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CHARTER TOWNSHIP OF NORTHVILLE 

Subject: Complaint Procedure Policy:  5.1.007 Pages: 6 

Standards: General Policies Effective date: 09/22/2020 Revised date: 00/00/0000 

 
I. PURPOSE: 

This established policy provides a mechanism for the administration, processing, and 

recording of all complaints and other investigations, criminal and non-criminal.  This policy 

maintains the integrity of the process through an internal system where objectivity, fairness, 

and justice are assured by a thorough, impartial investigation and review.  This policy 

promotes organizational accountability and builds customer confidence in both the 

employees and the processes of the Township. 

 

II. POLICY STATEMENT: 

It is the policy of Northville Township that all allegations of employee misconduct or 

inadequate service will be thoroughly reviewed, investigated and promptly adjudicated, 

so that the employee may be fully exonerated or appropriate corrective action may be 

taken.  All reports or accusations made against a Township employee, or the established 

practices of the Township in general, including anonymous complaints, will be completely 

reviewed and investigated.  Results of those investigations that reveal procedural 

problems will lead to improved processes throughout the Township. 

 

It is further the policy of Northville Township, where known criminal acts have occurred by 

any of its employees, that immediate action shall be taken by the Township Manager or 

designee.  Actions will be consistent with those criminal procedures which would be 

followed in the case of any known crime occurring. 

 

III. SCOPE: 

This policy applies to all non-public safety employees and all customers of the Township. 

 

IV. DEFINITIONS: 

A. Complaint.  A statement by an employee or customer that a situation is 

unsatisfactory or unacceptable and cannot be immediately resolved through 

improved customer service and/or communication. 

B. Investigator.  The person assigned by the Township Manager to review and 

investigate a Complaint Form (5.1.007A). 

 

V. PROCEDURES: 

A. Processing Complaints 

a. Complaint Procedure (HR 5.1.007) and Complaint Form (5.1.007A) shall be 

made available to employees and the public at the front desk and through a 

link on the Township website. 

 

b. Every effort shall be made to facilitate the convenient, courteous, and prompt 

receipt and processing of complaints.  Any employee who interferes with, 

discourages, or delays the making of such complaints shall be subject to 

disciplinary action. 
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c. The Executive Administrator shall send a Receipt Letter (5.1.007B) to each 

complainant as notification that the complaint has been received for 

processing when it is possible to do so. 

 

d. Any employee receiving a complaint regarding employee misconduct or 

inadequate service, shall immediately forward it to the respective Department 

Head. 

 

i. Complaints may be received via email, written letter, in person, via 

telephone call, or any other means of communication not listed. 

 

e. Upon receipt of a complaint, where the Department Head receiving the 

information determines that the complaint alleges employee misconduct or 

inadequate service, the Department Head will complete a Complaint Form 

(5.1.007A).  When the Department Head receiving the information determines 

the complaint does not allege employee misconduct or inadequate service, it 

will not be necessary to complete a Complaint Form.  When in doubt, a 

Complaint Form will be completed in compliance with this procedure. 

 

f. The Township Manager must be advised immediately whenever a criminal 

complaint is made against an employee of Northville Township.  Criminal 

complaints of a serious nature will be referred to the Michigan State Police or 

other law enforcement agency for investigation.  Criminal complaints alleging 

a minor infraction may be assigned to the Northville Township Police 

Department for investigation. 

 

g. All complaints documented by a Complaint Form shall be referred to the 

Human Resources Director (see Section C below). 

 

h. When a criminal complaint is received, the investigation will be conducted 

independently from any internal investigation associated with the criminal 

investigation.  In some cases, criminal charges may not be filed against an 

employee by the investigating department; however, violations of Township 

Work Rules and Policies that are not part of the criminal complaint may be 

investigated by the Human Resources Director and/or the Department Head.  

Each investigation shall be evaluated independently and a determination on 

the proper action will be made at that time. 

 

i. All complaints shall be investigated and completed within 30 days from the 

date assigned unless investigation required additional time and authorization is 

received from the Township Manager. 

 

j. The Human Resources Director will maintain records regarding complaints 

against Northville Township employees; a meaningful review will be conducted  

annually on all complaints; a report with recommendations based on patterns 

or repeating issues will be submitted to the Township Manager no later than 

February 1st.  
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B. Administrative Leave 

a. Administrative Leave may be a temporary action due to employee’s physical 

or psychological fitness or an action pending disposition of an internal 

investigation. 

 

b. Department Heads have full authority to place employees on Administrative 

Leave, as a temporary action, any employee whose continued presence on 

the job is deemed to be a substantial and immediate threat to the welfare of 

the Township, the public, or the employee.  The Department Head will 

promptly report such action to the Township Manager and the Human 

Resources Director, in writing, as soon as practical. 

 

c. An employee who refuses to obey a direct order issued in conformance with 

the Township’s written policies may similarly be placed on Administrative Leave 

with a recommendation for disciplinary action. 

 

d. Employees who are placed on Administrative Leave as a temporary action will 

be placed on leave with or without pay, depending on the circumstances, at 

the discretion of the Department Head. 

 

C. Complaints – Human Resources Director Responsibility 

a. Complaints alleging a violation which is not criminal in nature shall be referred 

to the Human Resources Director for review investigation via submission of a 

Complaint Form (5.1.007A).  The Human Resources Director shall determine if 

the complaint is formal or informal. 

