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White Mountain Apache

Fire & Rescue Department
Draft 2/3/2010
Rules and Regulations, 

SOP 105.03 Customer Complaint 
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1. Purpose

a. The purpose of this policy is to maintain a high level of public confidence and trust in the Fire Department services and to ensure complaints are investigated and responded to as quickly and thoroughly as possible.

2. Scope

a. This policy applies to all employees of the White Mountain Apache Fire & Rescue Department, on or off duty.
3. Policy
a. This policy shall be followed for all complaints against White Mountain Apache Fire & Rescue Department personnel.
b. All complaints concerning the Fire Department or its employees will be investigated, and a response provided to the complainant within 5 working days.
c. Citizens complaining anonymously will be advised that we cannot react to anonymous complaints, respectfully.
d. Routine complaints involving department as a whole should be handled at the company officer level or lower. For example: “Why is the fire truck always at the grocery store”
e. Complaints or allegations involving individual department personnel shall be forwarded directly to the Deputy Fire Chief.  For example: Firefighter John Doe assaulted someone.  These complaints shall be put in writing by the individual making the complaint.
f. Serious complaints or allegation shall include the following information, utilizing prescribed forms, from the person making the complaint:
i. Nature/Description of complaint
ii. Location of incident, date and time
iii. Names of employee(s) or unit(s) involved
iv. Contact phone number and address
v. Name of complaint and any witness
vi. Citizens added possible resolution.

g. If the complaint is concerning present parties, the complaint shall be handled by the next level in the chain of command.
h. All complaints are encouraged to be handled at lowest   possible level.  Complaint resolution is paramount.
i. After the investigation has been conducted and resolution has been reached, all documentation needs to be filed with the Deputy Fire Chief for review in writing.
j. The Deputy Fire Chief will review facts and recommendation(s) from investigating party, and make final decision on follow up action(s).
k. Any disciplinary action(s) or recommendation(s) shall be set in place upon completion of final decision and in accordance with department policy.
l. All complaints that the department receives, valid or not, shall be reviewed at the next scheduled Captains meeting.  Reflection on these incidences will only make our department stronger.
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Citizen Complaint Form

	Name of person making complaint:
	


	Telephone Number:
	


	Address:
	


	Nature of complaint:
	


	

	

	


	Customer Resolution:
	


	

	


	Results of investigation:
	


	

	

	

	


	Action taken:
	


	

	


Date complainant contacted with the results of the investigation and action taken:

Name of person investigating Complaint:
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