
Dealing with your
complaint by
Local Resolution



If you are unhappy with the way a police officer or member of police
staff has treated you, you can make a complaint.

Ways to make your complaint

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. They 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
police service using this approach.

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 misconduct proceedings being taken
against an officer or member of police staff and the complaint will be closed
after the process is completed.

Resolving your complaint locally can help to improve the service your
community receives from the police.

What are the benefits of local resolution?

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
police what happened and find out why it has happened.

What can be resolved locally?

Some complaints are too serious to be resolved locally. Local Resolution is
considered appropriate only if the actions of the police officers or police staff
being complained about would not result in criminal or misconduct
proceedings even if it were proved.

If your complaint is not suitable for Local Resolution, someone will be
appointed to look into it in a different way.
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How does local resolution work?

Once you have made your complaint, the police officer or police staff
member who is looking into it will contact you. They can arrange to talk to
you face to face, on the telephone or they can contact you by email or letter
if you prefer. You will need to:

• Tell the police what happened and how you felt about it
• Say what action you would like to see taken as a result of your complaint
• Agree the process for resolving your complaint 

Local Resolution is not about apportioning blame or about police officers or
staff being dealt with through formal misconduct procedures. It is about
learning from what has happened.

If you need support to make your complaint you should tell the police. This is
so they can ensure you get all the information you need, in the way that suits
you best. For example, you may prefer to talk to someone in a language
other than English or have a friend with you when you speak to the person
who is looking into your complaint. Someone acting on your behalf can also
make a complaint with your permission.

The police 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.

• Confirm with you the process that will be followed and who will deal with 
it.

The Local Resolution process

Before agreeing to have your complaint resolved in this way you should
understand fully what will and will not happen in response to your complaint.
You should also have been told about your right to appeal against the Local
Resolution outcome.

If you decide to have your complaint dealt with by Local Resolution, you and
the police will agree what will happen – this may be in the form of an action
plan. When looking into your complaint, the police must follow the process
that they agreed with you.
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The Local Resolution of your complaint cannot lead to misconduct
proceedings against a police officer or member of police staff. However, the
officer or member of police staff might receive training, advice or other
support as a result of the Local Resolution.

There are different ways of dealing with your complaint using Local
Resolution. These include :

• Immediate resolution by providing information face to face or by 
telephone.

• A letter from the police concluding the Local Resolution and explaining 
what has been done.

• Individual communication between you and the person your complaint 
was about. This is organised through the person dealing with the Local 
Resolution.

• Give you information or an explanation to clear up a misunderstanding.
• Apologise on behalf of the force.
• Learn from the 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.

Frequently asked questions

What should I do if I don’t agree with the outcome of the Local
Resolution?

You can appeal against the outcome of the Local Resolution by completing
the appeal against the outcome of a local resolution form. Your appeal must
be received by the police within 29 days of you receiving a record of the
outcome. The appeal will be assessed by the Head of West Yorkshire Police
Professional Standards Dept. They will decide whether the outcome is
appropriate for the complaint and should be made on the basis of the
evidence available.

Will I receive updates about the progress of my complaint ? 

You should agree with the person appointed to resolve your complaint how
often they will update you on progress.
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How long will it take for my complaint to be dealt with using Local
Resolution?

Local Resolution should be relatively quick and straightforward, the time
taken will depend on the nature of your complaint. The time the process is
likely to take should be part of the action plan that you agree with the person
assigned to resolve your complaint.

How will I be told about the outcome of my complaint?

You should agree with the person appointed to resolve your complaint how
they will inform you about the outcome of your complaint. For example, you
might receive a letter or email.

Can misconduct action be taken against the person my complaint is
about if I have my complaint resolved by Local Resolution?

No. Local Resolution is not part of the formal misconduct process. However
the officer or member of police staff might receive training, advice or other
support as a result of the Local Resolution.
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