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1. Introduction and purpose  

The purpose of this policy and procedure is to ensure that any complaint is dealt with effectively and 
as far as possible resolved to the satisfaction of the complainant at an early stage. 
 
Staff working for the Wiltshire Office of the Police and Crime Commissioner (OPCC) will act in 
accordance with the OPCC values, the details of which are included at Appendix A of this policy. 
The four values are: 

• Excel at the basics 
• Trust 
• Serving the public 
• Engagement 

 

2. Regulatory / Legal Framework 

Further reading and linked policies or documents 

The following is a list of other policies, procedural documents or guidance documents (internal or 
external) to which employees should refer for further details:  
 

Ref Document Title Document Location 

1 Unreasonable Contact Management Policy  Unreasonable Contact Management Policy 

and Process v1.3.docx 

2 (HR applicable policies – TBC at later date)  

 
 

3. Application of this procedure 

This procedure only applies to complaints from external organisations, partners, and members of 
the public about the service provided by the OPCC and its staff. Complaints about members of 
Wiltshire Police are subject to separate procedures and should be directed accordingly.  

This procedure does not apply to complaints about the Police and Crime Commissioner (PCC) or 
Deputy Police and Crime Commissioner (DPCC).  

This procedure will apply to a decision made by member of OPCC staff exercising their statutory or 
legal duties (including under delegated powers) but only where no alternative right of complaint 
exist. If alternative rights of complaint exist, any matters raised about these decisions will be dealt 
with exclusively through those routes and not by this process.  

Members of staff who wish to complain about another staff member should use the internal 
grievance process. 

For the purpose of this procedure a complaint is any expression of dissatisfaction of the service 
provided by the office or conduct of any member of staff, made by or on behalf of a person who is 
dealing with the office. 

 
Complaints should be submitted by email where possible to complaints@wiltshire.police.uk or made 
in writing to the OPCC using the address found on the OPCC website contact us page. If the 
complainant is unable to make the complaint in writing, they may make a request for their complaint 
to be taken verbally, and if accepted an appointment will be made to take the complaint by 
telephone. Any member of staff receiving a complaint should forward this to the Complaints 
Resolution Team. Complaints will be acknowledged within five working days. 
 

https://wiltspolice.sharepoint.com/:w:/r/sites/OPCCOffice/Policies%20and%20Procedures/Policy%20documents/Unreasonable%20Contact%20Management%20Policy%20and%20Process%20v1.3.docx?d=w40760db4cd324b49886db198ffb4fa3f&csf=1&web=1&e=HN3uDa
https://wiltspolice.sharepoint.com/:w:/r/sites/OPCCOffice/Policies%20and%20Procedures/Policy%20documents/Unreasonable%20Contact%20Management%20Policy%20and%20Process%20v1.3.docx?d=w40760db4cd324b49886db198ffb4fa3f&csf=1&web=1&e=HN3uDa
mailto:complaints@wiltshire.police.uk
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The administration of OPCC complaints shall be the responsibility of the Complaints Resolution 
Team and will utilise a restricted sharepoint area for this purpose. The retention period for complaint 
records shall be 6 years from the date of last contact.  

 

4. All staff procedure on receipt of a complaint 

Stage 1 – Informal resolution 

4.1. Informal resolution will be undertaken by the Complaints Team Leader. Resolution of a 
complaint should in the first instance (if appropriate) be attempted informally by taking any 
necessary action which may be required to put the matter right and if appropriate drawing the 
matter to the attention of their line manager or second line manager. This should be done in 
consultation with the business area lead and the complainant with the aim of meeting the 
expectation of the complainant where it is possible and reasonable to do so.  
 

4.2. Members of staff are encouraged to acknowledge where a complainant has not received an 
acceptable service. 
 

4.3. The complainant should be advised that if they remain dissatisfied, they may speak to a senior 
manager or request formal investigation. 

 

Stage 2 – Complaint resolution –  

4.4. Following informal resolution, should the complainant remain dissatisfied, the complaint will 
be subject to a handling review by the appropriate decision maker (see table at 4.8).   
 

(a) that in the circumstances no further action should be taken in relation to the complaint; or  

(b) that further steps should be taken to resolve the complaint and delegate the matter to the 
member of staff to resolve 

(c) that the matter should be formally investigated and appoint an investigator; or 

(d) that the matter should be referred to the Director of Operations for a decision. 

