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One of the statutory functions that a Police and Crime Commissioner has is to 
monitor all complaints against the police force, its officers, and staff, this includes 
receiving information about complaints and conduct investigations that have not 
been completed within 12 months of the date of opening, and every 6 months 
thereafter so that the reasons for delays can be identified and challenged. Police and 
Crime Commissioners have a duty to hold the Chief Constable to account for the 
exercise of the Chief Constable’s functions under Part 2 of the Police Reform Act 
2002 in relation to the handling of complaints and conduct matters. 
 

The Commissioner’s assessment of performance in 2021 is that she is 

reassured that improvements to complaint investigations are underway and 

that close ongoing monitoring will be undertaken by the Chief Constable to 

maintain performance. 

 

1. Complainant satisfaction  
 

1.1. The way in which the police monitor complainant satisfaction is through the 
percentage of complainants who have received an outcome to their complaint 
handled under the police complaint and misconduct legislation, and who 
remain dissatisfied and request a review into the outcome of their complaint.  

 

1.2. The numbers of complaint reviews that are upheld by the Police and Crime 
Commissioner or IOPC allows the police to understand whether 
dissatisfaction may be justified and where improvements should be made.  

 

1.3. There were 956 complaints eligible for review in the period 1 April 2020-31 
March 2021. 137 requests for a review were received (14%). Of the 89 
complaint reviews completed in the period (OPCC and IOPC), 18 were 
upheld (20%). 

 

2. Recommendations in relation to complaints handling 
 

2.1. Any recommendations from Her Majesty's Inspectorate of Constabulary and 
Fire & Rescue Services (HMICFRS) or the IOPC are recorded and tracked by 
the police performance and analysis department.   

 
2.2. The Police and Crime Commissioner monitors progress towards the Police 

implementation of recommendations made by HMIFRS and / or the IOPC in 

https://www.policeconduct.gov.uk/sites/default/files/Documents/statutoryguidance/2020_statutory_guidance_english.pdf


relation to complaints handling, and if the recommendations have not been 
accepted, requires an explanation as to why.   

 
2.3. No recommendations have been received from the IOPC or HMICFRS in 

relation to complaint handling in the period April 2020 to March 2021. 
 
3. Themes and trends in complaints, and action taken  
 

3.1. The Police and Crime Commissioner monitors police complaint themes and 
trends via a regular update to the Policing and Crime Joint Executive Board 
(formal meeting of the Chief Constable and Commissioner). There are a 
number of supporting mechanisms to ensure that more detailed monitoring of 
themes and trends take place including a quarterly Complaints and Police 
Misconduct Performance meeting chaired by the Deputy Chief Constable and 
attended by the Police and Crime Commissioner’s Director of Operations, 
and a monthly meeting between the police Professional Standards 
Department and relevant Police and Crime Commissioner staff.  

 
3.2. The Professional Standards Department holds a five weekly tactical tasking 

and co-ordination group meeting where trends and themes are raised and 
discussed to ensure that a suitable response is formulated. 

 
3.3. In 2020/21 the top 5 themes arising from complaints were: 

 

  Outcomes of allegations  

Complaint categories Total Service 
provided - 
not 
acceptable 

 

Service 
provided - 
unable to 
determine 

 

Service 
provided - 
acceptable 

 

Other  
(inc. not 

finalised by 31 

March 2021*, 

withdrawn, no 

further action, 

suspended 

during criminal 

investigations) 

Delivery of duties and 

service 

1,943 87 18 616 1222 

Individual behaviours 805 26 20 276 483 

Police powers, policies and 

procedures 

435 11 7 157 260 

Handling of or damage to 

property/ premises 

103 6 2 25 70 

Discriminatory behaviour 77 1 3 37 36 

*Of the 3531 total allegations received, 2505 were finalised in the period.  

Not all allegations are upheld, and some may have vexatious reasons for 
reporting, although many are valid and help the Police and the PCC to 
understand how to improve service.  

 
4. Timeliness of complaint handling  
 



4.1. Following the widening the definition of a complaint to make the system more 
accessible, many more complaints are being logged than in previous years. 
The average nationally was 290 per 1,000 employees, and in Devon and 
Cornwall it was 260. 

