
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Complaints Process Flowchart – Summary 
Complaint received about the 
Cumbria Police, Fire and 
Crime Commissioner or 
Deputy through the 
Complaints Form 

Complaint is recorded, and Monitoring Officer (MO) 
will decide whether the complaint is appropriate for 
informal resolution or is to be treated as habitual 

Decision to take no action because 
your complaint relates to an 
employment issue, is more than 12 
months old, is already subject to a 
complaint, is anonymous, 
vexatious, oppressive or an abuse 
of the process or repetitious 
 

Complaint relates to 
alleged or potential 
criminal behaviour – 
matter referred to 
IOPC. They will then 
decide how to deal 
with your complaint  
 

Complaint is not recorded 
– complainant is informed  
 

The MO will send the complaint to the 
PFCC and ask for their comments within a 
14-day deadline and ask for further 
information if necessary. 

If a proposal is accepted by the complainant, the MO will 
within 14 days refer the proposed informal resolution to 
the PFCC. The PFCC will then make a further proposal for 
informal resolution or take whatever action is required. 

If the complainant will only agree to the proposal that the MO 
considers inappropriate, the MO shall refer it to the Complaints Sub-
Committee which will decide whether to discontinue the complaint or 
pursue an alternative proposal. 

The MO will begin their enquiry to 
gather the necessary information. 
This may include the need for 
further information and 
clarification. 
 

If MO can identify an informal resolution, this will be 
proposed to the complainant, and the complainant 
will confirm or put forward an amended proposal. 



General Note – If you are not satisfied with the way we have handled your complaint you can ask the Local Government and Social Care 
Ombudsman to look into your case.   
 

The contact details are: 
The Local Government Ombudsman 
Website: www.lgo.org.uk 
Call the LGO Advice Team on 0300 061 0614 or 
0845 602 1983 
Email: advice@lgo.org.uk 
Write to the Local Government Ombudsman, 
PO Box 4771 
Coventry CV4 0EH 

 
 
 
 


