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CITIZEN COMPLAINTS  

 

James P. Wardwell, Chief of Police 

I. PURPOSE 

 

The purpose of this policy is to provide all New Britain Police Department (“Department”) 

employees, and the public, the procedures for accepting, processing, and investigating 

allegations of officer misconduct or citizen complaints. This policy defines provisions applicable 

only to the receipt and processing of complaints.  

 

 

II. POLICY 

 

The New Britain Police Department’s public image is determined by a professional response to 

allegations of misconduct made against its employees.  The establishment of procedures for the 

acceptance of complaints is crucial to demonstrate and protect the Department’s integrity. This 

Department shall accept, and fairly and impartially investigate, all complaints or allegations of 

misconduct to determine their validity.  The Department shall timely impose any disciplinary or 

non-disciplinary corrective actions that may be warranted.  All complaints against the City of 

New Britain and/or employee conduct shall be accepted and documented regardless of whether 

the complaint is filed in writing, verbally in person, by mail, by telephone (or TDD), by facsimile 

or electronically, or anonymously.  The Chief of Police or his designee will review and maintain 

a record of all complaints made against the agency or employees and maintain the files in a 

secure area.  The Chief of Police is responsible for administering the complaint process in 

conformance with this directive and relevant state law. 

 

III. DEFINITIONS  

 

Complaint:  An allegation by a member of the public regarding New Britain services, policy or 

procedure, officer misconduct, claims for damages which allege officer misconduct, and any 

allegation of possible misconduct of a New Britain officer.  
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Complainant:  Any person who files a complaint regarding the conduct of any Department 

employee, or the New Britain’s policies, procedures, or actions. 

 

Complaint Control Number (CCN):  A sequential number used to identify and track citizen 

complaint investigations, which is assigned by the Chief of Police or his designee.  

 

Critical Firearm Discharge:   A discharge of a firearm by a New Britain officer, but does not 

include range and training discharges and discharges at animals. 

 

Discipline:  A verbal reprimand, written reprimand, suspension, demotion, or dismissal. 

 

Coaching: Information relayed to an employee by a ranking officer or training officer, in which 

the information relayed points out strengths, weaknesses, or training needs, or offers the 

employee the opportunity to improve performance.  Coaching is not disciplinary by itself, but 

may progressively lead to discipline. Coaching is intended to correct behavior and puts officer on 

notice.   

 

Officers:  Any law enforcement officer employed by, or assigned to, the New Britain, whether on 

or off-duty, including supervisors and members authorized to carry department issued weapons. 

 

Employee:  Any person employed by the New Britain Police Department, whether sworn or non-

sworn. 

 

External Complaint:  A complaint that originates from outside the department. 

 

Internal Complaint:  A complaint that originates from within the New Britain. Such complaints 

may be initiated by other New Britain employees or from supervisors who observed, or were 

informed by other employees, of possible policy violations. 

 

Professional Standards:  The designated Division with primary responsibility for conducting 

investigations of Administrative or Citizen Complaints of Misconduct.   

 

Misconduct:  Any conduct by a New Britain employee that violates New Britain policy, Rules of 

Conduct, or the law. 

 

Summary Action:  Disciplinary action in the form of an oral reprimand, or coaching documented 

in writing, taken by an officer's supervisor or commander for minor violations of department 

rules, policies, or procedures as defined by the Department.  Summary actions are the lowest 

level of disciplinary action.  

 

Supervisor:  Includes those holding the rank of Sergeant or higher. 

 

IV. PROCEDURE 

 

A. Professional Standards 
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The Office of the Chief has primary oversight authority over investigations of 

allegations of misconduct made against employees.  Upon receipt of a complaint, the 

Chief of Police will assign the Professional Standards Division Commander to 

investigate the complaint, or refer it to the appropriate unit or designated Supervisor 

for investigation through the proper chain of command.  The Professional Standards 

Division Commander is responsible for the following: 

 

1. Investigating and recommending the prosecution of criminal misconduct on 

the part of a New Britain member;   

 

2. Preparing suggested revisions of New Britain Policy and Procedures where 

existing deficiencies have been a contributing factor  to misconduct;   

 

3. Gathering evidence and recommending the prosecution of cases in which 

criminals have attempted to bribe New Britain members and/or other public 

officials; 

 

4. Recommending prosecution of those who falsely report that a New Britain 

member has committed a crime. 

 

B. Public Information and Access  

 

1. The Chief of Police will: 

 

a. Ensure informational materials are made available to the public 

through police personnel, police department, the internet, libraries, 

community groups/community centers, and at designated public 

facilities.  

