Complaint Procedure: Complaints About a Member of Staff or Volunteer in the Durham Police and Crime Commissioner’s Office
1. Purpose
This procedure sets out how individuals can raise concerns or complaints about the conduct, performance, or actions of any staff member or volunteer working for the Office of the Durham Police and Crime Commissioner (OPCC). It ensures complaints are handled fairly, transparently, and promptly.
2. Scope
This procedure applies to complaints about:
· OPCC employees
· OPCC volunteers
· Interns, contractors, or temporary staff supervised by the OPCC
It does not cover complaints about:
· Police officers (these must be sent to the police force or the Independent Office for Police Conduct)
· The Police and Crime Commissioner themselves (these must be sent to the Police and Crime Panel)
If a complaint is misdirected, the OPCC will help signpost it to the correct organisation.
3. How to Make a Complaint
A complaint may be made in any of the following ways:
3.1 In Writing
Email: general.enquiriespcc@durham-pcc.gov.uk
Post: Chief Executive
Durham Police and Crime Commissioner' Office
Police Headquarters
Aykley Heads
Durham
DH1 5TT
3.2 By Telephone
0191 375 2001
4. Information to Include
To help the OPCC address the complaint effectively, the complainant should provide:
· Their name and contact details
· Details of the staff member/volunteer involved
· A clear description of what happened
· Dates, times, and any supporting evidence (if available)
· The outcome sought
Anonymous complaints will be reviewed where possible, though the ability to investigate may be limited.
5. Initial Handling
5.1 Acknowledgement
The OPCC will acknowledge the complaint within 7 working days.
5.2 Assessment
The Monitoring Officer or a designated senior manager will:
· Review the complaint
· Determine whether it is within the OPCC’s remit
· Decide if informal resolution is appropriate or if a formal investigation is required
6. Informal Resolution
Where suitable, the OPCC may attempt to resolve the matter informally. This may include:
· An explanation
· An apology
· Clarification of procedures
· Mediation
If the complainant is satisfied, the matter will be closed. If not, it will progress to a formal investigation.
7. Formal Investigation
7.1 Appointment of an Investigator
A senior manager will be appointed to investigate.
7.2 Investigation Process
The investigator will
· Review all relevant evidence
· Speak with the complainant
· Interview the staff member/volunteer
· Interview witnesses (if any)
· Examine documents or records
Both the staff member and the complainant will be treated fairly and respectfully.

7.3 Timeframe
The OPCC aims to conclude investigations within 20–40 working days, depending on complexity. Updates will be provided when available and where appropriate throughout the investigation.
8. Outcome
The complainant will receive a written response including:
· A summary of the investigation
· Whether the complaint is upheld, partially upheld, or not upheld
· Any actions taken or recommended
Possible outcomes include:
· No further action
· Management action / retraining
· Formal disciplinary procedures
· Changes to OPCC policies or processes
Where confidentiality or HR law prevents sharing certain details, the OPCC will explain this.
9. Appeals
If the complainant is dissatisfied with the outcome, they may request an internal review within 20 working days of the decision.
The review will be carried out by a senior manager who was not involved in the original investigation. The review will consider:
· Whether the process was fair
· Whether the decision was reasonable
· Whether relevant evidence was considered
The outcome of the review will be final.
10. Recording and Monitoring
All complaints will be:
· Logged securely
· Kept in accordance with data protection legislation
· Monitored by senior management to identify patterns or areas for improvement
11. Confidentiality
All complaints will be handled sensitively. Information will only be shared where necessary for the purpose of investigating the complaint or where required by law.

