
Police and Crime Panels 
Handling complaints about the Police and 
Crime Commissioner and their Deputy 
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E# W3"#J0"'."9#4*'-0#B*0&'&6>#\*9&"$#:)*+,0-&6.$#-69#M&$'*698'.;#
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handling-process 

L# W3"#@B))#3-$#&$$8"9#>8&9-6'"#-/*8.#.3"#.!-6$?"!#*?#

Introduction 

W3&$#>8&9-6'"#&$#.*#,!*%&9"#-9%&'"#*6#3*2#

B*0&'"#-69#)!&+"#B-6"0$#:!"?"!!"9#.*#&6#

.3&$#-9%&'"#-$#,-6"0$;#'-6#'-!!1#*8.#.3"&!#

statutory responsibilities and delegate some 

functions to deal with non-criminal complaints 

about Police and Crime Commissioners 

:B))$;#*!#.3"&!#9",8.&"$Y#

The role of panels in this area is set out in the 

J0"'."9#4*'-0#B*0&'&6>#\*9&"$#:)*+,0-&6.$#-69#

M&$'*698'.;#C">80-.&*6$#FXEFE#:C"?"!"6'"$#&6#

this guidance to particular Regulations refer to 

.3&$#0">&$0-.&*6;Y#W3"#Z*+"#7? '"#3-$#&$$8"9#-#

,0-&6#J6>0&$3#>8&9"#.*#.3"$"#C">80-.&*6$F which 

helps set out what the Regulations mean and 

.3"&!#,*0&'1#&6."6.&*6Y#

It is important to understand at the outset 

that complaints and conduct matters 

concerning a PCC or a Deputy PCC that 

allege criminality must be referred to the 

Independent Police Complaints Commission 

:.3"#@B));Y#W3"#@B))#2&00#.3"6#9"'&9"#

23".3"!#.3"#+-.."!#!"`8&!"$#&6%"$.&>-.&*6Y#

W3"!"#2&00#.3"!"?*!"#6""9#.*#/"#+*%"+"6.#

and transfer of cases between panels and 

.3"#@B))Y#C"-9"!$#*?#.3&$#>8&9-6'"#2&00#6""9#

.*#'*6$&9"!#.3"#-9%&'"#,!*98'"9#/1#.3"#@B))#

on arrangements for liaison between panels 

and the IPCCLY#

W3"#45<#3-$#0&-&$"9#2&.3#/*.3#.3"#Z*+"#

7? '"#-69#.3"#@B))#&6#.3"#,!*98'.&*6#*?#.3&$#

>8&9-6'"Y#W3&$#>8&9-6'"#$3*809#/"#!"-9#

alongside: 

a# W3"#J0"'."9#4*'-0#B*0&'&6>#\*9&"$#

:)*+,0-&6.$#-69#M&$'*698'.;#C">80-.&*6$#

FXEF#:.3"#C">80-.&*6$;Y#

a# W3"#Z*+"#7? '"#B0-&6#J6>0&$3#:6*6_

'!&+&6-0#'*+,0-&6.;#58&9"#.*#.3"#

C">80-.&*6$Y#

a# <#>8&9"#,!*98'"9#/1#.3"#@B))#*6#.3"#

transfer of cases between the panels and 

.3"#@B))Y#

Synergy with existing local 
authority procedures 

W3"#45<#!"'*>6&$"#.3-.#.3"#3*$.#-8.3*!&.1#?*!#

"-'3#,-6"0#2&00#-0!"-91#3-%"#.!&"9#-69#."$."9#

procedures for dealing with complaints about 

.3"#'*86'&0#*!#'*86'&00*!$Y#M-61#*?#.3"$"#2&00#

be processed informally, and an authority’s 

arrangements for dealing with complaints 

&6#.3&$#2-1#-!"#0&N"01#.*#/"#%"!1#$&+&0-!#*!#-.#

least compatible with the processes to be 

established for resolution of non-criminal 

complaints about the PCC under Part 4 of 

.3"#C">80-.&*6$Y#

'-$"$#/".2""6#.3"#,-6"0#-69#.3"#@B))[#.3&$#>8&9-6'"#2-$#

'&!'80-."9#/1#.3"#45<#.*#3*$.#-8.3*!&.&"$#*6#^*%"+/"!#EO.3#

FXEF#-69#,*$."9#*6#.3"#45<#=_Z8/#2"/$&."#*6#^*%"+/"!#

E].3#FXEF#-.#3..,$AGGN6*20"9>"38/Y0*'-0Y>*%Y8NG>!*8,G#

,*0&'"-69'!&+",-6"0$8,,*!.-692&9"!6".2*!N&6>>!*8,G-'.&%&.1#

b8!.3"!#@B))#-9%&'"#*6#9"-0&6>#2&.3#'!&+&6-0#'*+,0-&6.$#-/*8.#

.3"#B))P#+&>3.#-0$*#?*00*2P#/8.#*601#-?."!#.3"1#3-%"#3-9#$*+"#

"K,"!&"6'"#*?#.3"#,!-'.&'-0#-,,0&'-.&*6#*?#.3"#C">80-.&*6$Y#
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457#58&9-6'"#*6#C866&6>#-#)*+,0-&6.$#R1$."+#$""A#3..,AGG#

222Y0>*Y*!>Y8NG,8/0&'-.&*6$G-9%&'"_-69_>8&9-6'"c>8&9-6'"#

O

W3"#45<#$8>>"$.#.3"!"?*!"#.3-.#23"!"#3*$.#

authorities carry out work on complaints 

.3"+$"0%"$#:&"#&6#-!"-$#23"!"#?86'.&*6$#-!"#

6*.#9"0">-."9;#.3"1#$3*809#&?#,*$$&/0"#8$"#

existing in-house systems for dealing with 

complaints as a model or framework for the 

'!"-.&*6#*?#B))#'*+,0-&6.#,!*'"98!"$Y#

JK&$.&6>#,!*'"98!"$#?*!#.3"#&6?*!+-0#

resolution of complaints might be used as a 

consistent basis for establishing compatible 

procedures, standardised administration 

arrangements, response times, IT and 

+".3*9$#-69#*,.&*6$#?*!#&6%"$.&>-.&*6P#

+"9&-.&*6#-69#!"$*08.&*6Y#

b*!#.3"#-/*%"#!"-$*6$#.3"#?*00*2&6>#-9%&'"#

&$#6*.#&6."69"9#.*#/"#,!"$'!&,.&%"P#-69#

!"'*>6&$"$#.3"#6""9#.*#9*%".-&0#-61#6"2#

panel complaint procedures with what is 

-0!"-91#&6#,0-'"#-69#2*!N$#2"00#0*'-001Y#

Compatibility with the Local 
5*%"!6+"6.#7+/89$+-6#
:457;#<9%&'"#

W3"#4*'-0#5*%"!6+"6.#7+/89$+-6#&6#

J6>0-69#-69#&.$#"`8&%-0"6.#&6#d-0"$#:.3"#

d-0"$#B8/0&'#R"!%&'"#7+/89$+-6;#3-$#

e8!&$9&'.&*6#*%"!#,-6"0$#-69#2&00#9"-0#2&.3#

'*+,0-&6.$#-/*8.#.3"#-9+&6&$.!-.&%"#?86'.&*6$#

of panels which includes the handling of 

'*+,0-&6.$Y#4*'-001#"$.-/0&$3"9#'*+,0-&6.$#

procedures should be drafted or amended 

&6#.3"#0&>3.#*?#-9%&'"#?!*+#.3"#457#"6.&.0"9#

HC866&6>#-#)*+,0-&6.$#R1$."+I4Y#

JK&$.&6>#0*'-0#-8.3*!&.1#'*+,0-&6.#,!*'"98!"$#

should therefore already comply with the 

457#-9%&'"P#-69#23"!"#.3&$#&$#.3"#'-$"P#

.3"1#2&00#,!*%&9"#-#>**9#/-$&$#?*!#.3"#6"2#

panel procedures for dealing with PCC 

'*+,0-&6.$Y#Z*2"%"!#2"#$.!*6>01#$8>>"$.#

.3-.#,-6"0$#$3*809#-0$*#!"?"!#.*#.3"#457#

-9%&'"#+"6.&*6"9#-/*%"#23"6#"$.-/0&$3&6>#

6"2#,-6"0#'*+,0-&6.#,!*'"98!"$#0*'-001Y#

="1#,*&6.$#?!*+#.3"#457#-9%&'"#3-%"#/""6#

summarised in the annex to this document 

?*!#"-$"#*?#!"?"!"6'"Y#D"%"0*,&6>#-6#"??"'.&%"#

local complaint procedure will be essential to 

"6$8!"#.3-.#&$$8"$#'-6#/"#!"$*0%"9#`8&'N01#

-69#"? '&"6.01Y#f$&6>#.3"#457#>8&9-6'"#-$#

a model will form the foundations of a good 

complaints procedure and therefore reduce 

the likelihood of complaints escalating to the 

0"%"0#*?#.3"#4*'-0#5*%"!6+"6.#7+/89$+-6Y#

<0.3*8>3#'*+,0-&6-6.$#3-%"#-#!&>3.#*?#-,,"-0#

.*#.3"#457P#&.#$3*809#/"#6*."9#.3-.#0*'-0#

'*+,0-&6.$#,!*'"98!"$#2*809#6""9#.*#3-%"#

been followed to their conclusion before 

.3"!"#&$#-61#,*$$&/&0&.1#*?#.3"#457#/"'*+&6>#

&6%*0%"9Y#

W3"#457#$.!"$$#.3-.#.3"#,8!,*$"#*?#-#

complaints system is to put right what has 

>*6"#2!*6>#-69#.*#0"-!6#?!*+#&.Y#)0"-!01#&6#

this context dealing with complaints about 

the PCC can help inform the panel’s wider 

$'!8.&61#2*!NY#

="1#$.->"$#&6#.3"#9"%"0*,+"6.  
of a complaints procedure 

W3"# !$.#$.->"#&$#.*#869"!$.-69#.3"#!*0"#*?#.3"#

,-6"0#-69#.3"6#23-.#*,.&*6$#-!"#-%-&0-/0"#?*!#

the operation and delegation of its functions 

:-$#*8.0&6"9#0-."!#&6#.3&$#>8&9-6'";#-69#.3"6#

consider any preferred panel delegation 

-!!-6>"+"6.$Y#
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@6%*0%"+"6.#*?#.3"#'3&"?#"K"'8.&%"#*?#.3"#