 

4.2. Increasing complaint numbers during 2020/2021 resulted in a backlog of 
complaints to process. This impacted on complaint handling timelines.  In 
Devon and Cornwall, the number of days on average to finalise an informal 
complaint was 32 days (national average 21 days), and formal complaints 
(handled under the legislation) was 90 days (national average 73 days).  

 
4.3. The Force has taken a number of steps to address this, and systems have 

been implemented to monitor and improve performance in the timelines of 
complaints handling.  

 
4.4. Improvements during the period include: 

 

• A dedicated complaint handling Detective Inspector whose role is to 
review process and provide continuous improvement in this area.  

 

• The establishment of an Early Intervention team in August 2021. This 
consists of four additional staff dedicated to making early contact with 
complainants to attempt service recovery and early resolution.  

 

• Performance is discussed by the Professional Standards Department on 
a daily basis via management meetings, and departmental performance 
is reviewed every five weeks as part of the Professional Standards 
tactical tasking and co-ordination group meeting. 

 

• A new performance monitoring tool has been developed and embedded. 
This automated extraction of complaint data enables timely assessments 
of performance in this area. 

 
5. The number of complaint and conduct investigations that have not been 

completed within 12 months.  
 

5.1. On a rolling basis, Police and Crime Commissioner’s must receive 
information from the police about complaints and misconduct investigations 
that have not been completed within 12 months, those that are nearing 12 
months and that are still ongoing, and to receive updates every 6 months 
until such time as the investigation concludes. This is so that the reasons for 
delays can be identified and questioned, and where possible remedial action 
taken to bring investigations to a conclusion.  

 
5.2. At the time of this report, there were 15 investigations within this category. 

Three of these were Sub-Judice, which means that the case is being 
considered by and Judge or through the Courts and so the complaint / 
conduct matter cannot be progressed by the Police until this process has 
concluded.   

 



6. Quality Assurance mechanisms in place to monitor and improve the quality 
of police responses to complaints 

 
6.1. Police responses to complaints that are subsequently reviewed by either the 

Police and Crime Commissioner’s office or the IOPC at the request of the 
complainant are routinely checked for quality of response. Recommendations 
for improvement are then made to the police. These are reviewed by the 
dedicated complaint handling detective inspector who will take appropriate 
action. 

 
6.2. In addition, the Professional Standards Department have commissioned 

external auditors to dip sample and quality assure the complaint handling 
process, which includes quality of responses.  

 
7. How the police are complying with Equality Diversity and Human Rights 

(EDHR) legislation in the handling of complaints and misconduct 
 

7.1. The police use a performance monitoring tool to enable them to accurately 
analyse complaint and misconduct data relating to protected characteristics 
and outcomes. 

 
7.2. Professional Standards are scrutinised through reporting into the Police 

EDHR board chaired by the Chief Constable. In 2020/21, this analysis has 
not identified any compliance concerns regarding the handling of complaints 
or misconduct. 

 
8. Administrative arrangements the Police and Crime Commissioner has put 

in place to hold the chief constable to account for complaints handling  
 

8.1. A quarterly Complaints and Police Misconduct Performance meeting was set 
up in 2021, chaired by the Deputy Chief Constable, and attended by the 
Police and Crime Commissioner’s Director of Operations. The complaints 
and misconduct performance meetings include discussions regarding: 

 

• Current process and performance issues 

• Numbers of complaints / allegations 

• Upcoming Misconduct meetings / hearings 

• Outstanding Police Appeal tribunals 

• Customer journey and potential improvements. 

• Reviews undertaken and identified issues. 

• Structural / staffing changes.  

 
8.2. The Deputy Chief Constable reports to the Policing and Crime Joint 

Executive Board quarterly to provide oversight and assurance. In addition, 
relevant Police and Crime Commissioner staff meet with Professional 
Standards Department colleagues on a monthly basis at a strategic level, 
alongside regular tactical discussions on individual cases between the Force 
and relevant Police and Crime Commissioner staff. 

 