 

b. Ensure information describing the complaint process, including 

relevant phone numbers and the address where complaints can be 

made, are permanently posted on the New Britain Police Department 

website and ensure all forms and instructions to be permenataly 

available at the police department Main Desk.  

 

2. Officers will carry the complaint form provided by the New Britain Police 

Department,  which explains the complaint process in English, and Spanish in 

their vehicles at all times while on duty.   Officers will inform citizens of their 

right to make a complaint against an officer if  the citizen is displeased with, 

or objects to, an officer’s conduct or performance of his/her duties.  

 

3. The completed complaint forms may be mailed, faxed, emailed, hand-

delivered, or deposited in the provided drop-box at any department facility. 

 

4. The Department will provide a written response to all complainants. 
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5. The Department will ensure that appropriate steps are taken to provide 

protections that might be afforded to a complainant who fears retaliation 

associated with filing a complaint. 

 

C. Acceptance/ Filing of Complaints 

 

1.   General 

 

a. The New Britain Police Department encourages citizens to bring 

forward legitimate complaints regarding possible misconduct by 

members. Department officers will not discourage any person from 

making a complaint. 

   

b. All officers must courteously inform an individual of his or her right to 

make a complaint if the individual objects to a member’s conduct. This 

includes any complaints made by an individual who is in NBPD 

custody and/or a holding cell.  

 

c. Officers have a duty to assist any person who wishes to file a citizen’s 

complaint by providing them with a citizen complaint form, or by 

promptly putting the complainant in contact with a supervisor who can 

assist them with filing their complaint.  

 

d. No officer shall refuse to assist any person who wishes to file a citizen 

complaint or discourage, interfere with, hinder, delay, or obstruct a 

person from making a citizen complaint;  

 

e. Officers, who withhold information, fail to cooperate with 

departmental investigations, or who fail to report the misconduct of 

members to a supervisor shall be subject to disciplinary action. 

 

D. Complaint Intake Procedure 

 

1. All Citizens will have the right to lodge a complaint against any employees of 

the New Britain Police Department:   

 

a. Complaints may be received in writing or verbally, in person, by mail, 

telephone (TDD), facsimile,  electronic mail, or by any other means. 

 

b. Anonymous and third party complaints will be accepted. 

 

c. Employees will maintain professional decorum both on and off duty, 

and will refrain from using abusive language to citizens wishing to file 

complaints or inquire about the complaint process.  
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2. Employees will assist those who express the desire to lodge complaints 

against any Employee. This includes, but is not limited to: 

 

a. Calling a Supervisor to the scene to conduct a preliminary inquiry and 

document the complaint (for example, summoning the supervisor of 

the officer against whom the complaint is made) ; 

 

b. Explaining the Department's complaint procedures;  

 

c. Providing complaint form(s) and/or complaint brochures, or give   

instructions as to where form(s) and/or brochures could be obtained. 

 

3. Officers who are approached by a person seeking to make a complaint  will, 

when possible, call for a supervisor, obtain a brief description of the allegation 

and record contact information (name, address, phone number) from the 

complainant. 

 

4. If a supervisor is not readily available, the officer will inform the complainant 

and advise them that they will be contacted by a supervisor or the Professional 

Standards Division Commander the next business day. 

 

5. Every effort shall be made by all members to facilitate the convenient, 

courteous, and prompt receipt and processing of citizen complaints. Any 

member who interferes with, discourages, hinders, or delays the making of 

complaints shall be subject to disciplinary action. 

 

6. Headquarters Requirements: 

 

a. If a person comes into headquarters seeking to make a complaint, an 

on-duty Supervisor will immediately be notified, who will then 

respond to headquarters to conduct a preliminary inquiry of the 

complaint. 

 

b. If a supervisor cannot respond to headquarters within a reasonable 

period,  the Desk Officer will provide the Citizen Complaint Form to 

the person wishing to file a complaint. 

 

c. The person taking the complaint may describe facts that bear upon a 

complainant’s demeanor and physical condition, but will not include 

his or her opinion regarding the mental competency or veracity of the 

complainant.  

 

d. The person taking the complaint will issue the complainant a copy of 

the Citizen Complaint Form, which they will be allowed to review 

prior to leaving the station.  If the Citizen Complaint Form has not 

been assigned a CCN at the time the complaint is taken, another copy 
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of the form will be mailed to the individual once a CCN has been 

assigned. 

 

e. The person taking the complaint will advise the complainant of the 

investigative process relative to their complaint, prior to the 

complainant leaving the station. 

 

E. Complaints Through Alternative Methods 

 

1. If a complaint is received at the office of the Chief of Police the Professional 

Standards Division Commander will be immediately notified.  The  

Professional Standards Division Commander will attempt to contact the 

complainant as soon as possible, but no more that 24 hours after being 

notified,  to complete the Citizen Complaint Form and initiate the 

investigation.   