PCC and their staff will be important, if the 

panel wishes to consider delegating certain 

panel functions to the PCC’s monitoring 

*? '"!Y#d3&0$.#.3"#,-6"0#3-$#,*2"!$#.*#

delegate, the other organisations potentially 

-??"'."9#9*#6*.#3-%"#-#0">-0#*/0&>-.&*6#.*#

-''",.#.3"#9"0">-.&*6Y#

Discussion and agreement in this area is 

therefore needed so that all parties agree and 

understand the arrangements and the scope 

of what is expected of them and, as far as 

possible, only notify the panel about matters 

23&'3#!"0-."#.*#.3"#'*698'.#*?#-#!"0"%-6.#*? '"#

3*09"!#:-$#,"!#C">80-.&*6#V:F;;Y#

Z-%&6>#9"'&9"9#-69#->!""9#-61#9"0">-.&*6#

arrangements, the panel should then identify 

a contact point for the panel and inform the 

B))#:-$#!"`8&!"9#/1#C">80-.&*6#LX;#23*#

2&00#.3"6#-9%"!.&$"#.3"#!"0"%-6.#'*6.-'.#,*&6.#

-$#$,"'& "9#/1#.3"#,-6"0Y#W3&$#+&>3.#/"#-#

'*6.-'.#?*!#.3"#'3&"?#"K"'8.&%"#*?#.3"#B))#&?#

the panel’s initial handling function has been 

9"0">-."9#.*#.3"#B))I$#+*6&.*!&6>#*? '"!Y#

Such delegation options are discussed later 

&6#.3&$#>8&9-6'"P#3*2"%"!#&.#&$#&+,*!.-6.#

to note that the panel’s key functions will 

!"+-&6#2&.3#.3"#,-6"0#860"$$#.3"1#3-%"#/""6#

9"0">-."9Y#

The IPCC has said it will also need 

'*6 !+-.&*6#*?#.3"#0*'-001#9"."!+&6"9#'*6.-'.#

,*&6.#-69#-!!-6>"+"6.$#?*!#?80 00&6>#.3"#

panel function of recording complaints and 

conduct matters, so the IPCC can refer any 

'*+,0-&6-6.$#.*#.3"#!"0"%-6.#,*&6.#*?#'*6.-'.Y#

The IPCC may also need to use this point of 

contact for liaison about matters of a serious 

-69G*!#'!&+&6-0#6-.8!"#23&'3#+&>3.#6""9#.*#

be referred from the panel to them under 

C">80-.&*6#ELY#

The procedure established locally would then 

/"#'*6 !+"9#&6#2!&.&6>#.*#3"0,#,!*%&9"#'0-!&.1#

.*#-00#'*6'"!6"9Y#

6 Police and Crime Panels 
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Functions of the panel  

The functions of the panel are set out in 

$"%"!-0#9&??"!"6.#,-!.$#*?#.3"#C">80-.&*6$Y#

W3"#>"6"!-0#98.&"$#*?#,-6"0$#-!"#>&%"6#&6#

,-!.#E#:C">80-.&*6#];[#!"'*!9&6>#-69#!"'"&,.#

&$#'*%"!"9#&6#,-!.#F[#.3"#N"1#?86'.&*6#*?#

H!"$*08.&*6#*?#*.3"!#'*+,0-&6.$I#&$#9".-&0"9#

&6#,-!.#O[#-69#!"`8&!"+"6.$#&6#!"0-.&*6#.*#

recording of information about complaints are 

9".-&0"9#&6#,-!.#(Y#

Initial complaint handling: 
23-.#&$#&6%*0%"9#

76"#*?#.3"#+-&6#?86'.&*6$#*?#-#,-6"0#&$#.*#-'.#

as a central point for collation and recording 

*?#-00#'*+,0-&6.$P#-69#.*#,!*%&9"#-#H>-."2-1I#

to the procedures for dealing with both non-

criminal and criminal complaints about the 

B))#*!#.3"#9",8.1#B))Y#

W3"#,-6"0#:*!#.3"#!"0"%-6.#+*6&.*!&6>#*? '"!#&?#

.3&$#?86'.&*6#3-$#/""6#9"0">-."9#/1#.3"#,-6"0;#

must keep a record of all complaints, purported 

complaints and conduct matters that they 

!"'"&%"P#:$""#C">80-.&*6#LO;Y#@6#,!-'.&'"#.3&$#

could be a simple spreadsheet which is held 

$"'8!"01#-69#N",.#!">80-!01#8,9-."9Y#

Regulation 9 includes certain requirements 

for complaints to be sent to the panel, but 

.3"!"#-!"#-#%-!&".1#*?#*.3"!#!*8."$#/1#23&'3#

complaints or purported complaints about the 

B))#*!#.3"&!#9",8.1#B))#+-1#!"-'3#.3"#,-6"0Y#

Initial sorting of complaints 

W3"#H,*$.#/->I#*?#'*+,0-&6.$#-/*8.#.3"#

B))#2&00#&6"%&.-/01#&6'089"#-#2&9"#!-6>"#*?#

items, some of which should be re-directed 

.*#*.3"!#!"'&,&"6.$Y#W3"#,-6"0I$#!*0"#&6#.3"#

&6&.&-0#$*!.&6>#*!#H.!&->"I#*!#-00#'*+,0-&6.$#&$#

.3"!"?*!"#&+,*!.-6.Y#

Some of these complaints may require referral 

to the chief constable where they are about 

.3"#9"0&%"!1#*?#*,"!-.&*6-0#,*0&'&6>#+-.."!$Y#

7.3"!#+-.."!$#&6#.3"#,*$.#/->#+-1#-'.8-001#/"#

disagreements about a particular policy of the 

B))#-69#6*.#!"-001#'*+,0-&6.$[#$8'3#&$$8"$#

+&>3.#6""9#.*#/"#9"-0.#2&.3#$"6$&.&%"01#23"6#

notifying the complainant and referring the 

+-.."!#/-'N#.*#.3"#B))#?*!#.3"&!#&6?*!+-.&*6Y#

@.#&$#"6%&$->"9#.3-.#.3"$"#N&69$#*?#!"?"!!-0#2&00#

be common, and standard approaches for 

dealing with them might be shared with the 

3"0,#*?#.3"#45<#-$#,-6"0$#>-&6#"K,"!&"6'"#

-69#9"%"0*,#>**9#,!-'.&'"#&6#.3&$#-!"-Y#

7.3"!#+-.."!$#+-1#/"#+*!"#9&? '80.#.*#

categorise where they consist of a number 

of interrelated issues, including some with a 

,*."6.&-001#'!&+&6-0#"0"+"6.Y#

Referral of criminal matters 

Complaints or conduct matters that are criminal 

&6#6-.8!"#*!#3-%"#-#'!&+&6-0#"0"+"6.#+8$.#/"#

!"?"!!"9#.*#.3"#@B))#:$""#0-."!#&6#.3&$#>8&9"#?*!#

9".-&0$#*!#!"?"!#.*#.3"#C">80-.&*6$;Y#)*+,0-&6.$#

or conduct matters that do not meet this 

.3!"$3*09#$3*809#/"#&6?*!+-001#!"$*0%"9#/1#.3"#

,-6"0#869"!#,-!.#O#*?#.3"#C">80-.&*6$Y#
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It should be noted that the IPCC cannot 

!"'*!9#'*698'.#+-.."!$#*!#'*+,0-&6.$Y#W3&$#

&$#.3"#$.-.8.*!1#!"$,*6$&/&0&.1#*?#.3"#,-6"0Y#

d3"6#'*+,0-&6.$#*!#'*698'.#+-.."!$#:2&.3#

-#'!&+&6-0#"0"+"6.;#'*+"#.*#.3"#-.."6.&*6#

of the IPCC, the Commission will refer the 

+-.."!#&6#.3"# !$.#&6$.-6'"#.*#.3"#,-6"0#.*#/"#

recorded in accordance with the Regulations 

:C">80-.&*6#V:E;;Y#

Flow diagram 

The diagram below explains how the initial 

complaint receipt and triage arrangement 

2*809#*,"!-."#&6#,!-'.&'"Y#

IPCC referral and notice to 

complainant etc 

The panel must notify the 

'*+,0-&6-6.#:&?#.3"!"#&$#*6";Y#

^*.&'"#$3*809#-0$*#/"#>&%"6#

to the PCC or their deputy to 

whom the complaint relates 

:860"$$#.3&$#2*809#,!"e89&'"#

?8!.3"!#&6%"$.&>-.&*6;#Q#$""#

C">80-.&*6#EL:];Y#

Records and notice to 

complainant etc 

The exact nature of the record 

!"`8&!"9#869"!#C">80-.&*6#LO#

3-$#6*.#/""6#$,"'& "9#/1#.3"#

@B))#-69#+&>3.#/"#$-.&$ "9#/1#

a simple spread sheet which is 

N",.#8,#.*#9-."Y#

d3"!"#!"'*!9"9#'*+,0-&6.$P#

purported complaints and 

conduct matters are within the 

$'*,"#*?#C">80-.&*6#V:(;#:&"#

are not immediately referred 

.*#*.3"!$;#Q#.3"6#-#'*,1#*?#.3"#

record of the complaint shall 

be sent to the complainant 

-69#:&?#-,,!*,!&-.";#.3"#,"!$*6#

'*+,0-&6"9#-/*8.#:$""#

C">80-.&*6#LE;Y#

Notes on records required 

Complaint clearly relates 

to non criminal matters, 

?*!#"K-+,0"A#!89"6"$$[#

inappropriate reference 

.*#,"*,0"P#,0-'"$P#&$$8"$[#

%"!1#+&6*!#*!#$,"6.#'!&+&6-0#

'*6%&'.&*6$#

The panel should keep a 

record of all complaints, 

purported complaints and 

conduct matters under 

C">80-.&*6#LOY#W3"#,-6"0#

acts as a gateway to all 

'*+,0-&6.$#-/*8.#.3"#B))Y#

)*+,0-&6.$#!"'"&%"9#/1#

.3"#,-6"0#?!*+#-#%-!&".1#*?#

sources 

Decide whether conduct 

+-.."!$#*!#'*+,0-&6.$#3-%"#

a criminal element which 

e8$.& "$#!"?"!!-0#.*#.3"#@B))Y#

If referred – the complainant 

and other parties need to be 

-9%&$"9#-''*!9&6>01Y#

:R""#/"0*2#&?#6*.#!"?"!!"9;#

)*+,0-&6.$#".'#H*8._*?_$'*,"I#

of the panel ie not about the 

'*698'.#*?#-#!"0"%-6.#*? '"#

holder are referred on to the 

appropriate body eg: 

