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3.2.0
OBJECTIVE
To establish a procedure for receiving and processing complaints against employees of the Police Department. 

3.2.1
ACCEPTING A COMPLAINT
A valid complaint can come from both external and internal sources.  No complaint should be eliminated or refused due to arbitrary criteria.  The openness of the department to the acceptance of a complaint is a principal element of police professionalism and community responsiveness.  A personnel complaint may be presented to the department in person, by telephone or by letter.  No employee will attempt to discourage, interfere or delay an individual from making a complaint.

The Office of Professional Standards and Inspections (OPS&I) will receive complaints, including anonymous complaints, during normal working hours.  If the complaint is regarding an employee who is on duty, then the complaint will be referred to the appropriate on duty supervisor.

All supervisors, as well as OPS&I, are responsible for accepting complaints, documenting them on the appropriate form and forwarding them to the respective chain of command.

Department employees are responsible for referring complainants directly to an available supervisor.  In extreme circumstances where a supervisor is not available, employees will document the complainant’s information and turn it over to their immediate supervisor.

3.2.2
MEDIATING A COMPLAINT

Some complaints are very minor.  By taking time to listen and resolve the complaint at the initial contact, it may be possible to clear up an issue without requiring documentation.  

a.
Supervisors are encouraged to mediate a minor complaint that can be resolved at the initial contact with the complainant when both parties can be satisfied with the outcome.  

b.
Complaints that cannot be resolved during the initial contact with the complainant will require documentation on a contact sheet.  

c.
Supervisors will keep notes of mediated complaints for future reference.

Examples of when a contact sheet should be completed include:

1.
Complaints of policy or procedural violations or if there is an allegation that a violation has occurred. (Specific allegations of rudeness, driving violations, etc.)

2.
The complainant disagrees with the initial resolution and it is apparent that it needs to go to the next level for resolution.  This will require documenting the complaint on the Citizen Contact Sheet and forwarding it to the appropriate supervisor so the supervisor can follow up with the employee and the citizen.

Supervisors should seek guidance when they are unclear as to the seriousness of the complaint and whether it will require documentation.  For example, a citizen who is complaining about a property seizure issue may be able to immediately have their complaint resolved by taking them to the Evidence Section and having their property returned.  On the other hand if the property was handled improperly then there is a procedural violation that will require documentation.

3.2.3
DOCUMENTING A COMPLAINT
· Citizen Contact Sheet

The Citizen Contact Sheet (POL-559) is used to document citizen complaints that appear to be minor infractions of department policies and procedures as well as positive comments made by a citizen about an employee.  Citizen Contact Sheets require the employee’s supervisor to further investigate a complaint to determine if the allegation is minor and can be resolved through a brief contact with the citizen or if it requires an internal investigation.  

If a supervisor obtains information from a complainant that upon initial review indicates an employee could receive a verbal warning or further disciplinary action if the complaint were sustained, then the citizen’s complaint will be documented on a Personnel Incident Report and an internal investigation will be conducted.

Any employee can complete a Citizen Contact Sheet to document a minor complaint or positive comment from a citizen.  Employees will forward the completed form to their immediate supervisor.

· Personnel Incident Report

The Personnel Incident Report (PIR) (POL-495) is used to record complaints of alleged misconduct and violations of the department’s policies and procedures in a uniform manner.  This is a triplicate form used to notify employees, their chain of command and OPS&I that an internal investigation is being conducted.

· Supervisors

Supervisors will forward Citizen Contact Sheets and PIRs to the respective supervisor of the employee that the citizen is complaining about.  Personnel Incident Reports will be distributed as follows:

White Copy -
Immediately forwarded through the chain of command to OPS&I.

Yellow Copy -
Place in the investigative file.

Pink Copy -
Given to the employee as notification of the investigation.

3.2.4
PROCESSING A COMPLAINT
When supervisors receive documentation of a citizen complaint, they will contact the citizen within 24 hours to advise the citizen that the complaint has been received and is being investigated.  This contact will be documented on the Investigative Contact Checklist (POL-492) or the Citizen Contact Sheet.

Citizen Contact Sheets will be completed and forwarded through the chain of command to OPS&I within fourteen-days (based on the supervisor’s work week). 

Internal investigations will be completed and reviewed through the chain of command within thirty-days. When circumstances exist that cause the investigation to exceed thirty days, the Bureau Commander, or designee for the respective Bureau or the OPS&I Lieutenant for OPS&I investigations, will notify the citizen complainant and employee of the delay with the investigative process.  The notification will be documented on the Investigative Contact Checklist.
3.2.5
DISPOSITION OF A COMPLAINT
· Citizen Contact Sheets
Citizen Contact Sheets will require the supervisor to contact the citizen and inform them of the outcome of the complaint.  The completed form is then forwarded through the chain of command, to the Bureau Commander.  Citizen Contact Sheets will not be used to record allegations of excessive force.  

a.
The Bureau Commander will review the contact sheet and sign to indicate that he agrees with the supervisor’s actions.  

b.
If the Bureau Commander disagrees, the contact sheet will be forwarded back to the Unit Supervisor for further investigation or upgrading to an internal investigation.

c.
The Bureau Commander will forward all original completed citizen contact sheets to OPS&I for date entry and file maintenance.

d.
Citizen Contact Sheets on file in OPS&I will be available for review by supervisors during the applicable evaluation cycle.  Contact sheets will be maintained by year and if there is a pattern of poor performance or similar complaints they may be reviewed for performance documentation purposes.

e. Citizen Contact Sheets will be entered in IA Pro and maintained for the most recent two years, purging previous years from IA Pro, unless an alert has been activated during that time period.  If an alert has been activated based upon citizen complaints or a combination of citizen complaints and other investigative categories, then Citizen Contact Sheets will not be purged for two years following the most recent alert.  

· Internal Investigations
Internal investigations are forwarded through the chain of command to OPS&I for review.  

a.
OPS&I then forwards the file to the Police Attorney and Chief of Police for final review and disposition.  

b.
The file is forwarded from the Chief of Police to OPS&I to be recorded in a complaint classification log with a disposition and completed date annotated.  

c.
The file is then logged in the IA Pro Employee Resume System.

d.
Internal investigations can be tracked by an employee’s name and can assist in indicating a pattern of poor performance.  

e.
A citizen’s name can be retrieved to see if a pattern of complaining exists.  

f.
A letter is sent from OPS&I to all citizen complainants at the conclusion of the investigation and when relevant, informing them that appropriate action has been taken.      

g.
Employees under investigation will receive a letter from OPS&I to inform them whether the complaint was unfounded, not sustained, or that they have been exonerated. If the complaint is sustained the employee will be notified by letter when corrective action has been recommended. 

BY ORDER OF:

Tom bergamine, Chief of Police
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