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Policy A-08


Public Complaints

Approved 29 January 2026
Purpose 
1. Public feedback is an integral component to ensuring that policing in Halton Region is aligned with community needs, values and expectations. Public expressions of appreciation are validating, while Public Complaints present teachable moments and opportunities to improve service to the Community.


2. This policy articulates the Board’s expectations regarding the handling, investigating and reporting of the various types of Public Complaints depicted below (along with their general processes):

	Officer Conduct Complaints 
	 
	Special Constable Conduct Complaints
	 
	Chief & Deputy Chief Conduct Complaints
	 
	Board Member Conduct Complaints
	 
	Policing Complaints*
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	Screening for Validity
	 
	Screening for Validity
	 
	Screening for Validity
	 
	Screening for Validity
	 
	Screening for Validity
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	Investigation
	 
	Investigation
	 
	Investigation
	 
	Investigation
	 
	Investigation
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	Resolution
	 
	Resolution
	 
	Resolution
	 
	Resolution
	 
	Resolution



Notes: 
· *Policing Complaints are those regarding policing services, Board policies and/or Chief’s procedures.
· LECA = Law Enforcement Complaints Agency
· IG = Inspector General





Requirements – General
3. Should a member of the public approach the Board, a Board member, or Board staff regarding a Public Complaint, they shall be referred to LECA to file a formal complaint or to the Chief of Police regarding an informal complaint.  

4. The Chief of Police shall ensure that:

4.1 every member of the HRPS receives training regarding the receipt, handling and recording of Public Complaints; 

4.2 every complainant is treated with dignity and respect, is free from the threat of harassment, coercion, intimidation or reprisal, and that their Public Complaint is addressed promptly and professionally;

4.3 where practical, with the written consent of the complainant and, if applicable, the written consent of the subject official, Public Complaints are informally resolved; 

4.4 records are maintained regarding all Public Complaints; and

4.5 Public Complaint procedures and on-line submission forms are made available on the HRPS website, and at all public inquiry desks, and that members of the public who wish file a Public Complaint are promptly directed to those guidelines and forms. 

5. The Chief Governance Officer (CGO) shall ensure that Public Complaint procedures and on-line submission forms are also be made available on the HPB website.

6. Members of the HRPS and the Board and Board staff shall maintain confidentiality regarding all Public Complaints, and refrain from speculating on the outcome of any complaint investigation. 



Requirements – Officer Conduct Complaints 
7. The Chief of Police shall ensure that: 

7.1	procedures are developed regarding the handling, investigation and resolution of Officer Conduct Complaints;

7.2	all Officer Conduct Complaints are promptly forwarded to LECA;

7.3	Officer Conduct Complaints investigators are impartial, and that their investigations are unfettered and conducted impartially; 

7.4	whenever the subject of an Officer Conduct Complaint is a senior officer or member of the Professional Standards Unit, or presents a conflict of interest as per O. Reg. 401/23 and/or Board policy, that the investigation is undertaken by another police service; and

7.5	the parties to the complaint, and LECA, are informed of the complaint’s receipt, investigation, any delays and outcome in accordance with the CSPA.

Requirements – Special Constable Conduct Complaints
8. The Chief of Police shall ensure that: 

8.1 procedures are developed regarding the handling, investigation and resolution of Special Constable Conduct Complaints;

8.2 Special Constable Conduct Complaints investigators are impartial, and that their investigations are unfettered and conducted impartially; 

8.3 the parties to the complaint are informed of the complaint’s receipt, investigation, any delays and outcome in accordance with the CSPA;

8.4 investigative risks associated with a conflict of interest as per O. Reg. 401/23 and/or Board policy are proactively mitigated; and

8.5 the outcome of each Special Constable Conduct Complaint investigation is reported to the Board, and any resultant recommendations regarding a special constable’s appointment are brought to the Board for resolution.



9. Special Constable Employers  of special constables appointed by the Board are legislatively required to report to the Board the results of all Public Complaint investigations regarding their own Special Constables.

