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REGARDING A POSSIBLE COMPLAINT OF 
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FORM OR INQUIRY REPORT WAS MADE? 
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Q: How can an agency validate whether a supervisor’s response to a citizen’s inquiry regarding a possible 

complaint of misconduct was proper when no complaint form or inquiry report was made? 

In order to validate whether a supervisor’s response to a citizen’s inquiry regarding a possible complaint of 

misconduct is proper, we must began by instructing officers on proper handling of complaints prior to them 

being promoted to the position of a supervisor.  This can be accomplished by creating a departmental policy 

that clearly established the guidelines for how complaints are to be handled.  This policy will be reviewed by 

all departmental personnel so all understand the investigation process.  This process should also be made 

public by posting it on your department website, so that citizens are also aware of this procedure.   

The policy needs to explain that ALL complaints regardless if they are written down or not will be investigated 

thoroughly.  This will include telephonic complaints, anonymous complaints or third party complaints.  The 

policy needs to establish that when a complaint of any nature is relayed to any officer with the department, 

the officer will immediately report the complaint to a commanding officer overseeing professional standards.   

From this point the commanding officer will either have a first line supervisor conduct and investigation or 

forward it to the Internal Affairs Office for investigation. The policy will also require that once a supervisor has 

finished investigating a complaint, his/ her findings will be forwarded to a commanding officer who will then 

complete a letter explaining the findings and send it to the complainant.  This will provide for more 

departmental transparency and allow citizens the opportunity to comment on the findings. 

In keeping with the importance of this topic, the policy regarding citizen complaints will be revisited during the 

promotional process.  Potential supervisors will have to show their ability to correctly receive and investigate a 

complaint from its inception until its conclusion.   

The International Association of Chiefs of Police indicates in their “Best Practices” guide that ALL complaints 

against any member of the police department will be received and investigated leaving little room for dispute.  

By doing this it eliminates bringing a supervisor’s objectivity into question when his or her peer has accepted a 

complaint in the past for a similar offense. (Thurnauer, Chief Beau) The IACP also mentions in this guide that 

this is a requirement for CALEA accredited departments.   
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The COPS Office states that procedures for accepting and investigating both Internal and external complaints 

against an officer must be fair, consistent, and timely.  It is imperative to not only have procedures in place for 

fairly and impartially accepting, processing and investigating complaints concerning allegation of employee 

misconduct but also to inform all police employees and the public of that process.  (USDOJ, COPS.) 

With a clear understandable policy in place explaining the roles officers and supervisors play when 

investigating or accepting a complaint, a department will be able to validate whether a supervisor’s response 

to a citizen’s complaint was proper.  In addition to the policy ALL complaints involving department personell 

will be logged regardless of their nature and this log will be maintained by professional standard.  All first line 

supervisors will also keep their own running log of complaints and yearly the logs will be compared to the 

professional standards log.  This will ensure that ALL complaints are double checked and documented 

correctly.   
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