 

2. Shift Supervisors will ensure that brochures, compliment, and complaint 

forms are always available at their assigned command, conspicuously 

displayed, and accessible to the public.  

 

3. Complaints received in writing, or by mail, telephone (TDD), facsimile, 

electronic mail, or  by any other means will be processed as follows: 

 

a. The Chief of Police or his desgnee will assign a CCN, following the 

same procedures described in this policy for obtaining a control 

number; 

 

b. Within five (5) business days of receipt of the complaint, the 

Professional Standards Commander will contact the Complainant to 

acknowledge receipt of the complaint and provide the Complainant 

with the CCN; 

 

c. The Chief of Police or his designee will determine, based on the 

complaint, whether the matter will be investigated, or whether the 

matter will be referred to the subject officer’s supervisor through the 

chain of command for further investigation; and 

 

d. All complaints shall be investigated in accordance with the policies 

and procedures of the New Britain Police Department (Refer to 

Misconduct and Citizen Complaint Investigations, and Use of Force 

Investigation Policies.) 



 
 

New Britain Police Department 

CIVILIAN COMPLAINT REPORT 

Please give this completed document to a Police Supervisor or send it to the Internal Affairs Unit of this agency 

at the following address or email:  Chief James Wardwell, New Britain Police Department, 10 Chestnut Street, 

New Britain, Connecticut 06051.  Email:  James.wardwell@NewBritainCT.gov  

Date of Incident     

                     
Time of Incident          

             
Date Reported                          Time Reported 

 
Location of Incident   

                         

Complainant’s Name  

 

Complainant’s Address (Street, City, State, ZIP) 
 

Complainant’s DOB 

 

 

Complainant’s Home Phone# Complainant’s Work Phone# 

Complainant’s Cell Phone# 

 
Complainant’s E-mail 
 

Employer Occupation 

Employer’s Address Employer’s Telephone 

Name of Person Assisting Complainant Address Telephone 

Employee Complained about (if known):  (Name or physical description, Badge #, Car #, etc.) 

 
 
 
Witness Information (Name, D.O.B., Address, Telephone #, etc.) 

 

Please provide answers to the following questions:                                                                      YES            NO          UNSURE 
 
1. To your knowledge, was all or any part of the incident complained of video or  

audio taped by anyone? 
2. Are you afraid for your safety, or that of any other person, for any reason as a 

result of making this complaint? 
3. Has anyone threatened you or otherwise tried to intimidate you in an effort to 

prevent you from making this complaint? 
4. Are you able to read, write and speak the English Language? 
5. If your answer to Question #4 is “No” or “Unsure”, have you been provided  

with adequate language assistance to help you understand and fill out this form? 

 
(If you answered “Yes” to any of the above questions, please provide details below.) 
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I have read, or had read to me, the above and attached complaint and statement consisting of ____ pages.  All of the 

answers are true and accurate to my knowledge.  I understand that making a false statement  intended to mislead a 

law enforcement officer in his official function is a violation of Connecticut General Statute 53a-157b and could result  

in my arrest and being fined and/or imprisoned. 

Complainant’s Signature 

 

Date and Time Signed   

On this the _____ day of _______________, _________, 

before me the undersigned officer, personally appeared 

the complainant whose name is subscribed above and 

acknowledged that he/she truthfully executed this 

instrument for the purposes herein contained.       

       

 Notary (For Authority See C.G.S. §§1-24, 3-94a et seq.) 

 

Print Rank/Name/ID Number: 

 

 

 

 

 

Method of Contact (Check):           Telephone              In-Person               Mail                E-Mail                 Other 

 

Signature of person receiving complaint 

 

 

Complaint Control Number 

 

 

 

 

Details of the Incident:  Please provide a full description of the circumstances that prompted your complaint.  Attach 
supporting documentation, as appropriate; including letters, e-mails, photographs, video or audio tapes, etc.    

_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
_________________________________________________________________________________________ 
(Attach additional pages, if necessary) 

Person Receiving the Complaint 

Rank/Name/ ID Number                                                                         Date Received                                  Time Received 

 



 
 

New Britain Departamento de Policías 

Ciudadano Formulario de Queja   

Por favor complete este formulario y llévelo a un supervisor en el departamento de policías o lo puede mandar 

por el correo o correo electrónico a la Oficina de Asuntos Internos (Internal Affairs Unit) de esta agencia. La 

dirección es: Chief James Wardwell, New Britain Departamento de Policías,  10 Chestnut Street, New Britain, 

Connecticut  06051.  Email:  James.wardwell@NewBritainCT.gov  

Date of Incident (Fecha del 
Incidente)    