 

i. Formal Complaints: 

A complaint alleging employee misconduct or inadequate service, and 

the complainant requests formal action be taken by the Township.  The 

severity of the complaint would necessitate formal action be taken. 

 

1. The Human Resources Director will confirm completion of a 

Complaint Form (5.1.007A) and forward the same to the 

Township Manager for assignment and due date. 

 

2. Complaints will be reviewed/investigated promptly and with 

thoroughness. 

 

3. All information developed shall be reduced to writing and when 

completed, a report, including the Complaint Form (5.1.007A) 

shall be submitted to the Township Manager. 

 

4. The Complaint Form (5.1.007A) shall be completed, ensuring the 

narrative section details what action was taken.   

 

ii. Informal Complaints: 

A complaint, minor in nature, alleging employee misconduct or 

inadequate service, and would not be a violation of State or local law.  

The informal complaint may be resolved by the Department Head and 
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complainant through discussion of the incident and viewing of any 

recordings where the complainant is satisfied with the response and 

does not wish the matter pursued. 

 

1. If the complaint is determined to be an informal complaint, the 

Complaint Form (5.1.007A) will be completed, ensuring the 

narrative section details what action was taken.  Copies of the 

Complaint Form (5.1.007A) are then forwarded to the Township 

Manager. 

 

2. A Closure Letter (5.1.007E) will be sent to the complainant 

notifying them as to the type of closure, founded or unfounded. 

 

D. Investigative Procedures 

a. Any person assigned to conduct a review investigation shall strictly adhere to 

the following policy: 

 

i. Where an investigation is being conducted, all statutory and 

contractual requirements and rights shall be granted to an employee of 

the Township. 

 

ii. The investigator shall advise the employee and for members of a 

collective bargaining unit, the employee’s representative, on 

specifically what type of investigation is being conducted, criminal or 

non-criminal, prior to the start of the investigative interview. 

 

iii. Whenever practical, the investigator shall give notice to the employee 

prior to the conducting of any interview. 

 

iv. When conducting a non-criminal investigation, the employee shall be 

provided a copy of the Complaint Form (5.1.007A) containing a written 

statement of the allegations.  The employee will also be provided a  

written copy of the employee’s rights and responsibilities (5.1.007D) 

relative to the investigation. 

 

v. In non-criminal investigations, bargaining unit employees shall be 

afforded the right to representation prior to and during the investigative 

interview.  Such employees will be given an opportunity by the 

investigator to confer with their representative during any investigative 

questioning.  The employee’s representative shall not interfere with the 

orderly process of the investigation. 

 

vi. The employee may be required by the investigator to directly answer 

questions asked of them during the course of an investigation.  If the 

employee refuses to answer such questions, the investigator shall  

immediately place the employee on Administrative Leave with pay, 

recommending immediate disciplinary action. 
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vii. When the complaint alleges inadequate service on the part of the 

employee involved, the investigator shall: 

 

1. Have the option to facilitate a meeting between the employee 

and the complainant.  This process shall not be used when 

disciplinary action is contemplated. 

 

2. Evaluate the circumstances of the complaint in determining the 

feasibility of such a meeting. 

 

3. If the complaint is remedied by this mechanism to the satisfaction 

of the complainant, the investigator will indicate so on the 

Complaint Form (5.1.007A) including a brief statement as to the 

remedy. 

 

4. If the complaint is not remedied by this mechanism to the 

satisfaction of the complainant, the investigator will complete the 

investigation in the usual manner. 

 

viii. When an audio or video recording exists, it shall be reviewed during the 

course of the investigation. 

 

ix. Upon completion of the investigation, the investigator shall forward a 

copy of any written report along with the completed Complaint Form 

(5.1.007A) to the Township Manager. 

 

E. Examinations and Searches 

a. Property belonging to the Township is subject to inspection for investigative 

purposes including but not limited to cell phones, vehicles, desk, files, storage 

lockers, computers, or similar items or places. 

 

F. Administrative Responsibility 

a. When necessary, a status report shall be completed in writing and delivered to 

the complainant. 

 

b. The Executive Administrator shall verify all pertinent information contained on 

the Complaint Form (5.1.007A). 

 

c. Upon receipt of a complaint via Email: 

 

i. When information is known (name, address, phone), notify the 

complainant by sending a Complaint Email Response (5.1.007C) 

advising them of the Township’s policy, that they will be contacted 

regarding the complaint, and that normally such investigation will 

conclude within a 30-day period. 

 

ii. When information is not known (name, address, phone), notify the 

complainant by sending a Complaint Email Response (5.1.007C) 

advising them of the Township’s policy, that normally such investigation 
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will conclude within a 30-day period, and that they must provide such 

information in order for the Department investigator to contact them 

regarding the complaint investigation. 

 

VI. FORMS: 

5.1.007A Complaint Form 

5.1.007B Receipt Letter 

5.1.007C Complaint Email Response 

5.1.007D Employee Rights & Responsibilities during Investigation 

5.1.007E Closure Letter 

 

VII. ENFORCEMENT: 

Failure to comply with the provisions of this policy may result in disciplinary action up to 

and including termination of employment. 

 

VIII. RELATED INFORMATION: 

5.1.007 F Complaint Flowchart 

 

IX. POLICY HISTORY 
09/22/20 

Reviewed 03/19/2021 
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Reviewed 06/08/2024 
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