a#The chief constable 

a# W3"#,!*/-.&*6#$"!%&'"#

a# W3"#%*086.-!1#$"'.*!#

a#The CSP 

a# W3"#4*'-0#1*8.3#'08/G#

,-!"6.$#G".'#

a#The PCC if the matter is 

actually a PCC policy issue 

d3"!"#-#!"'*!9#&$#6*.#+-9"#

under regulation 9 the 

'*+,0-&6-6.#$3*809#/"#6*.& "9#

:$""#!">80-.&*6#EX:F;;#

Some transfer of cases 

between the panel and the 

IPCC may occur 

)*+,0-&6.$G'*698'.#+-.."!$#

with a criminal element dealt 

with by the IPCC#:$""#@B))#

?*!+#SYE#

)*+,0-&6.$G'*698'.#+-.."!$#

without a criminal element 

are dealt with by the panel 

/1#&6?*!+-0#!"$*08.&*6#:!"?"!#

.*#.3"#$"'.&*6#H*,"!-.&6>#.3"#

,!*'"98!"I#&6#.3&$#>8&9-6'";#

W3&$#N"1#.!&->"G 0.!-.&*6#$.->"#'-6#/"#9"0">-."9#.*#.3"#'3&"?#"K"'8.&%"#*?#.3"#B))#869"!#C">80-.&*6#

S[#*!#.3"#+*6&.*!&6>#*? '"!#*?#.3"#3*$.#-8.3*!&.1Y#
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Summary of a panel’s key 
functions 

The panels’ functions for which they are 

responsible can be summarised as follows: 

Initial handling of complaints and conduct 

matters :,-!.#F#*?#.3"#C">80-.&*6$;#

d3"6#-#6"2#'*+,0-&6.#&$#!"'"&%"9#/1#.3"#

,-6"0P#&.#3-$#.*#/"#!"'*!9"9#/1#.3"#!"0"%-6.#

panel unless it is already being dealt with 

.3!*8>3#'!&+&6-0#,!*'""9&6>$Y#@?#.3"#,-6"0P#

!"0"%-6.#*? '"#3*09"!P#*!#'3&"?#*? '"!#*?#,*0&'"#

decides not to record or refer a complaint 

then they must notify the complainant of the 

decision to take no action and the grounds for 

.3-.#9"'&$&*6Y#

<#6"2#'*698'.#+-.."!( which comes to the 

attention of the panel also has to be recorded 

/1#.3"#,-6"0Y#W3"#@B))#'-6#9&!"'.#.3"#,-6"0#

to record a conduct matter which has come 

.*#&.$#-.."6.&*6Y#

d3"!"#-#'*+,0-&6.#*!#'*698'.#+-.."!#-/*8.#

the PCC has come to the attention of the 

,-6"0#:*!#.3"#B));#.3"1#3-%"#-#98.1#.*#*/.-&6#

-69#,!"$"!%"#.3"#"%&9"6'"#-69#'*+,01#2&.3#

-61#9&!"'.&*6$#?!*+#.3"#@B))Y#

<#$"!&*8$#'*+,0-&6.#*!#-#'*698'.#+-.."!#

must be referred to the IPCC “as soon as is 

,!-'.&'-/0"#-69#&6#-61#"%"6.P#6*.#0-."!#.3-6#

the end of the following day when it becomes 

'0"-!#&.#$3*809#!"?"!!"9g#:C">80-.&*6#EL;Y#

The panel also has to notify the complainant 

and, if appropriate, the person complained 

(# W3"#B*0&'"#C"?*!+#-69#R*'&-0#C"$,*6$&/&0&.1#<'.#FXEE#,!*%&9"$#

-#/!*-9#9" 6&.&*6#*?#'*698'.#+-.."!$#&6#$"'.&*6#LE:E;:/;Y# @6#

!"0-.&*6#.*#.3"#,*0&'"P#-#'*698'.#+-.."!#&$#9" 6"9#/1#.3"#@B))#

as “any matter which is not and has not been subject of a 

'*+,0-&6.#23"!"#.3"!"#&$#-6#&69&'-.&*6#.3-.#-#,"!$*6#$"!%&6>#

2&.3#.3"#,*0&'"#+-1#3-%"#'*++&.."9#-#'!&+&6-0#*??"6'"#*!#

/"3-%"9#&6#-#+-66"!#23&'3#2*809#e8$.&?1#/!&6>&6>#'!&+&6-0#

,!*'""9&6>$gY#

->-&6$.#.3-.#.3"#+-.."!#3-$#/""6#!"?"!!"9Y#

The IPCC then has to decide whether or 

6*.#.*#&6%"$.&>-."#*!#.*#!"?"!#.3"#+-.."!#/-'N#

.*#.3"#,-6"0#.*#3-690"Y#<>-&6#.3"#,-!.&"$P#&?#

-,,!*,!&-."P#3-%"#.*#/"#6*.& "9#*?#.3"#9"'&$&*6Y#

If a complaint is being handled by the panel 

directly and they decide that the complaint 

should not be dealt with by informal 

!"$*08.&*6#:B-!.#O;#*!#.3-.#.3"#C">80-.&*6$#

should not be applied, the panel may handle 

.3"#'*+,0-&6.#&6#23-."%"!#2-1#.3"1#$""# .Y#

They must notify the complainant of their 

9"'&$&*6[#:.3"#'*+,0-&6-6.#+8$.#-0$*#/"#

informed of their right to appeal to the Local 

5*%"!6+"6.#7+/89$+-6#-69#&6#d-0"$#.3"#

B8/0&'#R"!%&'"#7+/89$+-6#?*!#d-0"$;Y#

The panel can decide not to apply the 

C">80-.&*6$#&6#'"!.-&6#'&!'8+$.-6'"$Y#@6#

summary these are where the complaint 

&$#-6#"+,0*1+"6.#&$$8"[#&.#&$#+*!"#.3-6#EF#

+*6.3#*09[#.3"#+-.."!#&$#-0!"-91#.3"#$8/e"'.#

*?#-#'*+,0-&6.[#&$#-6*61+*8$P#%"K-.&*8$P#

*,,!"$$&%"#*!#-6#-/8$"#*?#.3"#,!*'"98!"$#*!#

!",".&.&*8$Y#:C">80-.&*6#E(:F;Y;#

<#'*+,0-&6.#'-6#/"#2&.39!-26#*!#9&$'*6.&68"9#

/1#-#'*+,0-&6-6.Y#W3"#!"0"%-6.#,-!.&"$#3-%"#

.*#/"#6*.& "9#-69#.3"#?-'.#!"'*!9"9Y#@?#.3"#

complaint relates to a conduct matter then 

.3"#+-.."!#+-1#$.&00#/"#&6%"$.&>-."9#869"!#.3"#

Regulations if it is in the public interest to do 

$*Y#<>-&6#.3"#,-!.&"$P#&?#-,,!*,!&-."P#3-%"#.*#

/"#6*.& "9#*?#-61#9"'&$&*6Y#

The PCC must notify the panel of any allegation, 

&6%"$.&>-.&*6#*!#,!*'""9&6>$#&6#!"0-.&*6#.*#.3"&!#

'*698'.#*8.$&9"#J6>0-69#-69#d-0"$Y#@6#$8'3#

circumstances the panel can handle the matter 

&6#23-."%"!#+-66"!#.3"1#.3&6N# .Y#
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The panel must also nominate a point of 

