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Managing Unreasonable Behaviour & Complaints Policy

1. Purpose

SoundSkool is committed to working in partnership with students, parents/carers, schools, and
stakeholders to resolve concerns in a fair, transparent, and timely manner.

We recognise that, in some circumstances, the behaviour of individuals may place excessive or
unreasonable demands on staff time and resources, or impact the wellbeing of staff and the
effective operation of the college.

This policy sets out how SoundSkool will manage such situations while ensuring that all
concerns, including those relating to safeguarding and SEND, are taken seriously and
addressed appropriately.

2. Principles

SoundSkool will:

e Treat all concerns and complaints seriously and respond in line with its Complaints
Procedure

Act in a fair, consistent, and proportionate manner

Maintain a professional and respectful approach at all times

Ensure that safeguarding and SEND responsibilities remain paramount

Seek to resolve concerns through clear communication and appropriate processes
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3. Definition of Unreasonable Behaviour

Unreasonable behaviour may include (but is not limited to):

e [Excessive or persistent communication (e.g. repeated emails, messages, or calls) that
do not progress resolution

e Repetition of the same concerns without new information after responses have been
provided

e Communication across multiple channels or threads which makes it difficult to manage
and respond effectively

e Refusal to engage with agreed processes, such as meetings or formal complaint
procedures
Unreasonable demands for immediate responses or outcomes
Behaviour that is aggressive, threatening, or places undue pressure on staff

This definition does not apply to individuals raising genuine concerns, including those relating to
safeguarding, SEND provision, or student wellbeing.

4. Managing Unreasonable Behaviour

Where behaviour is identified as placing unreasonable demands on the organisation,
SoundSkool may take proportionate steps to manage communication and ensure effective
handling of the matter.

These may include:

Requesting that communication is directed through a single point of contact
Limiting communication to a specific method (e.g. email only)

Responding at reasonable intervals rather than to each individual communication
Encouraging or requiring concerns to be addressed through a structured meeting
Confirming that responses will only be provided where new information or relevant
issues are raised

Any such steps will be communicated clearly and respectfully.

5. Safeguarding

This policy will not restrict or prevent communication where there are safeguarding concerns.

All safeguarding concerns will be responded to in line with SoundSkool’s Safeguarding Policy
and statutory guidance.
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6. SEND and Additional Needs

SoundSkool recognises its responsibilities under SEND legislation and will ensure that:

e Parents/carers and students are able to raise concerns about provision, reasonable
adjustments, and support

e Any actions taken under this policy do not prevent appropriate consideration of
SEND-related matters

e Decisions are made with regard to individual needs and circumstances

7. Staff Wellbeing

SoundSkool has a duty to protect the wellbeing of its staff.
Where behaviour impacts staff wellbeing, the college may take appropriate steps to:

e Manage communication
e Provide support to staff
e Ensure that interactions remain professional and appropriate

8. Review and Monitoring

The use of this policy will be:

e Proportionate and regularly reviewed
e Applied on a case-by-case basis
e Documented where actions are taken

9. Related Policies

Complaints and Compliments Policy
Safeguarding Policy

SEND Policy

Staff Code of Conduct

10. Approval and Review

This policy will be reviewed annually or in response to changes in legislation or organisational need.

SoundSkool Music reserves the right to amend this policy in response to operational, legal, safeguarding,
regulatory, or organisational requirements.



	SoundSkool Music  
	Managing Unreasonable Behaviour & Complaints Policy 
	1. Purpose 
	2. Principles 
	3. Definition of Unreasonable Behaviour 
	4. Managing Unreasonable Behaviour 
	5. Safeguarding 
	6. SEND and Additional Needs 
	7. Staff Wellbeing 
	8. Review and Monitoring 
	9. Related Policies 
	10. Approval and Review 