 
4.5. The complainant should be kept informed and up to date on the progress of the complaint and 

any investigations and decisions. At the very minimum it is expected that complainants receive 
an update every 28 days where a matter is protracted.  
 

4.6. The member of staff who is subject to the complaint should be informed and kept up to date 
on any progress or developments with the complaint. Unless there is a strong reason not to do 
so, the member of staff subject to the complaint should be provided with a copy of the 
complaint. At the very minimum it is expected that complainants receive an update every 28 
days where a matter is protracted. 
 

4.7. The complainant shall be advised of the action to be taken in response to the complaint and 
any right to appeal. Appeals must be raised within 28 days of the complaint having been closed 
following resolution. 

 

4.8. In some circumstances the handling of a complaint may be undertaken by the Chief Executive. 
In this circumstance there will be no right to appeal the outcome decision.  

 

Stage 3 – Formal investigation 
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4.9. The following table demonstrates who will make the decision about the complaint, and who 
the right of appeal is to, in every instance:  

 

Complaint against Informal resolution Decision maker Appeal body 

Member of OPCC staff Complaints Team 
Leader 

Director of Operations Chief 
Executive  

Member of senior 
management team 

Complaints Team 
Leader 

Chief Executive Chief 
Executive 

Chief Financial Officer Complaints Team 
Leader 

Chief Executive PCC 

Chief Executive Complaints Team 
Leader 

OPCC Chief Financial 
Officer with support from 
another OPCC CEO 

PCC 

 
4.10. In the event of a matter being referred for formal investigation, the decision maker shall 

investigate or appoint a person to investigate the complaint. The investigator may be a 
member of the staff or any other person the decision maker decides to appoint. 

 
4.11. If necessary, the investigator shall interview the complainant and such other persons as 

is considered necessary to establish the facts relating to the complaint. The investigator 
shall report to the decision maker with a conclusion based on the principle of the balance 
of probabilities, having considered all the relevant evidence. They will also make 
recommendations as to what further steps, if any, should be taken in response to the 
complaint. 

 
4.12. The decision maker shall consider the report and shall decide what further steps, if any, 

shall be taken in relation to the complaint and inform the complainant of the outcome and 
the right of the complainant to appeal.  

 

4.13. Any formal meeting to which the member of staff who is subject of the complaint is invited 
will include an invitation to Unison (as the recognised union) should the affected member 
of staff be a member. 

 

Outcomes  

4.14. Possible outcomes or responses to the complaint may include:  
 

o The complaint is not upheld, or reasonable and proportionate remedial action has 
already been completed 

o The complaint is not upheld and deemed as vexatious or inappropriate  
o The complaint is upheld, and an apology issued from the individual or the Office of 

the Police and Crime Commissioner with an explanation for the incident 
o The complaint is upheld, an apology is issued the individual or the Office of the 

Police and Crime Commissioner with details of any learning identified and 
associated actions implemented 

o The complaint is upheld, an apology is issued the individual or the Office of the Police 
and Crime Commissioner and appropriate disciplinary action is taken. 
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4.15. The complainant will be informed of the outcome of the complaint and provided with 
an explanation and reason for this outcome.  They will also be informed of their right of 
appeal. 

 

Appeals against complaint outcome  

4.16. A complainant who is dissatisfied with the outcome of the complaint may appeal to the 
appeal body (table in point 4.8). The appeal body may deal personally with the complaint 
in any manner considered appropriate or may delegate the matter to another party not 
already directly involved in investigating or determining the complaint outcome.  

 
4.17. Appeals may be raised within 28 days of the complaint having been closed following 

resolution or investigation. 
 
4.18. When the appeal is received, this will be acknowledged within five working days. 
 
4.19. The appeal body will consider the appeal. This will include whether:  

• The procedure outlined in this document has been adhered to; 
• Whether the complainant has been kept informed; 
• Whether the investigation was appropriate; 
• Whether the decision was reasonable and proportionate (however, there can 

be no appeal against the specific disciplinary outcome)  
 
4.20. The appeal body aims to respond within 15 working days, unless there are 

extenuating circumstances 
 
4.21. The decision taken by the appeal body shall be final and the complainant shall be 

advised of the outcome. 
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Data Protection and information management 
Please refer to the Wiltshire OPCC Privacy notice here   
  
Please find the Wiltshire OPCC “Making Protected Disclosures” policy here . Please note, as from 
25 May 2018 the legislation relating to processing personal information changed. Personal data is 
now governed by UK General Data Protection Regulations (UKGDPR) and the Data Protection Act 
2018.  
  
