Benefits of Mediation and Resolution
Complainants may:
• have an opportunity to express how an
officer’s conduct affected them and take part
in the outcome of their complaint
• receive an explanation or an 
acknowledgment from the officer
• gain a better understanding of policing
Police officers may:
• have an opportunity to explain their actions
• gain a better understanding of their
interactions with citizens
• learn from their behaviour
Benefits for the public and police oversight
agencies:
• greater individual accountability
• more efficient complaint processing
• greater public satisfaction with the 
complaints system

For more information please visit:
www.oiprd.on.ca

To contact us by mail or visit in person: 
Office of the Independent Police Review
Director
655 Bay Street, 10th Floor
Toronto, Ontario
M7A 2T4
You may also contact the OIPRD using the
following:
Toll-free phone: 1-877-411-4773
Local phone: 416-246-7071
TTY: 1-877-414-4773
Toll-free fax: 1-877-415-4773
Local fax: 416-327-8332
Email: oiprd@ontario.ca
Twitter: @OIPRD_BDIEP

Complaint Resolution
and Mediation

Mediation
Mediation is arranged by the OIPRD.
Mediations are conducted by an OIPRD staff
mediator or by mediation services contracted
by the OIPRD. The respondent officer and the
complainant meet with the assistance of a
neutral mediator, who facilitates the process
but does not take sides or lay blame. The
parties share their views of what happened and
work together to come to a mutually agreeable
resolution.

Customer Service Resolution
The Office of the Independent Police
Review Director (OIPRD)
The OIPRD receives, manages and oversees all
public complaints about police in Ontario. As an
independent civilian oversight agency, we make
sure that public complaints about police are
dealt with in a manner that is transparent,
effective and fair to both the public and police.
Although formal investigations are sometimes
necessary, dealing with complaints through
alternative dispute resolution allows
complainants and police officers to resolve the
issues between them.
The OIPRD’s Customer Service Resolution
and Mediation programs are voluntary and
confidential processes that encourage
communication and understanding between a
respondent officer and a complainant.

Customer Service Resolution (CSR) is a way for
a respondent officer and a complainant to
voluntarily resolve a complaint before it is
formally screened under the Police Services
Act.
The OIPRD reviews the complaint and if it is
determined to be less serious and suitable for
CSR, the complainant and respondent officer
are contacted about resolving the complaint. If
they do not agree to CSR the complaint enters
the screening process. If they do agree, an
officer who has experience resolving
complaints and is designated by the police
chief, helps the respondent officer and the
complainant to resolve the matter.
The CSR process allows the parties to exchange
perspectives to gain a better understanding
of what happened, discuss their concerns and
take an active part in resolving the matter.
When a complaint is resolved, the parties sign
a resolution agreement, closing the complaint.
Customer Service Resolutions may also be
achieved with the assistance of a mediator.

Informal Resolution via Mediation
Informal Resolution is a way that less serious
allegations of misconduct may be resolved
during the OIPRD complaint process. It may
be undertaken at any stage of an investigation
or at the conclusion of an investigation where
a complaint is substantiated as less serious.
The Informal Resolution process may be
facilitated by a senior officer designated by
the police chief or Commissioner. If this is
unsuccessful, or if the complainant or
respondent officer makes a request, mediation may be an option. A mediator assigned
by the OIPRD works with the complainant and
the respondent officer to come to a resolution.
When a complaint is resolved informally via
mediation, the parties sign a resolution
agreement to close the complaint. If mediation is unsuccessful, the complaint returns to
the investigation process.

