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Complainant 

wishes for EOD to 

be recorded (Sch 3) 

Via Police 

 

 

 

 

 

 

 

 

 

 

RP/ Practice Requiring 

Improvement 

Investigation decision and outcomes: 

1. Service level acceptable 

2. Service level not acceptable 

- May give recommendations 

- Lessons learnt 

- Apology 

3. Unable to determine 

Right to 

Review  

Online via CP 

web-form or CP 

social media 

Letter/ email 

correspondence into 

OPCC (inc from 

solicitors and IOPC) 

  Online via web-form 

on OPCC websites or 

via OPCC social 

media 

In person or phone 

contact 

In person contact 

with officers/ 

PCSOs/ staff (Front 

Desks) 

Calls into FCR 

Contact with 

Chief’s Office 

Enquiries 

to be 

forwarded 

to 

dedicated 

OPCC 

inbox 

Team Leader initial 

review of EOD and 

allocation of service 

recovery cases to ORT 

Advisors 

Log EOD details onto 

Centurion and 

capture details on 

Policy Log 

 

Complete IOPC 

data capture: 

allegation codes; 

protected 

characteristics.   

 

Pre-contact 
system checks via 

NICHE, 

Webstorm, Red 

Box, Body Worn 

Video – Edesix 

Video Manager 

and NICE 

investigate, E-

Duty and DMS 

Service and 

Duties (detailed 

in DPIA) 

 

Transfer to DSE for 

non-service 

recoverable cases 

(inside Schedule 3) 

Complex service 

recovery cases and 

Schedule 3 to be 

retained by Team Leader 

ORT Advisors 

commence service 

recovery via 

contact with 

customer 

SERVICE 

RECOVERY 

Case resolved 

through service 

recovery 

Case not resolved 

through service 

recovery 

Outcomes 
Organisational learning 

Speak with officer - debrief 
Apology/ acknowledgement  

Explanation given 
Recommendations to Line Manager 

Gesture good will 
NFA 

Other action 

DSE Centurion 

workflow process – 

acknowledgement 

letter triggered to 

complainant 

Recording decision under Schedule 3 

by OPCC. Centurion flag to be 

attached. 

Monthly 

performance report/ 

learning themes 
Finalise on Centurion 

CC complaints to 

OPCC Monitoring 

Officer 

CP 

Centurion 

Complaints AA 

Assessment 

outcomes:  

NFA 
Handled 

otherwise by 
investigation 

Local investigation 
 

 

Complaints and 

Conduct 

Appropriate 

Authority 

Assessment and 

decision 

Systems Access to 

be enabled by 

Force  

OPCC 

Centurion 

Complaints: - 

reasonable and 

proportionate 

investigation 

Conduct AA Assessment 
Outcomes: 

NFA 
Conduct Investigation 

 

Complaints Model 3 process and data flow map 

If low level Sch. 3, 

determine 

Inspector and 

send complaint to 

district for 

handling 

VCOP and 28 day updates 
triggered  

(workflow to be developed to 
ensure OPCC are aware of letter 

having been sent out) 

District Inspectors to provide 
meaningful updates to OPCC 

SPOC to be relayed to 
complainant.  

Conclusion letter also to be 
sent to OPCC 

Police Handling 