Where OPCC staff are undertaking work with personal data, they must:   
  

o comply with the principles of the Data Protection Act 2018.   
o have policies and procedures in place that secure against the inappropriate loss or 
destruction of personal information supplied via the grant application and/or grant agreement, 
including a secure means of transferring information in and out of organisations  
o Ensure data is disposed of as prescribed within the Data Protection Act.  
o Please refer to the Data Protection Policy for further guidance on how to handle personal 
data. 

 
Policy Management 
The effectiveness of this policy will be reviewed every year and/or following changes to legislation 
and government guidance.   
  
Following changes in legislation and government guidance all staff working for the OPCC should 
be sign posted to the updated information by line managers.  
 
Document version control 
 

Version 

number 

Date Author Post Reason for issue Date 

agreed  

Review 

schedule 

1 13.10.22 N Darwish Chief Executive General review 
 

Biannual 

1.1 01.11.22 R Llewellyn Director of 

Operations 

General review 
  

1.2 30.11.22 R Llewellyn Director of 

Operations 

Updated with R Andrews 

comments 

  

1.3 30.01.23 R Llewellyn Director of 

Operations 

Updated following 

feedback from Head of HR 

Policy 

  

1.4 02.02.23 R Llewellyn Director of 

Operations 

Update following ELT 

feedback 

ELT sign 

off 02.02.23 

 

1.5 26.01.24 G Kelly  Complaints 

Manager  

Amended process, 

reference to OPCC values 

and new template to 

include EIA 

  

1.6 22.07.25 G Kelly Head of BPS Addition of 4.8 - handling 

of complaints by CEO 

  

https://www.wiltshire-pcc.gov.uk/privacy-notice/
https://www.wiltshire-pcc.gov.uk/SysSiteAssets/assets/2.-the-pccs-office/3.-policies-and-strategies/reporting-of-wrongdoing-policy.pdf
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Initial Equality Impact Assessment 

 

Department: 

Complaints resolution team 

Completed by: 

Gemma Kelly 

Date of initial assessment: 

26 January 2023 

Name of policy / process / area to be 

assessed: 

OPCC Complaints policy and procedure 

Is this an existing or new function / 

policy, procedure, practice or decision? 

Review of existing policy 

 

o Describe the aims, 

objectives or purpose of the 

function,  policy or 

procedure? 

The purpose of this policy and procedure is to ensure that any 
complaint is dealt with effectively and as far as possible resolved to 
the satisfaction of the complainant at an early stage.  

The Equality Act 2010 requires 

public bodies to have due regard 

to the need to: 

1. Eliminate unlawful 

discrimination, harassment 

and victimisation; 

2. Advance equality of 

opportunity between 

different groups; and 

3. Foster good relations 

between different groups 

o Could the function / 

policy / procedure have 

any impact in terms of 

the aims set out in 1-3 

of the Act on any of the 

protected 

characteristics. Please 

indicate positive (P), 

negative (N) or no 

impact (Nil). 

o Briefly explain how the 

function / policy / 

procedure furthers or 

prevents the aims set 

out in 1 – 3.  

o For any negative 

impact noted for any 

of the protected 

characteristics, can it 

be justified on the 

grounds of promoting 

equality or any other 

reason? If yes, please 

provide a brief 

explanation.  

P
ro

te
ct

e
d

 C
h

ar
ac

te
ri

st
ic

s 

Age Nil   

Disability Nil   

Gender Reassignment Nil   

Marriage / Civil Partnership Nil   

Race Nil   

Religion / Belief Nil   

Pregnancy / Maternity Nil   

Sexual Orientation Nil   

Sex Nil   

o For any negative impact 

identified above, please list 

what actions will be taken to 

address the impact? 

 

o For any negative impact 

identified above, please 

note where and how 

frequently this impact and 

any associated actions will 

be reviewed and 

monitored? 
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Appendix A - OPCC Values 
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