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Willow Tree Housing Partnership Limited (WTHP) is commi�ed to providing services that effec�vely and 
efficiently meet residents’ needs. We will listen to resident’s experiences and respond to comments and 
complaints.   

Some�mes things do go wrong and when this happens WTHP will work hard to put things right. 

While we presume complaints are made in good faith, in some limited cases, residents can make 
malicious or vexa�ous complaints.   

This leaflet sets out what we consider to be vexa�ous or malicious complaints and about how we deal 
with other types of unacceptable behaviour. 

Malicious Complaints 

WTHP defines a malicious complaint as follows:- 

 An inves�ga�on has shown that it is knowingly without basis or fact.  

 An inves�ga�on demonstrates that the a resident has knowingly lied or has purposely withheld 
relevant informa�on.   

 The primary purpose of a complaint is to punish, pressure or disrupt a member of staff.  

 A complainant wilfully refuses to accept documented evidence as factual, or denies statements they 
have made that were witnessed by staff or in wri�ng.  

Vexa�ous Complaints 

A vexa�ous complaint is one that is pursued regardless of its merits solely to harass, annoy or subdue 
somebody, something that is unreasonable without founda�on, frivolous, repe��ve, burdensome or 
unwarranted.  

Here are some examples:-  

 Insis�ng on pursuing a complaint that has already been inves�gated and concluded.  

 Seeking to prolong a complaint by changing the substance or con�nually raising further concerns or 
ques�ons whilst the complaint is being addressed.  

 Failing to clearly iden�fy the substance of a complaint  

 Making unreasonable demands as part of a complaint, such as reques�ng large volumes of 
informa�on or demanding answers within a short space of �me. 

How vexa�ous or malicious complaints are dealt with 

Where WTHP believes a complaint to be malicious or vexa�ous, the complaint will be closed.   

There is a right to appeal to a complaints panel if you do not believe that your complaint was malicious or 
vexa�ous. 
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Unacceptable Behaviour 

Other forms of behaviour that are deemed unacceptable are:- 
 

 verbal abuse 

 aggression and threats  

 foul or derogatory language (including sexist, racist, homophobic, transphobic or disablist language) 

 electronically recording mee�ngs and conversa�ons without prior knowledge of WTHP staff 

 Use of inappropriate contact through social or electronic media  
 

Where a resident displays any of these types of behaviour during a complaint, we will deal with the 
complaint and the behaviour separately, using any legal remedies available. 
 

Behaviour of residents 

In some limited cases, the behaviour of residents or their visitors poses a risk to WTHP staff and 

contractors.  Types of behaviour that might pose a risk are:- 

 violence 

 a history of violence 

 threats of violence 

 in�mida�ng behaviour 

 foul or abusive language (including sexist, racist, homophobic, transphobic or disablist 

language) 

In the cases above, the behaviour does not have to have been directed at a staff member to present a risk 

to our staff. 

Where there is a genuine risk to our staff or contractors, a marker will be placed on the appropriate 

records on our IT system to alert staff to the risk.  Where this is deemed necessary, we will write to you 

telling you that the marker has been placed on our system and why this has been done.  You will have the 

right to appeal this decision, but we will always take the view that protec�ng our staff is a priority. 

Where a marker is placed on your file, this will be reviewed regularly to ensure that it is s�ll appropriate. 
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