                     

Time of Incident  (Hora del 
Incidente)        

             

Date Reported  (Día denunciado)                        Time Reported (Hora denunciado) 

 

Location of Incident  (Dirección donde ocurrió el incidente) 

                         

Complainant’s Name (Su Nombre) 

 

Complainant’s Address (Su Dirección: Calle, Cuidad, Estado, código postal) 
 

Complainant’s DOB (fecha de 

nacimiento) 

 

 

Complainant’s Home Phone # (su # de 
teléfono) 

Complainant’s Work Phone# (Su # teléfono en el 
empleo) 

Complainant’s Cell Phone# (Su número Celular) 

 
Complainant’s E-mail (Su Correo Electrónico) 

 

Employer (Empleador) Occupation (Ocupación) 

Employer’s Address (Dirección de su empleador) Employer’s Telephone (Teléfono de su empleador) 

Name of Person Assisting Complainant 
(Nombre de la persona ayudándote) 
 

Address (Dirección de la persona ayudándole)  Telephone (Teléfono) 

Employee Complained about (if known):  (Name or physical description, Badge #, Car #, etc.) (El nombre de la persona (s) en 
quien tienes la queja o si  no una descripción, número de placa, numero del carro). 

 
 
 Witness Information (Name, D.O.B., Address, Telephone #, etc.) Información de los testigos: Nombre, fecha de nacimiento, 
teléfono). 

 
Por Favor conteste las siguientes preguntas:                                                                                  YES/SI     NO/NO    UNSURE/ 

                                      No estoy seguro 

1. ¿En tu conocimiento, este incidente o parte del mismo, fue grabado en vídeo o de audio?  

2. ¿Tú tienes miedo por tu seguridad o la seguridad de otra persona, por cualquier razón o de 
resultado de hacer esta queja? 

 

3. ¿Alguna persona te ha amenazado o tratado de intimidarte en un esfuerzo de evitarle que 
hagas esta queja? 

 

4. ¿Puedes, leer, escribir, y hablar el lenguaje de inglés?   

5. Si contestaste la pregunta # 4 “No” o si no estás seguro, ¿has recibido suficiente ayuda 
para llenar este formulario? 

 

Si contestaste afirmativo “Si” a una de estas preguntas, por favor, escribe los detalles utilizando el reverso de este papel.  
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Yo leí, o me leyeron, la denuncia que he puesto de lo que ocurrió y provoco mi queja que tiene ___ páginas. Todo lo que 

he escrito es  la verdad y exacto lo mejor de mi profundo conocimiento. Yo comprendo que es una violación presentar 

una denuncia falsa. Si yo he hecho una denuncia intentando de engañar un policía en su función oficial es una violación 

de las leyes del estado de Connecticut Estatuto General 53a-157b ay puede resultar en mi arresto o una multa o también 

ir a la cárcel.  

Complainant’s Signature (Denunciador Firme Aquí) 

 

Date and Time Signed  (Fecha y Hora que Firmo) 

La área debajo es para el notario publico (Area below is for the Notary) 

On this the _____ day of _______________, _________, 

before me the undersigned officer, personally appeared 

the complainant whose name is subscribed above and 

acknowledged that he/she truthfully executed this 

instrument for the purposes herein contained.       

       

 Notary (For Authority See C.G.S. §§1-24, 3-94a et seq.) 

 

Print Rank/Name/ID Number: 

 

 

 

 

 

Como prefiere que lo contactemos? 
      teléfono      En persona       Por Correo Correo Electrónico      Otro 

 

 

Signature of person receiving complaint (Firma de la persona que recibe su queja) 

 

 

Complaint Control Number (Número Asignado) 

 

 

 

 

 Escriba los detalles del incidente: Por favor necesitamos las circunstancias que lo hicieron dar esta queja. Añade documentos que 
pueden apoyar su reclamación, incluya correspondencia, fotografías, grabaciones de vídeos, y audio etcétera. 

__________________________________________________________________________________________ 
__________________________________________________________________________________________
__________________________________________________________________________________________
__________________________________________________________________________________________
__________________________________________________________________________________________ 
__________________________________________________________________________________________ 
__________________________________________________________________________________________
__________________________________________________________________________________________ 
__________________________________________________________________________________________ 
__________________________________________________________________________________________ 
__________________________________________________________________________________________ 
__________________________________________________________________________________________ 
__________________________________________________________________________________________ 
__________________________________________________________________________________________ 
(Attach additional pages, if necessary) (Añade mas paginas si es necesario) 

Person Receiving the Complaint (Persona que recibe el formulario de queja) 

Rank/Name/ ID Number                                                                         Date Received                                  Time Received 

 


