus tomer of 

• T he outcome of the review 

• If res trictions  are to continue to be applied 

• If so, when these will next be reviewed. 

6.4. T he P erformance Manager/S enior Manager will review any res trictions  
that have been placed on a cus tomer in s ix months , or when there has  
been any further contact from the cus tomer, if sooner. 

6.5. If a  cus tomer to whom the policy has  been applied has  no contact with 
T fL  within the s ix month period, the P erformance Manager/S enior 
Manager will review the pos ition and take a decis ion whether the 
sanctions  in place should be cancelled.  T he outcome of the review will 
be noted on the C ustomer Handling P lan R egis ter and within the 
C ontact C entre O perations  complaints  management sys tem. 

6.6. If the sanctions  are cancelled, urgent cons ideration will be given to re-
introducing the sanctions  if the behaviour which led to the original 
decis ion re-commences .  

6.7. In relation to complaints , if the cus tomer has  exhausted T fL ’s  complaints  
procedure, they are able to request an independent inves tigation via 
L ondon T ravelWatch or the L ocal G overnment O mbudsman. 

7. Information and rec ord k eeping  

7.1. Whenever this  policy is  applied, T fL  will record: 

• Any correspondence or interaction with the cus tomer whether written or 
verbal, (to be documented) on the C ontact C entre O perations  (C C O ) 
complaints  management s ys tem. 

• Where this  decis ion is  made outs ide of the C ontact C entre O perations  
department, the information about the complainant and the case/s  will 



be forwarded to C C O  and included within the C ustomer Handling P lan 
R egis ter. 

• F ull details  of the complaint or enquiry, including the complainants  
contact details . 

7.2. Adequate records  will a lso be kept to show: 

• When a decis ion has  been taken not to apply the policy when a member 
of s taff asks  for this  to be done, or 

• When a decis ion is  taken to make an exception to the policy once it has  
been applied, or 

• When a decis ion is  taken not to put a further complaint from the 
cus tomer through the complaints  procedure for any reason, and 

• When a decis ion is  taken not to respond to further correspondence, that 
any further letter, faxes  or emails  from the customer are checked to pick 
up any s ignificant new information.  

8.3 C ustomer records  will be retained electronically by T fL  for a period of no 
longer than 5 years , at which point they will be deleted.   

8. R eferring  C omplainants  to the L G O  

8.1. R elations  between organisations  and cus tomers  sometimes  break down 
badly while complaints  are under inves tigation, leaving little prospect of 
achieving a satis factory outcome.  In such circumstances  there may be 
nothing to gain from following through all s tages  of the organisation’s  
complaints  procedure.  In these circumstances , the L G O  may, 
exceptionally, be prepared to cons ider complaints  before the complaints  
procedure has  been exhausted, if the request is  made by both s ides  to 
the dispute. 

8.2. A complainant who has  been treated as  behaving unreasonably may 
make a complaint to the L G O  about it.  T he L G O  is  unlikely to be critical 
of the organisation’s  action if it can show that it acted proportionately 
and in accordance with its  adopted policy. 
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