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COMPLAINTS
Complaints and claims usually begin with an experience of loss or injury and the pursuit of some kind of restitution, recompense or apology. All complainants begin with the assumption that they have cause and that those to whom they complain are in a position to meet those claims.

The necessary components of complaint are:-

1. The experience of loss or injury

2. The desire for restitution or recompense.

3. The conviction that some agent or agency has both responsibility for the loss or injury and the capacity to make reparation.

THE CONSTRUCTION OF COMPLAINT Social Context

• Culture of Blame

• Victim Culture

• Compensation as Salvation

• Distrust of the Expert

Complaining and claiming occurs within a specific social and cultural context.  At this particular moment in the history of our society claiming and complaining has taken on a central position. Increasingly individual citizens sense of isolation and powerlessness seeks relief both in claims against the organisations and structures which appear to mediate power in the society and in seeking alternative identities in the abjection ofvictimhood. The various critiques of the culture of blame which is now said to characterise western societies though often persuasive are usually flawed. They usually fail to recognise the extent to which real victims exist and the extent to which a genuine isolation and powerlessness finds expression in one of the few opportunities for self assertion. In North America, at least, for many poor and disadvantaged individuals one of the route to wealth and privilege is through compensation (the other obvious route being gambling).  An environment characterised by blaming and claiming is also encouraged by an increasing distrust of experts, organisations and government. This distrust fuels suspiciousness and the ready resort to complaint which far from being reassured by expert and authoritative responses is enflamed.

THE CONSTRUCTION OF COMPLAINT Individual Characteristics
• Life Situation
• Personal History
• Psychopathology
THE CONSTRUCTION OF COMPLAINT Organisational Response

• Risk Assessment and Risk Management Strategies

• Staff Attitudes

It is always tempting to focus on the individual characteristics of those whose complaining becomes persistent and damaging both to themselves and to the organisations caught up in the complaint. The bulk of this lecture focuses on the individual characteristics of the excessive or abnormal complainant. It needs therefore to be emphasised at the outset that organisational responses to claims and complaints play a major role in determining whether a complaint is settled with relative ease, becomes a persistent nuisance or worst of all progresses to querulous and apparently interminable campaigning and complaining.

ABNORMAL COMPLAINTS 1 Complaints can be abnormal in being:-
1. Evoked by apparently minimal provocation.

2. Advanced with excessive and unproductive vehemence.

3. Persisted with despite diminishing chances of resolution and mounting costs.

4. Centred on personal vindication at the expense of opportunities for resolution.

The term querulant which comes from the Latin to mutter or to mumble was attached to persistent and abnormal complainants during the 19th Century. There was considerable interest among psychiatrists in the phenomena of abnormal and disordered complaining.  These querulant individuals were usually regarded as having some form of paranoid illness. In more recent years a broader view has been taken of the persistent complainer or querulant. One of the few modern classifications is that provided by Von Der Heydt.

OUERULANTS CLASSIFICATION OF VONDERHEYDT (1952) I
1. Normal - seekers after justice who are satisfied when their grievances are recognised and realised.

2. Opportunistic - use the experience of injustice or injury as a springboard to gain financial advantage or avoid to avoid obligations.

3. Seekers after Justice - who make absolute their construction of their rights and entitlements and for whom the pursuit of their notion of justice becomes the focus of their lives.

OUERULANTS CLASSIFICATION OF VON PER HEYDT C1952') II
4. Conjugal - those who become totally absorbed into battles triggered by marital conflict and associated legal proceedings.

