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1. Police complaint reviews performance 
 

1.1. When a member of the public is dissatisfied with how their complaint has 
been handled by their local police force, the Police and Crime 
Commissioners Office may be contacted to conduct a police complaint 
review. We must determine whether the police’s handling of the complaint 
and the outcome was reasonable and proportionate. Where mistakes are 
identified and the review is upheld the Police and Crime Commissioner will 
make recommendations to the police to rectify the issue. 

 

1.2. In 2020/21, local policing bodies (PCCs) received more reviews than chief 
officers did under the old system and the IOPC received fewer reviews. 

 

2. The timeliness of complaint reviews 
 

10.1Between the 1st April 2020 – 31st March 2021, the Police and Crime 

Commissioner received 135 requests for a review, of which 107 were valid.  

Of the 87 complaint reviews completed by the OPCC in the period,18 were 

upheld (21%). The average (median) number of days taken to complete a 

review was 84. The minimum number of days taken was 7 and the maximum 

was 140. (note, this does not include the 2 complaint reviews that were 

handed by the IOPC).  

3. The functions the Police and Crime Commissioner has delegated and what 
measures have been taken to ensure quality, integrity and impartiality 

 
3.1. The Police and Crime Commissioner is committed to ensuring that the 

complaint review function undertaken by her office has integrity, is impartial 
and provides quality of service. The Police and Crime Commissioner is also 
committed to ensure that review decisions are sound and in line with the 
requirements of the complaints legislation and IOPC statutory guidance.  
 

3.2. To ensure impartiality, members of the Police and Crime Commissioner’s own 
staff have been designated to handle complaint reviews, and have been 
selected for their knowledge, skills and expertise in managing complex 
investigations at a senior level and in interpreting and working in compliance 
with complex legislation. 
 



3.3. The Police and Crime Commissioner is committed to handling complaint 
review requests and investigations with integrity by providing a fair, consistent 
and accessible approach.  Effective and transparent procedures for the 
reasonable and proportionate handling of complaint reviews in compliance 
with the associated legislation and the IOPC statutory guidelines have been 
established, implemented, and are maintained.     

 

4. Quality assurance mechanisms the Police and Crime Commissioner has 
established to ensure that review decisions are sound and in line with the 
requirements of the complaint’s legislation and IOPC statutory guidance 

 

4.1. The complaint review function within the Police and Crime Commissioner’s office 
is audited once every 2 years by the South West Audit Partnership. The 
2020/21 audit report can be found here.  

 

5. How the Police and Crime Commissioner assesses complainant satisfaction 
with the way in which they have dealt with complaints  

 
5.1. The Office of the Police and Crime Commissioner for Devon, Cornwall and the 

Isles of Scilly does not currently handle police complaints other than complaints 
against the Chief Constable. There have been 2 recorded complaints against 
the Chief Constable in this reporting period, neither of which were upheld.    
 

5.2. The way in which the Office of the Police and Crime Commissioner monitors 
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. 

 
5.3. The numbers of upheld reviews allows the PCC to understand whether 

dissatisfaction may be justified and where improvements should be made.  
 

5.4. In addition, recorded dialogue between Office of the Police and Crime 
Commissioner personnel and complainants is monitored and where any 
emerging trends or themes of dissatisfaction are identified and considered 
reasonable, these are investigated and any relevant learning addressed and 
implemented.   

 
 

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

