Will I be allowed to meet the person I have
complained about?

you will be informed whom you should make your
appeal to.

In some circumstances it may be appropriate
for you to meet with the officer or staff member
to resolve your complaint. However, neither you
nor the officer or staff member concerned can be
compelled to meet each other.

Is there a time limit for making an appeal?

Will I get an apology?
If the officer or staff member wishes to tender an
apology you will be given an apology on his/her
behalf. Should the officer or staff member decline
to offer an apology you may receive an apology on
behalf of the Constabulary, if appropriate.

Yes. The Independent Appeals Officer must receive
your appeal within 28 days of the day after the
date of the letter sent to you informing you of your
right of appeal. It will be made clear in this letter
what the appeal date deadline is. If there are very
special circumstances it might be possible for
the Independent Appeals Officer to consider your
appeal after 28 days. However, this is very rare.

Can disciplinary action be taken against
the person my complaint is about?
No. Whilst an important part of the complaints
process, Local Resolution is not part of the formal
disciplinary process. However, the officer or
member of staff might receive training, advice or
other support as a result of the Local Resolution.

Appealing about Local Resolution
At the conclusion of the Local Resolution
procedure, you will be advised of any explanation
given by the officer or staff member and the
outcome. You will receive written notification
that the matter has been dealt with by Local
Resolution. If you are not satisfied with the
outcome of the Local Resolution procedure, you
will have the right of appeal (unless your complaint
related to a direction and control matter). At the
conclusion of the Local Resolution process,
you will be informed about how to appeal. In
some cases, your right of appeal will be to the
Independent Office for Police Conduct (IOPC),
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Dealing With Your
Complaint By
Local Resolution

What is Local Resolution?

What are the benefits of Local Resolution?

Sometimes the best way to deal with a
complaint is for the officer or staff member’s
supervisor or manager to talk with you so that
they can understand what your complaint is
about and take any appropriate action to put
things right. The manager may also want
to take the opportunity to explain what has
happened from the perspective of the police
officer or staff member involved.
Many complaints can be dealt with locally
by managers in the Constabulary using this
approach.

Local Resolution can be a proportionate, timely
and effective way of resolving many complaints.
It is also a simple and flexible way to tell the
Constabulary what happened and find out why it
happened. It can also help us to learn from your
complaint and your experience.

This way of dealing with complaints is called Local
Resolution. Local Resolution means solving,
explaining, clearing up or settling your complaint
directly with you. It will not result in any disciplinary
action being taken against an officer or member of
staff but it may provide them and the Constabulary
with important learning on an individual or
organisational level and improve our practices.
At the end of the process, you will be notified of
your right of appeal to the Constabulary about the
outcome of the local resolution procedure.

Do I have to consent to the Local Resolution
Procedure?
No. Your consent to deal with your complaint by
Local Resolution is not required; but we would
very much value your input to the procedure
and would like to work with you to resolve your
complaint.

What might happen as a result of my
complaint?
We could take the following actions to locally
resolve your complaint:
•

give you information or an explanation to

•

clear up a misunderstanding

How does Local Resolution work?

•

apologise on behalf of the Constabulary

Once you have made your complaint, the police
officer or staff manager who is looking into it will
contact you. They can arrange to talk to you faceto-face, on the telephone, via email or they can
contact you by letter if you prefer. You will need to
tell them what happened and how you felt about
it; say what action you would like to see taken
as a result of your complaint. They will listen to
your concerns; explain what action can be taken;
explain what cannot be done so that you know and
understand what will happen. They will also explain
the process that will be followed.

•

learn from your complaint, accepting that
something could have been handled better and
explaining what has been done to stop the same
thing happening again

•

arrange action by a manager to change the way
a police officer or member of staff behaves

•

apologise on behalf of the person your complaint
was about, but only if they agree to this

How long will it take for my complaint to be
dealt with using Local Resolution?
Local Resolution should be relatively quick and
straightforward, but the time taken will depend on
the nature of your complaint. It is possible that
your complaint can be Locally Resolved at the time
you make it or it may take three or four weeks,
depending on the enquiries required to reach a
conclusion.

Is the officer or staff member seen about
my complaint?
The officer or staff member will be seen by a
supervisor and your complaint put to him/her.
The officer or staff member will then be given
an opportunity to provide his/her account of the
incident or circumstances giving rise to your
complaint.