contact for the panel to whom cases can be 

!"?"!!"9Y#W3&$#,*&6.#*?#'*6.-'.#+-1#*!#+-1#

not be the panel – dependant on the extent 

.*#23&'3#.3"#,-6"0I$#?86'.&*6$#-$#-/*%"#3-%"#

/""6#9"0">-."9Y#

d3&0$.#.3"#-/*%"#-!!-6>"+"6.$#-!"#'0"-!01#

,-6"0#?86'.&*6$P#.3"&!#*,"!-.&*6-0#9"0&%"!1#

'-6#/"#9"0">-."9Y#W3&$#'*809#/"#.*#.3"#3*$.#

-8.3*!&.1I$#+*6&.*!&6>#*? '"!#*!#.*#.3"#'3&"?#

"K"'8.&%"#*?#.3"#B))Y#:D&??"!"6.#*,.&*6$#?*!#

9"0">-.&*6#-!"#'*%"!"9#0-."!#&6#.3&$#>8&9-6'"Y;#

<0.3*8>3#-2-!"6"$$#-/*8.#-00#'*+,0-&6.$#

relating to the PCC and policing matters may 

,!*%&9"#8$"?80#&6?*!+-.&*6#.*#-$$&$.#2&.3#-#

panel’s wider scrutiny work, the scope of a 

,-6"0I$#-'.&%&.1#&6#9"-0&6>#2&.3#6*6_'!&+&6-0#

complaints about the PCC is much more 

6-!!*201#9!-26Y#W3"#,-6"0I$#!*0"#&6#'*+,0-&6.#

handling and dealing with non-criminal 

complaints therefore needs to be clearly set 

*8.#-69#869"!$.**9#0*'-001#.*#-%*&9#'*6?8$&*6#

-69#>!-98-0#H+&$$&*6#'!"",PI#,-!.&'80-!01#

*6#,-!.&'80-!#'*+,0-&6.$#23&'3#+-1#3-%"#

$"%"!-0#,"!3-,$#&6."!!"0-."9#"0"+"6.$Y#

Resolution of non-criminal complaints 

:,-!.#O#*?#.3"#C">80-.&*6$;#

If a complaint concerns the non-criminal 

conduct of the PCC or their deputy then 

the panel must make arrangements for the 

'*+,0-&6.#.*#/"#$8/e"'.#.*#&6?*!+-0#!"$*08.&*6Y#

Informal resolution may be conducted by the 

panel itself, a sub-committee of the panel, 

a single member of the panel or another 

,"!$*6#:23&'3#'-66*.#/"#.3"#B));#-,,*&6."9#

/1#.3"#,-6"0#:$""#C">80-.&*6#FU:L;;Y#@?#

anyone other than the panel is handling 

.3"#'*+,0-&6.P#,!*%&$&*6#+-1#/"#+-9"#.*#

!"?"!#-#'*+,0-&6.#/-'N#.*#.3"#?800#,-6"0#:$""#

C">80-.&*6#FU:(;;Y#

<''*!9&6>#.*#C">80-.&*6#FU:S;#-#'*+,0-&6.#

'-66*.#/"#?*!+-001#&6%"$.&>-."9P#-0.3*8>3#

!"`8&!&6>#.3"#!"0"%-6.#*? '"#3*09"!#.*#,!*%&9"#

information or documents, or summoning him 

or her to appear before the panel, does not 

'*86.#-$#&6%"$.&>-.&*6#?*!#.3"$"#,8!,*$"$Y#

7.3"!#$.",$#9"$&>6"9#.*#>-.3"!#&6?*!+-.&*6#

about or corroborate the complaint such as 

taking statements from witnesses or seeking 

9*'8+"6.$#?!*+#*.3"!#,-!.&"$#-!"#,!*3&/&."9Y#

If the person complained against chooses 

6*.#.*#'*++"6.P#.3&$#3-$#.*#/"#!"'*!9"9Y#

The panel cannot offer an apology for the 

PCC’s conduct unless the PCC has admitted 

the conduct in question and agreed to the 

-,*0*>1Y#

The panel has to keep a record of the 

outcome of the procedure and copy this 

.*#.3*$"#'*6'"!6"9Y#D".-&0$#*?#.3"#!"'*!9#

can be published, but only after the parties 

3-%"#/""6#>&%"6#-6#*,,*!.86&.1#.*#+-N"#

!",!"$"6.-.&*6$P#.3"1#3-%"#/""6#'*6$&9"!"9#

and the panel is of the opinion it is in the 

,8/0&'#&6."!"$.Y#

Provision and recording of Information 

:,-!.#(#*?#.3"#C">80-.&*6$;#

The panel has to tell the PCC the name and 

address where complaints are to be sent and 

the PCC has to publish the information as 

!"`8&!"9#/1#.3"#,-6"0Y#

<?."!#!"'*!9&6>#-#'*+,0-&6.P#-#'*,1#*?#.3-.#

record should be sent by the panel to the 

complainant concerned with a further copy 

.*#.3"#,"!$*6#'*+,0-&6"9#->-&6$.Y#<0.3*8>3#

the copy may be anonymised, or may not 

/"#,!*%&9"9P#&?#.*#9*#$*#+&>3.#,!"e89&'"#-#

'!&+&6-0#&6%"$.&>-.&*6#*!#,!*'""9&6>$P#*!#

2*809#/"#'*6.!-!1#.*#.3"#,8/0&'#&6."!"$.Y#<61#

$8'3#9"'&$&*6#+8$.#/"#N",.#869"!#!"%&"2Y#
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<00#!"'*!9$#3-%"#.*#/"#N",.#/1#.3"#,-6"0#

-$#!"`8&!"9#/1#.3"#C">80-.&*6$Y#W3"#,-6"0#

3-$#.*#N"",#!"'*!9$#*?#"%"!1#'*+,0-&6.#-69#

,8!,*!."9#'*+,0-&6.#.3-.#&$#+-9"#.*#&.P#"%"!1#

'*698'.#+-.."!#!"'*!9"9#/1#&.#-69#"%"!1#

exercise of a power or performance of a duty 

869"!#.3"#!">80-.&*6$Y#

W3"#,-6"0#3-$#-#98.1#.*#,!*%&9"#.3"#@B))#

2&.3#-61#&6?*!+-.&*6P#9*'8+"6.$#*!#"%&9"6'"#

that it requires, in the form and time 

$,"'& "9Y#W3"#,-6"0#-0$*#3-$#.*#-00*2#.3"#

IPCC access to premises either in relation 

.*#-6#&6%"$.&>-.&*6#*!#$*#.3-.#.3"#@B))#'-6#

"K-+&6"#.3"#"? '&"6'1#-69#"??"'.&%"6"$$#*?#

.3"#-!!-6>"+"6.$#?*!#3-690&6>#'*+,0-&6.$Y#

:J`8&%-0"6.#,*2"!$#"K&$.#&6#!"0-.&*6#.*#.3"#

&6%"$.&>-.&*6#*?#'*+,0-&6.$#/1#.3"#457Y;#

Complainants and any persons complained 

about should be sent a copy of any 

!"$*08.&*6#:$""#!">80-.&*6#FU:EF;;Y#

C*0"#*?#.3"#4*'-0#5*%"!6+"6.#
7+/89$+-6#

If at any stage there is a complaint about 

the way in which the panel has carried out 

*!#9"0">-."9#.3"#-/*%"#?86'.&*6$P#.3"#+-.."!#

'-6#/"#!"?"!!"9#.*#.3"#457P#,!*%&9"9#.3-.#.3"#

matter has been subject to local complaint 

,!*'"98!"$#23&'3#3-%"#/""6#"K3-8$."9Y#
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Delegation of functions 

<0.3*8>3#.3"#,-6"0I$#!"$,*6$&/&0&.&"$#-!"#

set out in the Regulations as summarised 

-/*%"P#.3"#C">80-.&*6$#-0$*#-00*2#,-6"0$#.*#

delegate some of this work to sub-groups, 

*.3"!#/*9&"$#*!#&69&%&98-0$#&6'089&6>#.3"#3*$.#

-8.3*!&.1#+*6&.*!&6>#*? '"!#-69#.3"#'3&"?#

"K"'8.&%"#*?#.3"#B))Y#

The Regulations need to be read alongside 

.3"#Z*+"#7? '"#58&9-6'"#.*#869"!$.-69#

the range of different options for delegation 

-%-&0-/0"Y#W*#&+,!*%"#'0-!&.1#.3"$"#-!"#$".#*8.#

below: 

7,.&*6$#?*!#9"0">-.&*6#

Option 1: Panel/host authority retains all 

functions 

W3"#,-6"0#9*"$#6*.#3-%"#.*#9"0">-."#

-61.3&6>#869"!#,-!.$#FP#O#-69#(#*?#.3"#

C">80-.&*6$Y#@.#$3*809#/"#6*."9#.3-.#&?#.3&$#

is the preferred option, the panel will need 

to satisfy itself that it is able to record 

complaints and conduct matters and refer 

these to the IPCC as required by the 

C">80-.&*6$Y#

T-!&-.&*6$#*6#*,.&*6#E#

AA#D"0">-.&*6#*?#&6&.&-0#3-690&6>#-69G*!#

resolution to a sub-committee of the panel or 

-#,-!.&'80-!#,"!$*6#*6#.3"#,-6"0Y#

B: Delegation of initial complaint handling 

-69G*!#!"$*08.&*6#.*#.3"#+*6&.*!&6>#*? '"!#*?#

.3"#3*$.#-8.3*!&.1#869"!#0*'-0#>*%"!6+"6.#

0">&$0-.&*6#:.3"#EVSF#<'.;Y#

Option 2: A ‘triage’ role for the chief 

executive of the PCC (delegation of 

receipt, and initial handling and recording 

functions of the panel) 