5. Chronically Quarrelsome - the querulousness is one part of a pattern of conflict with everyone and about everything.

6. Secondary to Psychosis
A rather more simple approach can perhaps be attained by dividing the complainants up into the normal, the difficult, those whose claims arise from pre-existing illness and finally the querulous.
THE NORMAL CLAIMANT
• Aggrieved

• Seeking legitimate redress

• Able to negotiate and accept reasonable arbitration

THE DIFFICULT CLAIMANT
•Aggrieved

•Sense of being victimised

•Over-optimistic expectations of compensation

•Difficult to negotiate with and rejecting of all but their estimation of a just settlement

•Though persistent, demanding and occasionally threatening will ultimately settle albeit still complaining of injustice

CLAIMS ARISING FROM PRE-EXISTING MENTAL ILLNESS
• Aggrieved

^Claims arise totally or in part from the delusions associated with a pre-existing psychotic illness

• Claims often bizarre

•Nature of claim usually in constant flux

• Often impossible to define let alone resolve the claim
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Looking at more details at the querulants
FEATURES ASSOCIATED WITH OUERULANT BEHAVIOUR ^Excessively preoccupied with supposed transgression (on a quest) 'Obsessive and pedantic concern with detail
*Focus more on the "principle" and on injustice than on substantial nature of supposed injury
*Seek vindication and retribution not just compensation and reparation
* Inflexible and rigid at one level, constantly adding to and refraining grievances at another level
* Grievance, like Topsy, continues to grow often recruiting those who attempt to arbitrate to the objects of resentment and even litigation
* Disproportionate and inappropriate anger
* Themes of being victimised, being ignored, being lied to, being fobbed off, being humiliated
PRE-EXISTING VULNERABILITY'S TO OUERULOUSNESS ^Egocentric personality often self referential and suspicious
* Self righteous easily affronted
* Obsessional traits e Socially isolated
*Have failed in their lives main ambitions despite usually being striving and demanding people
*They provoke what they fear
PROVOKING PERSTANT COMPLAINING Potential Provocations to excessive and querulous complaint include:
1 .The experience of being belittled or humiliated.
2. Uncertainty
3.Appeals to an authority which is opaque or invisible but nevertheless asserted to be absolute. "It's not my fault it's the rules".
4. Confusing and overlie complex procedures for managing complaints.
5.Unresolved confusions about responsibility.
6.The raising of unrealistic expectations.
7. Confusion over respondent's role - advocate, mediator, adjudicator, therapist, respondent.
8. Secrecy.
9.Unacknowledged communications between those dealing with the complaint.
10. Mischievous or inadvertent encouragement from third parties (including acquaintances, lawyers, therapists and advice services - radio talk back has a lot to answer for).
Querulousness is the product of a complex legal system and a jungle of official regulation neither of which are understandable or manageable by the ordinary person.
Caduff(1995)
The management of the querulant or morbid claimant is the central question. This requires systematic research and unfortunately to date no such research exists. Dr Grant Lester and myself are currently carrying out systematic studies and persistent claimants which will hopefully delivery an empirical basis for advising on the management of the morbid claimant. Until that time advice can only be provided based on clinical experience and the experience gleamed from numerous discussions with those whose job it is to deal with the difficult and querulous.
MANAGING THE MORBID CLAIMANT
* Avoid adding to the stock of real grievances
'Avoid becoming their saviour or the embodiment of institutional resistance
* Share the load

* Strive for total transparency:
Write don't just phone Don't write anything which claimant can't see (that doesn't mean censor)
*Try constantly to distinguish between the realisable and the unrealisable
*Focus on real grievance and real price being paid by claimant by their pursuit of quest
*Reframe where possible actions as acknowledging importance of claimant and seriousness of
claim
Lied to me - were trying not to upset you further
Persecuting me - you have to realise how frightening you can be they were seeking protection
Cheated me - mistakes happen nothing personal. It is helpful to others that you have exposed
a failure in our system
Humiliated me - took you very seriously after all important principles at stake
* Danger ofreframing heightening expectations feeding grandiosity
*Don't cut off all pathways to progress of claim unless unavoidable
*Take all threats very seriously
'Remember protecting your and your staffs emotional and physical health and safety must have priority
*Acknowledge error. Confront (gently) misconceptions. Offer practical solutions - that can be done. Clearly label dreams and unrealistic expectations - that will not happen
