
 

Research Summary 

This paper comprises of two main chapters; chapter one investigates the legal 

framework concerning the role of governorates in receiving and handling 

complaints as well as their contribution in preserving the state of civil peace. This 

part also defines complaints, categorizes the complaints units within 

Governorates, and identifies the authorities of the Governor as well as the 

internal and external complaints’ monitoring mechanisms. 

The second chapter investigates the different types of complaints received by the 

Governorates and classifies them into different categories according to the 

following:  

First: type of complaints. 

Second: the distribution of complaints among various governorates.  

Third: similarities and differences in handling complaints by the Complaints and 

Civil Peace Units within governorates.  

Fourth: mandatory solutions reached by the governorates. 

Fifth: adopting gender sensitivity approaches while handling complaints.  

Sixth: dealing with complaints that are under judicial processing. 

Seventh: handling mechanisms and procedures. 

Main findings of the study: 

1. The complaints units within governorates follow Article “8” of 2016, which 

regulates their work in handling complaints. However, the largest portion 

of the complaints received lay outside the power given to these units, 

specifically those that are related to civil peace. 

2.   The Governorates received 14579 official complaints between the years 

2015 and 2017. 7368 of which were received in 2017, 4793 in 2016, while 

2418 complaints were received in 2015. 



3. The complaints and civil peace units follow up on complaints received in 

the governorates. The complaints units in the governorates follow up on 

complaints that fall within their jurisdictions, whereas the Civil Peace units, 

which aim at maintain civil peace, is responsible for following up on societal 

conflicts, especially those that occur among individuals such as murder, 

land and honor issues.  

4. It is difficult to conduct a comprehensive analysis of the complaints of 

governorates as per their classification because some of these governorates 

do not classify the complaints they receive by topic. This is attributed to a 

number of reasons, the most important of which is that they lack a system 

for sorting and classifying complaints. 

5. There is no clear mechanism for dealing with complaints pending a court 

order. Some governorates refuse to receive any complaints pending before 

the courts, while others accept these complaints and work to reconcile the 

litigants. Successful reconciliation efforts result in the withdrawal of 

proceedings before the court or documenting the reconciliation before the 

court or judge. 

6. The complaints units are becoming more popular in Palestine because of 

the slow responsiveness of the judicial system and the backlog of cases 

before the Palestinian courts. 

7. There are different types of complaints received by the governorates and 

most of them are related to civil peace. 

8. The governorates play an important role in the field of mediation and 

arbitration, but their decisions are not binding in any case, so the 

complaints and civil peace units seek to devise multiple means to enforce 

the implementation of complaints. 

9. 40% of the complainants were females in 2017. There exist different ways 

to deal with gender sensitives cases, some of which prioritize resolving 

issues over the legal side. 

10.  The existence of an active complaints system contributes to strengthening 

oversight and accountability over legal irregularities that may arise by some 

executive bodies in the security or civil spheres. Such a system gives an 



important indication of the level of transparency and good governance in 

societies that promote human dignity and freedom. 

11.  Complaints units still lack human resources, as well as the needed 

equipment and trainings. 

12. The complaints and the civil peace unit lack standard manuals and working 

procedures that enable them to understand the roles assigned to them, 

their power or the nature of their work. 

 

Recommendations: 

1. Empower the complaints and civil peace units in the governorates to play 

the role of community mediation without affecting the public's right to 

litigation. 

2. Provide the Governorates with the human and technical capabilities that 

enable them to play a more professional role in mediation and arbitration. 

3. The compromises reached in resolving disputes should be fully compatible 

with any legal or human rights principles. 

4. Strengthen the oversight of civil society institutions over the role of the 

governorates in resolving complaints and achieving civil peace. 

5. Devise a complaints system for the governorates, which takes into account 

the nature and specificity of the tasks entrusted to the governorates in 

maintaining security and public order rather than being concerned with 

complaints against the administrative bodies. 

6. Establish a policy in dealing with highly sensitive matters, specifically those 

which are related to gender issues and ensure that the perpetrator is 

punished according to his/her crime. 

7. Provide the Governorates with the necessary human resources, as well as 

the equipment and human capacity. 

8. Ensuring that the complaints and civil peace units do not violate the rights 

of victims under the pretext of maintaining civil peace. 
 