Requirements – Chief and Deputy Chief Conduct Complaints	Comment by Kelertas, Kenneth (JUD): Shouldn’t the policy also address how public or internal complaints regarding the conduct of the Chief or deputies received either by the police service or board staff are to be processed?
10. Should a member of the Board or Board staff become aware of a Public Complaint regarding Chief of Police or a Deputy Chief, they shall promptly inform the Chair, who shall promptly inform LECA.
 
11. Should LECA investigate the conduct of the Chief of Police or a Deputy Chief, or direct a third party to conduct the investigation, the Board shall cooperate fully with said investigation. 

12. Should LECA direct the Board to undertake an investigation regarding the conduct of the Chief of Police or a Deputy Chief, the Board shall engage the investigative and/or legal counsel it deems appropriate to assist with or undertake said investigation.

13. The Board shall comply within any directions provided by LECA.


Requirements – Board Member Complaints
14. Should a Member of the Board become aware that a Board Member may have contravened the Code of Conduct, they shall: 

15.1 promptly disclose the matter to the Chair, who shall promptly notify the IG and inform the Board Member who disclosed the matter of that notification; or

15.2 if the allegation involves the Chair, promptly notify the IG directly. 

15. Reports to the IG regarding alleged Board Member Misconduct shall include:

16.1 the nature of the alleged misconduct;

16.2 identities/descriptions of those involved in the alleged misconduct

16.3 the location where the alleged misconduct occurred;

16.4 the date and time when the alleged misconduct occurred; and

16.5 any supporting documents.

16. Board Members, including the Chair, shall comply with any subsequent direction provided by the IG.


Requirements - Policing Complaints

17. All Policing Complaints (those regarding policing services, Board policies and/or Chief’s procedures) shall be promptly forwarded to the IG and the complainant informed accordingly.

18. If assigned a Policing Complaint by the IG, the Board shall:

18.1 direct the Chief of Police to investigate whether the services provided were done so in a manner consistent with the Chief’s Procedural Directives as they existed in the complaint’s timeframe, provide copies of those same Procedural Directives to the CGO, and report the investigative findings and a summary of remedial actions taken or planned to the Board within the allotted timeframe (or otherwise request additional time with reasons for the extension);

18.2  direct the CGO to investigate whether the applicable Chief’s Procedural Directives are reasonably consistent with Board by-laws and policies, and whether those appliable by-laws and policies are themselves reasonable, and report the findings and a summary of proposed remedial actions to the Board within the allotted timeframe (or otherwise request additional time with reasons for the extension);

18.3 review the investigative reports provided by the Chief of Police and the CGO, and either accept the outcomes contained therein or direct additional remedial action;

18.4 if more time is required for investigation by the Chief of Police and/or the CGO, request an extension by the IG, in light of the reasons provided; and

18.5 report the investigative findings and remedial actions to the IG and the complainant.


19. The Board shall comply within any directions provided by the IG.


Monitoring and Reporting 
20. The Chief of Police shall annually report:

20.1 the degree of HRPS compliance with the provisions of this policy, with specific reference to member training regarding the complaints’ processes (para 4.1 above); and 

20.2 the aggregate Public Complaints and their dispositions over the previous three years, which will be included in the HRPS Annual Report, on or before June 30 each year.


References:
CSPA 2019 s106-0108, Part X
O. Reg. 408/23: CODE OF CONDUCT FOR POLICE SERVICE BOARD MEMBERS
O. Reg. 411/23: COMPLAINTS ABOUT SPECIAL CONSTABLES
O. Reg. 407/23: CODE OF CONDUCT FOR POLICE OFFICERS
O. Reg. 399/23: GENERAL MATTERS UNDER THE AUTHORITY OF THE LIEUTENANT GOVERNOR IN COUNCIL
O. REG. 406/23 DISCIPLINE
A-02 – Administration of Human Resources/Heathy Workplace
PoP-08 – Annual Report
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