Greater Manchester Police

“Working with the Independent Police Complaints
Commission to improve policing”
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If you feel disappointed with the service you've had from the police, you are entitled to make a
complaint.

You can complain about the way a member of staff has behaved. You can also complain if you feel
that we need to change the way we do things. Complaints against the police fall into two groups:

Complaints about staff

If you tell us that a member of staff has behaved badly, for example, they have been rude to you or
unfair, we call this a ‘conduct complaint’. Conduct complaints are overseen by the Independent Police
Complaints Commission.

Complaints about the way we do things

Sometimes people think our procedures need to be changed. Often this is to do with police powers,
like the power to stop and search a person. We call this a ‘policy complaint’. Policy complaints are
overseen by the Chief Constable.

Putting things right

Whatever the problem, our aim is to resolve the matter to your satisfaction as quickly as possible. If
you feel that your complaint has not been dealt with properly, you can make an appeal. Details are
given in this leaflet.

e |
o make a complaint, please contact us as follows:

r Street, Old Trafford, Manchester M16 ORE
om: 0161 872 6633 E-mail: complaints@gmp.police.uk

Police Authority
entre, Chorley Road, Swinton, Manchester M27 5DA
93 3127 E-mail: info@gmpa.gov.uk

Independent Police Complaints Commission
90 High Holborn, London WCIV 6BH
Tel: 0845 3002 002 E-mail: enquiries@ipcc.gsi.gov.uk
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Your complaint will be recorded by one of our managers. The manager will then take the following steps:

|. Explain the options

He or she will explain what can be done to resolve your complaint. This may include issuing an apology,
making the member of staff aware of how you feel, asking them for an explanation, and so on. We call
this local resolution’ because the complaint is dealt with by a local manager.

The only thing the local manager can't do is arrange for a member of staff to be formally punished.
Formal punishments can only be arranged by specialist staff who are based at force headquarters.
This is to ensure that we remain fair and consistent.

2.Ask you to choose

The manager will ask if you would like him or her to deal with your complaint in the way they have
explained. Most people prefer to have their complaint dealt with locally. If you would prefer to have your
complaint dealt with by someone else, it will be sent to a specialist at force headquarters. You need to
choose carefully as you cannot change your mind afterwards.

3. Resolve your complaint

If you choose to have your complaint dealt with locally, the manager will write down what has been
agreed between you. This is called an ‘action plan’. He or she will also make a note of how and when you
would like to be contacted again. You may be asked to show your agreement by signing your name
(unless your complaint is being dealt with over the telephone). The manager will then resolve the
complaint as agreed on the action plan. All complaints, however they are resolved, are used to improve
service to the public.

Appeals

Most people are satisfied that the local manager has dealt with their complaint properly. However; if you
feel that it has not been resolved in the way you agreed in the action plan, you may appeal to the
Independent Police Complaints Commission. This is a watchdog body which makes sure that complaints
about staff are dealt with properly.

can be contacted as follows:

Complaints Commission
nWCIV 6BH
ail: enquiries@ipcc.gsi.gov.uk
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Your complaint will be recorded by one of our managers. The manager will then take the following
steps:

I. Explain the options
He or she will explain what can be done to resolve your complaint. This may include issuing an
apology, providing an explanation, changing a procedure and so on.

2. Ask you to choose

The manager will ask if you would like him or her to deal with your complaint in the way they have
explained. Most people agree because they want to have the issue resolved as quickly as possible. If
you would prefer to have your complaint dealt with by someone else, it will be passed on to another
manager.

3. Resolve your complaint

The manager will record what has been agreed between you. This is called an ‘action plan’. He or
she will also make a note of how and when you would like to be contacted again. You may be asked
to show your agreement by signing your name (unless your complaint is being dealt with over the
telephone). The manager will then resolve the complaint as agreed on the action plan. All complaints,
however they are resolved, are used to improve service to the public.

Appeals

Most people are satisfied that their complaint has been dealt with properly. However, if you are not
satisfied, you may contact the Head of Greater Manchester Police’s Internal Affairs Branch. He or she
will review your complaint to see if it has been dealt with correctly. The address is:

irs Branch

E
r Street, Old Trafford M16 ORE
l: complaints@gmp.police.uk
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If you would like to make a complaint in your own language, please visit your nearest police station and
ask to use ‘Language Line’. This is a national telephone translation service used by the police and other
public services.
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Somali Haddii aad jeclaan laheyd in aad dacwad laqudda aad ku hadasho ku soo
gudbisato, fadlan tag Saldhiga Booliiska ee kuu dhaw oo codso in aad
isticmaasho habka Language Line (Khadka Lugadaha). Kani waa adeeg
turjumaad iyou af-celin heer garan ah oo teleefoonka ku baxa oo ay
isticmaalaan Booliiska iyo adeegyada kale ee dadweynaha.
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Crech Pokud si chcete podat stiznost ve vasem vlastnim jazyce, navstivte prosim
nejblizsi policejni stanici a pozadejte o '"Language Line''. To jsou narodni
telefonické tlumocnické sluzby, které policie a jiné Garady pouzivaji.





