
CITY COUNCIL MEMBER PROPOSED AGENDA ITEM 

MEETING 
DATE: January 15, 2019 

TO: City Council 

FROM: Councilmember Pam Drew  

SUBJECT: COMPREHENSIVE COMPLAINTS PROCEDURE 

PROPOSED AGENDA ITEM FOR ACTION TO BE TAKEN 
Discussion of creating a Comprehensive Complaints Procedure that the public can access if 
filing a complaint against staff, the Council, and/or the City.  

BACKGROUND 

Over the years, complaints filed against staff, contractors, council members and the public have 
been handled differently depending on who was serving as our City Manager.  In the past, most of 
the time the City Manager only played a role when complaints were filed against staff members 
and contractors, but not Council members, as mentioned in the Council Policy Manual under 
“Investigation of City Affairs and Complaints.” Complaints about council members was left to the 
City Council, FPPC and/or the District Attorney to handle.   

There is no procedure and process for the public to file a complaint. We need to craft a fair and 
comprehensive complaint procedure starting on one city webpage with a definition of terms (and 
perhaps a flowchart) and proceeding in an understandable orderly way to the proper departments 
or entities, the proper forms, the possible outcomes, sometimes even to an appeals process, if one 
exists. Some appropriate language might be: “The following are examples of the type of matters 
that we generally will not investigate” or “The following are the examples of the matters that 
we will investigate.” 

Just as every problem does not have a solution, every complaint does not have a remedy. There is 
no need to alter existing procedures if they are up to date and have been reasonably satisfactory. 
They should be reviewed for consistency with overall policy, however. There is, a real need to 
specify how to classify complaints which come in and under whose authority they fall: 

Although a comprehensive complaint policy may require some thinking to create, the payoff is 
evident in reduction of hours spent both reacting to and dealing with complaints. I am happy to 
work with another council member and our city attorney, if that would be helpful. 

This proposed agenda item should have high priority in shielding the City and the public, 
avoiding further misunderstanding, given the confusion a few months ago which gave rise to 
unfortunate consequences in the press. 
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