Regulation 7 allows the panel to delegate 

initial receipt of complaints to the chief 

"K"'8.&%"#*?#.3"#B))#:&6#.3"&!#!*0"#-$#

+*6&.*!&6>#*? '"!;#23*#2&00#.3"6#9&$.!&/8."#.3"#

complaints to the panel, the IPCC or the chief 

'*6$.-/0"#:*!#-61*6"#"0$";#-$#-,,!*,!&-."Y#

W3"#H.!&->"I#2*!N#&6#`8"$.&*6#2*809#&6%*0%"#-6#

"0"+"6.#*?#&6%"$.&>-.&*6#.*#>-.3"!#$8? '&"6.#

information to be able to decide under 

C">80-.&*6#EL#23&'3#&$#.3"#-,,!*,!&-."#/*91#

.*#9"-0#2&.3#.3"#'*+,0-&6.Y#W3&$#+-1#&6%*0%"#

for example contacting the complainant to 

!"`8"$.#+*!"#&6?*!+-.&*6#*!#'0-!& '-.&*6P#

which might help determine whether or not 

.3"#'*+,0-&6.#2-$#-#$"!&*8$#'*+,0-&6.Y#

Option 3: Making arrangements 

for securing informal resolution of 

complaints 

C">80-.&*6#FU#!"`8&!"$#-#,-6"0#.*#+-N"#

arrangements to secure the informal 

resolution of complaints, although 

responsibility for securing resolution cannot 

/"#9"0">-."9Y#

T-!&-.&*6$#*6#*,.&*6#L#

The arrangements a panel can make include 

the ability to appoint a sub-committee of the 

,-6"0P#*!#-6#&69&%&98-0#?!*+#.3"#,-6"0#*!#-#

person who is not a member of the panel to 

$"'8!"#.3"#&6?*!+-0#!"$*08.&*6Y#

12 Police and Crime Panels 

24



W3&$#'*809#/"#?*!#"K-+,0"#-#,!&%-."#

mediation company, social enterprise or 

%*086.-!1#*!>-6&$-.&*6P#*!#.3"#'3&"?#"K"'8.&%"#

*?#.3"#B))P#*!#-#0*'-0#-8.3*!&.1#*? '"!Y#

Option 4: Delegation of receipt, triage and 

resolution activity 

<#,-6"0#'*809#-0$*#'*+/&6"#*,.&*6$#F#-69#

L#-/*%"P#">#&.#'*809#9"0">-."#.3"#&6&.&-0#

.!&->"#!*0"#.*#.3"#'3&"?#"K"'8.&%"#*?#.3"#B))P#

and responsibility for securing the informal 

resolution of complaints to one of the bodies 

$".#*8.#&6#*,.&*6#L#-/*%"#:23&'3#'*809#

&6'089"#.3"#'3&"?#"K"'8.&%"#*?#.3"#B));Y#

Delegation – some key points 
to consider 

Funding delegated panel functions 

It should be noted that neither the 

C">80-.&*6$#6*!#.3"#Z*+"#7? '"#>8&9-6'"#

$.-."#23*P#&6#.3"#"%"6.#*?#'"!.-&6#,-6"0#

functions being delegated, should pay for the 

2*!N#&6%*0%"9Y#W3&$#2*809#,!"$8+-/01#/"#-#

+-.."!#*?#0*'-0#9&$'8$$&*6#-69#9"."!+&6-.&*6Y#

In this context it should be noted that the 

'3&"?#"K"'8.&%"#*?#.3"#B))#:*!#-61*6"#"0$"#

to whom the panel might wish to delegate 

?86'.&*6$;#-!"#6*.#869"!#-#98.1#.*#-''",.#

$8'3#9"0">-.&*6Y#

Perceptions of independence in the 

complaints process 

It should be noted that members of the public 

+&>3.#%&"2#.3"#'*+,0-&6.$#,!*'"$$#-$#6*.#

$8? '&"6.01#&69","69"6.#23"!"#.3"#,-6"0#

has delegated certain functions to the chief 

"K"'8.&%"#*?#.3"#B))#&6#.3"&!#+*6&.*!&6>#

*? '"!#!*0"Y#

W3"!"#-!"#3*2"%"!#-#68+/"!#*?#?-'.*!$#23&'3#

+&>3.#,!*%&9"#!"-$$8!-6'"#*6#.3&$#,*&6.P#-69#

might mean that delegation to the monitoring 

*? '"!#*?#.3"#B))#-$#9"$'!&/"9#-/*%"#

could make a lot of sense from the panel’s 

,"!$,"'.&%"P#>&%"6#.3"#0&+&."9#!"$*8!'"$#&.#2&00#

3-%"#-%-&0-/0"A#

a# C">80-.&*6#EL:E_L;#!"`8&!"$#'-$"$#23&'3#

are actually serious and criminal in nature 

.*#/"#&6%"$.&>-."9#/1#.3"#@B))#Q#.3"$"#+8$.#

/"#!"?"!!"9Y#@?#0-."!#&6%"$.&>-.&*6#!"%"-0"9#

.3-.#*/%&*8$01#'!&+&6-0#+-.."!$#2"!"#6*.#

!"?"!!"9P#.3"#'3&"?#"K"'8.&%"#2*809#3-%"#

/""6#'*6.!-%"6&6>#.3"#C">80-.&*6$Y#

a  The panel should introduce procedures to 

+*6&.*!#-61#H.!&->"#*?#'*+,0-&6.$I#23"!"#

this aspect of complaint handling has been 

delegated to check that part 4 complaints 

are sifted in a fair and transparent way and 

-!"#6*.#?*!#"K-+,0"#0*$.#&6#.3"#$1$."+Y#

a  If a complaint is made to a PCC about their 

own conduct, the PCC has to inform the 

,-6"0#:869"!#C">80-.&*6#V:O;;Y#@?#.3"#'3&"?#

"K"'8.&%"#*?#.3"#B))#'*6$80.$#2&.3#.3"#

PCC but then does not refer complaints 

about the PCC to the panel, they would be 

'*6.!-%"6&6>#.3"#B))I$#98.1#.*#6*.&?1#.3"#

,-6"0#869"!#C">80-.&*6#V:O;Y#

a# W3"#B))#*!#*.3"!#!"0"%-6.#*? '"!#'-66*.#

9"-0#2&.3#'*+,0-&6.$#-/*8.#.3"+$"0%"$#Q#

.3&$#&$#,!*3&/&."9#869"!#C">80-.&*6#S:F;Y#

a# <6#-99&.&*6-0#$-?">8-!9#&$#.3"#-/&0&.1#*?#.3"#

IPCC to compel the panel to record and 

refer a particular matter if it considers it is 

&6#.3"#,8/0&'#&6."!"$.#.*#9*#$*Y#

a# W3"#Z*+"#7? '"#9*"$#6*.#'*6$&9"!#.3-.#

$8'3#-#!*0"#?*!#.3"#'3&"?#"K"'8.&%"#*?#.3"#

B))#!",!"$"6.$#-#'*6h&'.#*?#&6."!"$.Y#W3"1#

,*&6.#*8.#.3-.#+-61#*!>-6&$-.&*6$#3-%"#

satisfactory procedures for dealing with 

'*+,0-&6.$#*6#-6#&6_3*8$"#/-$&$Y#
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Summary tables of pros and 
cons of delegation 

This guidance does not seek to determine 

what the most appropriate approach is, and 

to some extent this will only be determined 

in the light of experience of operating the 

$1$."+#?*!#-#,"!&*9#*?#.&+"Y#

@6#9"'&9&6>#-69#!"%&"2&6>#.3"#/"$.#-,,!*-'3#

it is suggested that the following key points 

summarised in the tables below should be 

considered: 

14 Police and Crime Panels 

Option 1: Panel/host authority keeps all functions 

Panel handles all complaints#&6'089&6>#-00#"0"+"6.$#*?#!"'"&,.P#H.!&->"I#&6%"$.&>-.&*6#-$#6"'"$$-!1#

and resolution 

Advantages <00*2$#-''"$$#.*#-00#&6?*!+-.&*6#&6#.3"#&6'*+&6>#H'*+,0-&6.#,*$./->IP#23&'3#+-1#

/"#8$"?80#&6#,!*%&9&6>#.3"#,-6"0#2&.3#-#/".."!#*%"!%&"2#*?#&$$8"$#-69#'*809#3"0,#

&6?*!+#.3"#,-6"0I$#2&9"!#$'!8.&61#2*!NY#

M-N"$#&.#"-$&"!#?*!#.3"#,-6"0#.*#,!*,"!01#$8,"!%&$"#.3"#3-690&6>#*?#'*+,0-&6.$Y#

5"6"!-001#-%*&9$#&$$8"$#!"0-."9#.*#.3"#,*."6.&-0#'*6h&'.#*?#&6."!"$.#&?#'*+,0-&6.$#

2"!"#9"-0.#2&.3#/1#.3"#'3&"?#"K"'8.&%"#*?#.3"#B))Y#

B!*%&9"$#!"-$$8!-6'"#.*#.3"#,8/0&'#.3-.#.3"!"#&$#6*#/&-$#&6#'*+,0-&6.#3-690&6>#

*!#$N"2"9#,!"$"6.-.&*6#*?#9-.-#-/*8.#'*+,0-&6.$#!"'"&%"9#-/*8.#.3"#B))#:23*#

+&>3.#2&$3#.*#$8,,!"$$#9-.-#23&'3#&69&'-."$#.3"&!#86,*,80-!&.1;Y#

Disadvantages W3"#,-6"0#+8$.#/"#-/0"#.*#'*+,01#2&.3#&.$#*/0&>-.&*6$#.*#!"'*!9#-69#"??"'.&%"01#

!"?"!#+-.."!$#.*#.3"#@B))#:'-!"?80#.3*8>3.#+&>3.#3-%"#.*#/"#>&%"6#.*#23".3"!#.3&$#

'-6#/"#-'3&"%"9#2&.3*8.#8698"#9"0-1#'-8$"9#/1#.3"#6""9#.*#-!!-6>"#"K.!-#?*!+-0#

,-6"0#+"".&6>$;Y#W3"#@B))#$8>>"$.#.3-.#&.#2*809#/"#3"0,?80#?*!#-!!-6>"+"6.$#

to be in place such that serious incidents can be recorded and referred outside 

6*!+-0#*? '"#3*8!$Y#

W3"#68+/"!#-69#'*+,0"K&.1#*?#&6'*+&6>#'*+,0-&6.$#&$#-6#86N6*26#-.#.3&$#$.->"Y#

<$#-#!"$80.#&.#&$#9&? '80.#.*#>-8>"#3*2#9"+-69&6>#.3&$#2*809#/"#*6#,-6"0#-69#0*'-0#

authority resources in terms of the staff and associated training which might be 

6"'"$$-!1Y#

^*#"K.!-#+*6"1#&$#-%-&0-/0"#?*!#3*$.#-8.3*!&.&"$#&?#.3"1#9"'&9"9#.*#3-690"#-00#

'*+,0-&6.$Y#

Distraction from the main business and purpose of the panel because of the time 

&6%*0%"9#&6#-'.8-001#9"-0&6>#2&.3#'*+,0-&6.$Y#
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Variations on option 1 

A: Delegation of initial complaint handling 

-69G*!#!"$*08.&*6#.*#-#$8/_'*++&..""#*?#.3"#

panel or a particular person on the panel who 

would in either case report back to the full 

,-6"0#-$#6"'"$$-!1Y#

B: Delegation of initial complaint handling 

-69G*!#!"$*08.&*6#.*#.3"#+*6&.*!&6>#*? '"!#*?#

.3"#3*$.#-8.3*!&.1#869"!#0*'-0#>*%"!6+"6.#

0">&$0-.&*6#:.3"#EVSF#4*'-0#5*%"!6+"6.#<'.;Y#

\*.3#*,.&*6$#<#-69#\#2*809#3-%"#.3"#

-9%-6.->"#*?#-%*&9&6>#.3"#6""9#?*!#-#?*!+-0#

panel meeting to record and refer matters 

-69#.3"#9"0-1#.3&$#'*809#'-8$"Y#7.3"!#

-9%-6.->"$#&6'089"#h"K&/&0&.1P#$,"'&-0&$-.&*6#

-69#-%*&9&6>#,*$$&/0"#'*6'"!6$#-/*8.#/&-$#

and lack of independence which might be 

-$$*'&-."9#2&.3#&6%*0%"+"6.#*?#.3"#'3&"?#

"K"'8.&%"#*?#.3"#B))Y#

Option 2: A ‘triage’ role for the chief executive of the PCC in their role as the monitoring 

 !"#$%& !&'($&)**&+( &,#'-&,-&,.&/./'/,0&"0'$%& !&%$#$/1$2&# 340,/.'-&5/$&2$0$6,'/ .& !&

receipt, and the initial handling and recording functions of the panel). 

