
Public complaint 
received by OPCC 
(telephone, email, 
email or webform)

Record case in Iken and open 
new case in PCC Complaint G 
Drive folder inc Panel Ref No. 

Allocate case to 
Head of C&C 

copying in Dep COS

Yes

Notify COS and the 
Panel immediately.
Refer to the IOPC 
and COS to secure 

any potential 
evidence

No

Copy of original complaint and the acknowledgement letter to be cc’d to Panel 
Complaints Subcommittee Chair and Democratic Services Specialist.

Acknowledgement letter from COS to be drafted and signed off by the Dep COS and sent to the complainant within 10 
working days to acknowledge receipt of complaint and summarise allegations with an explanation of contact strategy and 

timelines for resolution.

Details of the complaint to be added to the Panel standing Complaints Report 
Annex A chart

Returned to 
OPCC to handle?

Yes

No

Engage and support 
IOPC and Panel as 

required until 
conclusion.

Take all reasonable steps to resolve complaint ensuring that the victim is updated at regular 
intervals – no less than every 20 working days. Any significant update should be copied or 

shared with the Panel leads. If the complaint exceeds 60 days a Panel review will be triggered.

Final resolution letter to to be sent from the COS to the complainant explaining the complaint 
outcome and copied to Panel leads. 

Letter should include the option for the complainant to re-contact the CEO if dissatisfied with 
the outcome. 

Complainant 
satisfied? 

No

Yes

Dep COS to review 
dissatisfaction and 

seek to resolve. 
Where mutually 

agreeable outcome 
cannot be 
identified, 

complainant to be 
directed to the 

Police and Crime 
Panel as escalation.
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Complaint closed 

Panel satisfied with 
action taken? 

Yes

No

Take any remedial 
action as required 

by Panel until 
complaint is 
concluded

INITIAL ASSESSMENT CONDUCTED BY HEAD OF C&C
Is the complaint: 
1. a conduct matter 
2. a serious complaint (i.e. a complaint which constitutes 
or involves or appears to constitute or involve the 
commission of a criminal offence).
3. any conduct matter or serious complaint where the 
IOPC has told the Panel that it must be referred. 

Dep COS to appraise COS and 
PCC as part of weekly COS/PCC 
meeting and any information 
that may assist with the 
complaint resolution should be 
passed to the Head of Contacts 
and Conduct

Is the complaint in relation to a 
review outcome?

No

Yes

Letter to be sent advising 
recourse options in 
relation to review 

outcomes. 

Consider if this issue 
can be resolved 
with an initial 
letter/ response 
reflecting the role of 
the PCC versus 
operational policing 
or an explanation/ 
apology will suffice.
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