





Hillard Heintze File Review Recommendation # 56.2

Finding # 56

The SFPD does not engage in community outreach and information regarding the

discipline process and rights of the community.

Recommendation # 56.2 The SFPD should allocate appropriate staff and resources to enhance community outreach
initiatives and to incorporate customer service protocols for periodic follow-up and status
communications with complainants for the duration of their open cases.

Recommendation Status Complete Partially Complete In Progress
Not Started No Assessment

Summary

The SFPD identifies that it has undertaken various efforts aimed at increasing transparency within the SFPD. In relation
to this recommendation, the SFPD identified that they established a customer service protocol to better assist in the
communication with citizen complainants. The SFPD Risk Management Attorney drafted a form letter which was
recently adopted and implemented in February 2020. The assigned IAD investigator is tasked with sending out form
letters to citizen complainants upon receiving their complaint. Once the IAD investigation is concluded, the clerk will
send a secondary letter to notify the complainant of the outcome of the investigation and Department's findings in the
matter. In relation to compliance measure 1, SFPD identified that it reviewed the nature and type of public complaints
filed against SFPD officers annually for the last 3 years. Of the overall investigation load for SFPD, public complaints that
result in an A investigation are relatively low. For compliance measure 2, SFPD established a protocol based on initiation
and closing complaints, managed by the supervisor and admin staff. This is an improvement over practices in place at the
time of the assessment. The SFPD provided a recently updated protocol which requires monthly complainant outreach
by the investigator to advise of progress and status. The policy was enacted on 7.20.20 but it has been too recent to
evaluate the compliance with this policy as of this review. For compliance measure 3, SFPD provides various documents
that represent the initial engagement letter and the closing letter. As part of the discussion with CalDOJ, SFPD was to
provide evidence of ongoing communications for the period of the investigation — which sometime can take years. This
evidence is now reflected in the file. For compliance measure 4, SFPD provides evidence on ongoing audit to ensure
compliance with the protocol.

Compliance Measures Status/Measure Met

1 Assessment of staffing needs to support community outreach, customer
service protocols, and communications with complainants.

vYes ONo [ON/A

2 Establish a customer service protocol for complaints that includes status

) vYes ONo [ON/A
updates to complainants.

3 Evidence that communications with complainants are occurring. vYes ONo [ON/A

4 Evidence of ongoing review improvement loop. VvYes ONo [ON/A

Administrative Issues

The protocol leaves enforcement of Compliance Measure 3 with the unit supervisor. The policies and procedures should
be in place to support the process with file entry required or a call log document as part of the investigative file.
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