Advantages W3"#B))#&$#/*869#.*#/"#-6#*/%&*8$#,*&6.#*?#'*6.-'.#?*!#'*+,0-&6.$#?!*+#.3"#

,8/0&'#-/*8.#-#2&9"#%-!&".1#*?#,*0&'&6>#+-.."!$#Q#"%"6#&?#-0."!6-.&%"#'*6.-'.#

,*&6.$#-!"#-9%"!.&$"9Y#W3"#'3&"?#"K"'8.&%"#*?#.3"#B))#+&>3.#.3"!"?*!"#/"#6-.8!

?*'8$#?*!#'*00-.&*6#-69#$*!.&6>#*?#.3"$"#'*+,0-&6.$Y#

W3"#'3&"?#"K"'8.&%"#*?#.3"#B))#+-1#/"#-/0"#.*#9!-2#*6#!"0"%-6.#0">-0#"K,"!.&$

+*!"#"-$&01#.3-6#.3"#0*'-0#-8.3*!&.1Y#

This arrangement would strengthen any argument that the costs of carrying ou

the work should fall on the PCC – rather than the host authority, although getti

-61#->!""+"6.#*6#.3"#B))#,&'N&6>#8,#.3"#'*$.#2*809#3-%"#.*#/"#->!""9#0*'-00

@.#+&>3.#-0$*#/"#-!>8"9#.3-.#.3"#B))#'3&"?#"K"'8.&%"#'*809#/"#+*!"#&69","69"

.3-6#.3"#,-6"0#?!*+#-#,*0&.&'-0#,"!$,"'.&%"Y#

D&$'8$$&*6#*6#.3"#'*+,0-&6.#3-690&6>#$.-.&$.&'$#,!*%&9"9#/1#.3"#B))#'*809#/"#

8$"?80#H$.-69&6>#&."+I#.*#,!*+*."#0&-&$*6#-69#9&$'8$$&*6#23"6#.3"#B))#-.."69$

-.#,-6"0#+"".&6>$Y#

Disadvantages <#!*/8$.#-99&.&*6-0#,!*'"98!"#2*809#6""9#.*#/"#,8.#&6#,0-'"#.*#"6$8!"#.3-.#

'*+,0-&6.$#-/*8.#.3"#B))#*!#.3"&!#9",8.1#2"!"#/"&6>#,!*,"!01#3-690"9Y#

J%"6#2&.3#!*/8$.#,!*'"98!"$#-$#-/*%"#&6#,0-'"P#&.#+&>3.#/"#3-!9#.*#'*6%&6'"#.3

public that there is an independent process in place for dealing with complaint

-/*8.#.3"#B))Y#

-0#

"#

t 

ng 

1Y#

6.#

-#

#

"#

s 
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Option 3: Making arrangements for securing informal resolution 

C">80-.&*6#FU#-00*2$#-#,-6"0#.*#-,,*&6.#-#$8/_'*++&..""#*!#-6#&69&%&98-0#?!*+#.3"#,-6"0#*!#-#

,"!$*6#23*#&$#6*.#-#+"+/"!#*?#.3"#,-6"0#.*#$"'8!"#&6?*!+-0#!"$*08.&*6#*?#'*+,0-&6.$Y#W3&$#.-/0"#

assumes that the chief executive of the PCC#&$#-,,*&6."9#869"!#C">80-.&*6#FU#.*#$"'8!"#

!"$*08.&*6#*?#6*6_'!&+&6-0#'*+,0-&6.$Y#

Advantages a#This arrangement would help the panel to concentrate on its main role of 

$'!8.&6&$&6>#-69#!"%&"2&6>#.3"#9"'&$&*6$#+-9"#/1#.3"#B))Y#

a# W3"#'3&"?#"K"'8.&%"#*?#.3"#B))#+&>3.#3-%"#+*!"#!"$*8!'"$#-%-&0-/0"#&6#."!+$#

*?#9"9&'-."9#$.-??#.*#&6%"$.&>-."#$8'3#+-.."!$Y#

a#)*+,0-&6.$#-/*8.#.3"#B))#+&>3.#-!!&%"#&6#/-.'3"$#23&'3#2*809#!"`8&!"#

'*6$&9"!-/0"#&6,8.#.*#&6%"$.&>-."#-69#!"$*0%"Y#@.#+-1#/"#"-$&"!#?*!#.3"#'3&"?#

"K"'8.&%"#*?#.3"#B))#-69#.3"&!#$.-??#.*#!"$,*69#-69#!"_9&!"'.#$.-??#.*#&6%"$.&>-."#

'-$"$#23"!"#.3"!"#-!"#86,!"9&'.-/0"#h8'.8-.&*6$#&6#2*!N0*-9Y#

a#This arrangement would support arguments that the costs of dealing with 

particularly time consuming cases should not fall to the host authority, but 

&6$."-9#$3*809#!"$.#2&.3#.3"#*? '"#*?#.3"#B))#,-!.&'80-!01#23"!"#.3"#-'.&*6$#*?#

.3"#B))#+-1#3-%"#&6#"??"'.#>"6"!-."9#$*+"#*?#.3"#'*+,0-&6.$Y#

a#Discussion on the complaint resolutions carried out by the PCC could be a 

8$"?80#H$.-69&6>#&."+I#.*#,!*+*."#0&-&$*6#-69#9&$'8$$&*6#23"6#.3"#B))#-.."69$#

-.#,-6"0#+"".&6>$Y#

Disadvantages a#<#!*/8$.#-99&.&*6-0#,!*'"98!"#2*809#6""9#.*#/"#,8.#&6#,0-'"#?*!#.3"#,-6"0#

.*#/"#$-.&$ "9#.3-.#&6?*!+-0#!"$*08.&*6#*?#'*+,0-&6.$#2-$#/"&6>#$"'8!"9#&6#-#

satisfactory manner, and that where necessary matters would be referred back 

.*#.3"#,-6"0Y#

a#B!*%&9&6>#!"-$$8!-6'"#.*#.3"#,8/0&'#.3-.#.3"!"#&$#-6#&69","69"6.#,!*'"$$#&$#

,0-'"#?*!#9"-0&6>#2&.3#'*+,0-&6.$#-/*8.#.3"#B))#+&>3.#/"#9&? '80.Y#

Variations on option 3 

<$#$8>>"$."9#-/*%"P#*,.&*6$#+&>3.#&6'089"#

the appointment of a particular person or 

body outside the panel to secure the informal 

!"$*08.&*6#*?#'*+,0-&6.$Y#W3&$#+&>3.#&6'089"#

-#,!&%-."#'*+,-61#*!#,"!3-,$#-#$*'&-0#

"6."!,!&$"#*!#%*086.-!1#>!*8,#$,"'&-0&$&6>#&6#

+"9&-.&*6#*!#'*+,0-&6.#!"$*08.&*6Y#

W3"$"#*,.&*6$#2*809#3-%"#-9%-6.->"$#*?#

-%*&9&6>#-61#,"!'",.&*6#*?#/&-$P#-69#.3"1#

+-1#,!*%&9"#"??"'.&%"#!*8."$#.*#!"$*08.&*6Y#@6#

.3"#'-$"#*?#,!&%-."#'*+,-6&"$#3*2"%"!#.3"1#

would of course need to be funded to carry 

*8.#.3"#2*!NY#
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Option 4: Delegation of receipt, triage and resolution activity 

<#,-6"0#'*809#-0$*#'*+/&6"#9"0">-.&*6#*?#*,.&*6$#F#-69#L#-/*%"#/1#9"0">-.&*6#*?#.3"#&6&.&-0#.!&->"#

!*0"#.*#.3"#'3&"?#"K"'8.&%"#*?#.3"#B))#-69#.3"6#-,,*&6.+"6.#*?#-#$8/_'*++&..""P#,-6"0#+"+/"!#*!#

*.3"!#&69&%&98-0#.*#$"'8!"#&6?*!+-0#!"$*08.&*6#*?#-#'*+,0-&6.Y#

Advantages a#This arrangement would enable the panel to fully concentrate on its main role 

*?#$'!8.&6&$&6>#-69#!"%&"2&6>#.3"#9"'&$&*6$#+-9"#/1#.3"#B))Y#

a# W3"#'3&"?#"K"'8.&%"#*?#.3"#B))#+-1#/"#-/0"#.*#9!-2#*6#!"0"%-6.#0">-0#

"K,"!.&$"#+*!"#"-$&01#.3-6#.3"#0*'-0#-8.3*!&.1Y#

a#This arrangement would strengthen any argument that the costs of carrying 

*8.#.3&$#2*!N#+&>3.#?-00#*6#.3"#B))#Q#!-.3"!#.3-6#.3"#3*$.#-8.3*!&.1Y#

a# @?#.3"!"#&$#-#>**9#B))G,-6"0#!*8."#?*!#'*++86&'-.&*6#Q#.3"#'*+,0-&6.#

$.-.&$.&'$#,!*%&9"9#/1#.3"#B))#'*809#/"#-#8$"?80#?*'8$#-69#'-.-01$.#?*!#

9&$'8$$&*6$#23"6#.3"#B))#-.."69$#,-6"0#+"".&6>$Y#

Disadvantages a#C*/8$.#-99&.&*6-0#,!*'"98!"$#2*809#/"#6""9"9#?*!#.3"#,-6"0#.*#/"#$-.&$ "9#

that complaint handling and informal resolution of complaints were being 

dealt with in a satisfactory manner, and that where necessary matters would 

/"#!"?"!!"9#.*#.3"#@B))#!-.3"!#.3-6#/"&6>#9"-0.#2&.3#&6?*!+-001Y#

a#B!*%&9&6>#!"-$$8!-6'"#.*#.3"#,8/0&'#.3-.#.3"!"#&$#-6#&69","69"6.#,!*'"$$#&6#

,0-'"#?*!#9"-0&6>#2&.3#'*+,0-&6.$#-/*8.#.3"#B))#2*809#/"#+*!"#9&? '80.Y#

Variable factors affecting a 
panel’s decision 

@6#-99&.&*6#.*#.3"#-/*%"#'*6$&9"!-.&*6$P#.3"!"#

-!"#-#!-6>"#*?#%-!&-/0"#?-'.*!$#23&'3#+&>3.#

affect the panel’s decision to delegate to the 

B))I$#'3&"?#"K"'8.&%"P#&6'089&6>A#

Anticipated number of complaints 

Clearly the likely number of complaints will 

/"#*6"#*?#.3"#?-'.*!$#23&'3#2&00#&6h8"6'"#.3"#

/-0-6'"#*?#-9%-6.->"$#-69#9&$-9%-6.->"$#

*8.0&6"9#-/*%"Y#W3"#0"%"0#*?#'*+,0-&6.$#+-1#

/"#9&? '80.#.*#"$.&+-."#-$#&.#2&00#9","69#*6#-#

68+/"!#*?#86?*!"$""6#%-!&-/0"$#$8'3#-$A#

a# .3"#B))#:-69#.3"&!#9",8.1;#-69#3*2#

'*6.!*%"!$&-0#.3"1#-69#.3"&!#,0-6$#-!"#

a# 0*'-0#+"9&-0#'*%"!->"#

a# '*6.!*%"!$&-0#&$$8"$#0*'-001#

a  how well the complaints arrangements are 

-9%"!.&$"9Y#

Relationship with the PCC 

The relationship with the PCC might 

affect how important it is to be seen to 

be independent in handling and referring 

'*+,0-&6.$#-69#'*698'.#+-.."!$Y#

Relationship between the PCC and their 

Chief Executive 

Issues about the independence of the 

,!*'"$$#+&>3.#/"#!-&$"9#&?#.3"#'3&"?#"K"'8.&%"#

of the PCC appears to be too close to 

.3"&!#B))Y#W3&$#+&>3.#.!&>>"!#`8"$.&*6$#

about whether complaints can be handled 

&+,-!.&-001#-.#.3"# 0.!-.&*6#$.->"P#,-!.&'80-!01#&?#

the panel’s informal resolution work has also 

/""6#9"0">-."9Y#
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7%"!$&>3.#*?#9"0">-."9#
functions 

d3"!"#.3"#9"0&%"!1#*?#'"!.-&6#,-6"0#?86'.&*6$#

has been delegated to others, the panel 

will still retain responsibility to check and be 

assured that the panel functions concerned 

-!"#/"&6>#9"0&%"!"9#,!*,"!01Y#@6#,!-'.&'"#&.#

is suggested that this will mean some kind 

of dip sampling of the records kept by the 

'3&"?#"K"'8.&%"#*?#.3"#B))P#-69#-,,!*,!&-."#

?*00*2_8,#*?#-#$"0"'."9#68+/"!#*?#'-$"$Y#

It is not possible to stipulate precisely the 

percentage of spot check and case study 

!"%&"2$#-#,-6"0#$3*809#869"!.-N"Y#W3&$#

2*809#9","69#,-!.&-001#*6#.3"#0"%"0#*?#

'*6 9"6'"#23&'3#.3"#,-6"0#/8&09$#8,#&6#.3"#

9"0&%"!1#*?#.3"#9"0">-."9#2*!N#*%"!#.&+"Y#

@.#&$#$8>>"$."9#.3-.#.3"#?!"`8"6'1#*?#!"%&"2#

might reasonably be pitched high to start 

2&.3P#86.&0#$*+"#+-!N"!$#?*!#.3"#0"%"0#*?#

'*6 9"6'"#.3"#,-6"0#+&>3.#3-%"#'-6#/"#

established which will justify the frequency 

/"&6>#!"98'"9Y#@.#&$#$8>>"$."9#.3-.#&6#-61#

"%"6.#$*+"#!"%&"2#-69#'3"'N#*?#'*+,0-&6.#

handling should remain a regular feature of 

,-6"0#+"".&6>$Y#W3&$#'*809#-0$*#?*!+#,-!.#

of the panel’s wider intelligence gathering 

-/*8.#.3"#B))#-'.&%&.&"$#-69#-61#-$$*'&-."9#

+-.."!$#23&'3#+-1#6""9#.*#/"#$'!8.&6&$"9Y#

Depending on how often the panel meets, 

more frequent sub group meetings might be 

'*6$&9"!"9#.*#!"%&"2#-69#+*6&.*!#9"0">-."9#

'*+,0-&6.#3-690&6>#-!!-6>"+"6.$Y#
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Operating the procedure  

Transferring cases between 
the panel and the IPCC 

<?."!#!"'*!9&6>#-#'*+,0-&6.#*!#'*698'.#

+-.."!P#.3"!"#+-1#/"#+*%"+"6.#*?#'-$"$#

/".2""6#.3"#,-6"0#-69#.3"#@B))#:'0"-!01#

in this context, where panel functions are 

delegated, reference to the panel should be 

!"-9#-$#+"-6&6>#23*"%"!#.3"#?86'.&*6#3-$#

/""6#9"0">-."9#.*;Y#

Transfer of cases to the IPCC would most 

often occur during the initial complaint 

handling stage, but it may happen later in the 

process where further information comes to 

0&>3.#23&'3#!"$80.$#&6#!"_'0-$$& '-.&*6#*?#.3"#

'-$"Y#

It will often be clear whether a case includes 

criminal related conduct elements which 

will mean referral to the IPCC, but in other 

$&.8-.&*6$#&.#+-1#/"#0"$$#*/%&*8$Y#d3&0$.#

&.#+&>3.#/"#9"$&!-/0"#.*#$""N#0">-0#-9%&'"#

to help decide in particular cases, time 

and resources may preclude this, and it is 

"6%&$->"9#.3-.#&6#'-$"$#*?#9*8/.#.3"#,-6"0#

2*809#!"?"!#.*#:*!#-.#0"-$.#$""N#-9%&'"#?!*+;#

.3"#@B))Y#

Similarly the IPCC may send cases back to 

.3"#,-6"0#.*#!"$*0%"#&6?*!+-001#869"!#B-!.#O#

*?#.3"#C">80-.&*6$Y#<0.3*8>3#.3"#,-6"0#$3*809#

only deal with complaints about the PCC 

which are non-criminal, the panel could be 

'-00"9#8,*6#.*#!"$*0%"#$*+"#+-.."!$#23&'3#

+-1#3-%"#'!&+&6-0#"0"+"6.$#/8.#-!"#e89>"9#

by the IPCC to be below the threshold of 

23-.#.3"1#'-6#9"-0#2&.3Y#JK-+,0"$#*?#.3"$"#

kinds of matters might include spent criminal 

'*6%&'.&*6$P#+&6*!#,-!N&6>#*!#$,""9&6>#

*??"6'"$#-69#$8'30&N"Y#

d3&0$.#.3"#,-6"0#2&00#6""9#.*#-''",.#-69#9"-0#

2&.3#.3"$"#$*!.$#*?#!"?"!!-0$P#.3"#45<#$8>>"$.#

that the panel will need to challenge referrals 

of this type where the IPCC’s assessment 

+&>3.#3-%"#/""6#&6'*!!"'.P#-69#&.#-,,"-!$#

.3-.#.3"#+-.."!#2*809#&6#?-'.#&6%*0%"#.3"#,-6"0#

869"!.-N&6>#$&>6& '-6.#"0"+"6.$#*?#'!&+&6-0#

&6%"$.&>-.&*6Y#

It should also be noted that the IPCC has a 

H'-00#&6I#,*2"!#23&'3#-#,-6"0#+8$.#'*+,01#

2&.3[#23"!"#-#!"'*!9"9#+-.."!#23&'3#.3"#

panel is dealing with is transferred to the 

@B))#&?#.3"1#!"`8"$.Y#
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Standard forms and practical 
arrangements for referral 

d3"!"#'-$"$#6""9#.*#/"#!"?"!!"9#.*#.3"#

IPCC, the Regulations stipulate that this 

must be as soon as practicable but, in any 

"%"6.P#6*#0-."!#.3-6#.3"#"69#*?#.3"#9-1#

?*00*2&6>#.3"#9-1#*6#23&'3#&.# !$.#/"'*+"$#

clear to the panel that either the complaint or 

conduct matter must be referred or the IPCC 

6*.& "$#.3"#,-6"0#&.#!"`8&!"$#.3"#+-.."!#.*#/"#

!"?"!!"9#.*#&.Y#

@B))#?*!+#SYE#$3*809#/"#8$"9#?*!#+-N&6>#

!"?"!!-0$#.*#.3"#@B))Y#<#'*,1#*?#.3&$#?*!+P#

associated IPCC contact details and IPCC 

guidance on the practicalities of transfer of 

'*+,0-&6.$#3-%"#/""6#'&!'80-."9#/1#.3"#45<#

.*#3*$.#-8.3*!&.&"$Y#

Disapplication of the 
Regulations 

d3"!"#.3"#'*+,0-&6.#3-$#/""6#'*!!"'.01#

assigned for the panel to deal with, but 

.3"#'*+,0-&6.#?-00$#&6.*#%-!&*8$#$,"'& "9#

'-.">*!&"$#$".#*8.#&6#.3"#C">80-.&*6#E(:F;P#

.3"#,-6"0#+-1#9"'&9"#6*.#.*#.-N"#-61#-'.&*6Y#

The kinds of issues which might fall within 

this category are matters which are older 

.3-.#EF#+*6.3$P#%"K-.&*8$P#-6*61+*8$#*!#

!",".&.&*8$Y#W3"#'*+,0-&6-6.#$3*809#/"#

6*.& "9#&?#.3"#C">80-.&*6$#-!"#9&$-,,0&"9Y#

Local resolution under Part 4 

Clarity is needed about what exactly 

!"$*08.&*6#+&>3.#0**N#0&N"Y#

Some local authorities’ own complaints 

-!!-6>"+"6.$#+-1#,!*%&9"#>**9#+*9"0$#?*!#

9"-0&6>#2&.3#'*+,0-&6.$#&6?*!+-001Y#W3"#45<#

would be willing to assist in sharing good 

,!-'.&'"#&6#.3&$#-!"-Y#

In determining what local resolution might 

&6%*0%"P#&.#$3*809#/"#6*."9#.3-.#C">80-.&*6#

FU:S;#,!"'089"$#&6%"$.&>-.&*6#9"$&>6"9#.*#

gather information about or corroborate the 

complaint such as taking statements from 

witnesses or seeking documents from other 

parties]Y#

The current complaints system for police 

*? '"!$#$8>>"$.$#.3-.#.3"#."!+#H&6?*!+-0#

resolution’ is a way of dealing with a 

'*+,0-&6.#/1#$*0%&6>P#"K,0-&6&6>P#'0"-!&6>#

up or settling the matter directly with the 

'*+,0-&6-6.Y#W3"#$1$."+#$.-."$#.3-.A#

H4*'-0#!"$*08.&*6#'-6#/"#-#,!*,*!.&*6-."P#

.&+"01#-69#"??"'.&%"#2-1#*?#!"$*0%&6>#+-61#

'*+,0-&6.$Y#@.#&$#-#$&+,0"#-69#h"K&/0"#2-1#?*!#

people to tell the police what happened and 

 69#*8.#231#&.#3-,,"6"9Y#W3"#'*+,0-&6-6.I$#

acceptance of the outcome should be the 

*/e"'.&%"#*?#-61#0*'-0#!"$*08.&*6#,!*'"$$Y#

4*'-0#!"$*08.&*6#&$#6*.#-#9&$'&,0&6-!1#,!*'"$$Y#

It will not lead to any disciplinary proceedings 

->-&6$.#-#,*0&'"#*? '"!#*!#+"+/"!#*?#,*0&'"#

staff and the complaint will be closed after 

.3"#,!*'"$$#3-$#/""6#'*+,0"."9Y#W3&$#9*"$#

6*.#3*2"%"!#,!"%"6.#-#+-6->"!#?!*+#.-N&6>#

+-6->"+"6.#-'.&*6#&?#-,,!*,!&-."YI#

]# W3"#Z*+"#7? '"#58&9"#.*#.3"#C">80-.&*6$#+-1#-$$&$.#?8!.3"!#

on this point 
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The IPCC Statutory Guidance to the police 

$"!%&'"#:B8!$8-6.#.*#R"'.&*6#FF#B*0&'"#

C"?*!+#<'.#FXXF;#&6'089"$#$*+"#!"?"!"6'"$#

:?*!#"K-+,0"#*6#,->"$#SVQUX#23&'3#&$#

!",!*98'"9#/"0*2;#*6#&6?*!+-001#9"-0&6>#

with complaints which might also be worth 

considering7Y#

H4*'-0#!"$*08.&*6#&$#-#h"K&/0"#,!*'"$$#.3-.#+-1#

be adapted to the needs of the complainant 

-69#.3"#&69&%&98-0#'*+,0-&6.Y#W3"#&+,*!.-6.#

point is that a complainant is clear how it will 

work for him or her and is in agreement with 

.3"#$.",$#.*#/"#.-N"6#.*#!"$*0%"#.3"#'*+,0-&6.Y#

Local resolution may include: 

a# !"$*08.&*6#*%"!#.3"#'*86."!#*!#/1#."0",3*6"#

after the complaint has been recorded 

a# ,!*%&9&6>#&6?*!+-.&*6#

a  an apology on behalf of the appropriate 

-8.3*!&.1#:$""#,-!->!-,3$#O(X_O(LP#,->"#

EEVP#?*!#+*!"#&6?*!+-.&*6#*6#-,*0*>&"$;#

a  concluding the matter through 

correspondence explaining the 

circumstances 

a# &69&%&98-0#'*++86&'-.&*6#/".2""6#.3"#

complainant and the person complained 

-/*8.P#%&-#.3"#+-6->"!#3-690&6>#.3"#

complaint 

a  an apology made by the manager or the 

professional standards department on 

/"3-0?#*?#-6#&69&%&98-0#:23*#3-$#.*#3-%"#

admitted the conduct and agreed to make 

-6#-,*0*>1;#

a  a face to face meeting between the 

complainant and the person complained 

about, mediated by the manager handling 

the complaint or by another person agreed 

/1#-00#,-!.&"$YI#

The IPCC Guidance can be accessed here 

3..,AGG222Y&,''Y>*%Y8NG"6GB->"$G9"?-80.Y-$,K#

f69"!#C">80-.&*6#FU:];#.3"#Z*+"#7? '"#

+-1#-,,!*%"#,!*'"98!"$#?*!#9"-0&6>#2&.3#

'*+,0-&6.$#869"!#,-!.#O[#&.#&$#860&N"01#.3-.#

.3"1#2*809#$,"'& '-001#-,,!*%"#&69&%&98-0#

,!*'"98!"$P#3*2"%"!#.3"1#3-%"#$.-."9#&6#

.3"&!#>8&9-6'"#23-.#.3"1#2*809#6*.#-,,!*%"#

:$""#,->"#U#*?#.3"#Z*+"#7? '"#58&9"#

!"?"!!"9#.*#&6#?**.6*."#];Y#

Other guidance which may assist 

a# W3"#<)<R#2"/$&."#3-$#$*+"#>8&9"$#*6#

mediation and arbitration in the context of 

-6#"+,0*1"!G"+,0*1""#!"0-."9#!"0-.&*6$3&,#

– see 3..,AGG222Y-'-$Y*!>Y8NG&69"KY#

-$,Ki-!.&'0"&9jE]UX – this includes some 

basic background information on mediation 

-69#.3"#$.->"$#&6%*0%"9Y#

a# W3"#)&%&0#M"9&-.&*6#)*86'&0#:3..,

'&%&0+"9&-.&*6Y*!>G;#3-$#-#/!&"?#"

*?#+"9&-.&*6#-69#23-.#&.#&6%*0%"

2&.3#-#0&$.#*?#!">&$."!"9#+"9&-.&*

,!*%&9"!$Y#

a# W3"#)3-!."!"9#@6$.&.8."#*?#<!/&.!

:3..,AGG222Y-!/&.!-.*!$Y*!>G;#&$#-#

+"+/"!$3&,#/*91#?*!#.3*$"#&6%*

&6#-0."!6-.&%"#9&$,8."#!"$*08.&*6P#

-0$*#,!*%&9"$#.!-&6&6>#'*8!$"$#-

`8-0& '-.&*6$Y#

  

AGG222Y#

K,0-6-.&*6#

$#-0*6>#

6#$"!%&'"$#

-.*!$#

0%"9#

-69#

69#

a There are likely to be a range of local 

+"9&-.&*6#$"!%&'"$#.3-.#'*809#,!*%&9"#

$"!%&'"$#*!#.!-&6&6>Y#
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Annex 

457#&6?*!+-.&*6#*6#.3"# 
?"-.8!"$#*?#-6#"??"'.&%"# 
complaints procedure 

B!&6'&,0"$#?*!#"??"'.&%"#'*+,0-&6.#

handling 

Accessibility 

Communication 

Timeliness 

Fairness 

Credibility 

Accountability 

b"-.8!"$#*?#-6#"??"'.&%"#

complaints procedure 

AccessibilityA#@.#&$#2"00#,8/0&'&$"9Y#@.#&$#"-$&01#

accessed and understood, by staff and by 

.3"#,8/0&'Y#

Communication: It includes early direct 

contact with the person making the complaint 

and continued contact through the complaints 

,!*'"$$Y#W3"!"#&$#"??"'.&%"#'*++86&'-.&*6#

between council staff and between the 

'*86'&0#-69#&.$#,-!.6"!$#!">-!9&6>#'*+,0-&6.$Y#

W3"!"#&$#"??"'.&%"#'*++86&'-.&*6#23"!"#.3"#

'*+,0-&6.#&6%*0%"$#+*!"#.3-6#*6"#/*91Y#W3"!"#

&$#-6#"??"'.&%"#!"'*!9&6>#-69#?""9/-'N#0**,#$*#

.3-.#&+,!*%"+"6.$#'-6#/"#+-9"Y#

TimelinessA#@.#.-N"$#6*#0*6>"!#.3-6#EF#2""N$#

?!*+#!"'"&,.#.*#!"$*08.&*6Y#

Fairness: It is clear about roles and 

!"$,*6$&/&0&.&"$Y#)*+,0-&6.$#-!"#9"-0.#2&.3#

&6#-6#*,"6_+&69"9#-69#&+,-!.&-0#2-1Y#

C"$,*6$"$#-!"#,!*,*!.&*6-."[#*6"#$&k"#9*"$#

6*.# .#-00Y#

Credibility: It is managed by someone who 

'-6#.-N"#-6#*%"!%&"2#-69#'-6#&+,0"+"6.#

'3-6>"$#&6#.3"#'*+,0-&6.$#$1$."+Y#@.#

&6'089"$#-#!*/8$.#!"%&"2#/1#$*+"*6"#23*#

has the independence and authority to ask 

questions, get at the facts and recommend 

'3-6>"$#&6#!"$,*6$"#.*#'*+,0-&6.$Y#

W3"!"#&$#"??"'.&%"#0"-9"!$3&,#.3-.#"6$8!"$#

that the complaints system and learning from 

&.#3-$#-#3&>3#,!* 0"#-'!*$$#.3"#'*86'&0Y#

AccountabilityA#@6?*!+-.&*6#&$#,!*%&9"9#

in a clear and open way and is properly 

+-6->"9Y#W3"!"#&$#?*00*2_8,#.*#"6$8!"#

any decisions are properly and promptly 

&+,0"+"6."9Y#W3"!"#&$#!">80-!#+*6&.*!&6>#.*#

"6$8!"#.&+"$'-0"$#-69#$-.&$?-'.&*6#0"%"0$#-!"#

+".Y#W3"!"#&$#,"!&*9&'#!"%&"2#*?#.3"#,!*'"$$P#

to keep it up to date and keep the public 

&6?*!+"9Y#

The purpose of a complaints 

system is to put right what has 

>*6"#2!*6>#-69#.*#0"-!6#?!*+#&.Y#
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Local Government Association 

4*'-0#5*%"!6+"6.#Z*8$"#

Smith Square 

4*69*6#RdEB#LZl#

W"0",3*6"#XFX#S]]O#LXXX#

b-K#XFX#S]]O#LXLX#

J+-&0#&6?*m0*'-0Y>*%Y8N#

222Y0*'-0Y>*%Y8N#

n#4*'-0#5*%"!6+"6.#<$$*'&-.&*6P#D"'"+/"!#FXEF#

b*!#-#'*,1#&6#\!-&00"P#0-!>"!#,!&6.#*!#-89&*P#

,0"-$"#'*6.-'.#8$#*6#XFX#S]]O#LXXXY#

d"#'*6$&9"!#!"`8"$.$#*6#-6#&69&%&98-0#/-$&$Y#

4EF_VEX#
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