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To: PSD Alliance Sub Group 

 

From:   Chief Constable 

 

Date: 28th May 2014  

 

PSD UPDATE – Key Indicators 

1. Purpose 

 

1.1 The purpose of this paper is to inform the Group of the key indicators by which performance 

across Bedfordshire, Cambridgeshire and Hertfordshire is measured and update on progress 

against them. 

 

2. Background 

 

2.1 In September 2013 the Professional Standards Department were asked to develop 

performance targets for the Section 22A. No specific performance target had previously 

been produced for PSD however there was ACPO guidance on the completion of an 

investigation (120 days), the IPCC Statutory Guidance states that complaints should be 

recorded within 10 working days of being notified and for 30 days for Local Resolution to be 

completed. 

2.2 The table below shows the 22A targets for PSD and the Local Policing Commands. 

Performance Targets 

Completing Public Complaint Investigations in 90 days (ACPO Guidance 120) 

Time starts on the date recorded and runs until the date the letter is sent to the 
complainant concluding the investigation. 

Completing Gross Misconduct Investigations in 90 days (BCH PSD Target) 

Time starts on the date recorded and runs until the date the letter is sent to the 
complainant concluding the investigation. 
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Completing Local Resolutions in 30 Days for Local Policing Commands and PSD (IPCC 
Target) 

Time starts on the date the complaint is recorded and runs until the date the letter is sent 
to the complainant concluding the local resolution 

Appeals for Local Resolutions and Investigations 90 Days (BCH PSD Target) 

Time starts on the date appeal is recorded and runs the letter is sent to the complainant 
concluding the appeal. 

Recording Complaints within 10 Days (Statutory Guidance 2013) 

Time starts on the complaint is received by the home force and is recorded within 10 
working days of that date. 

 

2.4 No direct feedback to PSD has been provided by Bedfordshire, Cambridgeshire and 

Hertfordshire ACPO teams or the Offices of the Police & Crime Commissioners. 

3. Performance 

 

3.1 Performance Officer 

The Performance Officer and Business Support Administrator started their roles on the 1st 

May 2014. This was after the previous Performance Manager and Business Support 

requested voluntary redundancy and were redeployed respectively. The mandate for the 

Performance Officer is to develop a dashboard style of presenting data that is routinely 

requested by the three forces. This will then create capacity to conduct analysis of 

complaints so that improvements can be made by the PSD SMT and to the Forces. 

 

3.2 Service Improvement Officer 

The PSD SMT introduced this role one month ahead of the start date for the implementation 

of the PSD Review. The rationale for this was to accelerate the improvements in the quality 

of Local Resolutions, Investigations, to identify the Lessons Learned and develop the 

bulletins. The Service Improvement Officer will provide advice and guidance to officers on 

completing Local Resolutions, providing feedback once a review has been conducted, 

providing feedback after appeals and developing training packages to improve quality and 

timeliness. 

 

3.3 Performance Reports 

 

Confidential Report 

This is produced monthly and reports on, the results of hearings, meetings and the outcomes 

and resignations, IPCC independent and managed and supervised investigations, referrals, 

gross misconduct and misconduct investigations, suspended and restricted officers and 

subject intervention reviews where there is concern about a member of staffs conduct or 

performance. These are provided to ACPO, Local Policing Command Senior Officers and 

Head of HR. 
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PSD Monthly Report 

This report is produced for the PSD SMT and reports on the Section 22A performance targets 

and used at the internal performance and procedure meeting chaired by the Head of Public 

Complaints. The document provides a three month comparison so that trends can be 

identified early and action taken if necessary. 

 

PSD Quarterly Report 

This builds on the PSD monthly report and provides an increased level of analysis and 

explanation of performance. 

 

4.0 Factors Affecting Performance 

 

4.1 Complaint and Misconduct Investigations 

These investigations have a target time of 90 days and PSD are responsible for the majority 

of complaint investigations and investigate Gross Misconduct for police officers and staff. 

There is an anomaly that PSD make the decision on Gross Misconduct for police officers and 

HR for police staff. This is inconsistent and impacts on the PSD Gross Misconduct team as 

there is no consistency in decision making across three forces and that it is perceived 

benefits HR to make Gross Misconduct assessments as then the force is not responsible for 

the investigation. A paper on this issue is being developed and will be presented to the BCH 

PSD Governance Board. 

 

4.2 Local Resolutions 

The Local Policing Commands are responsible for the performance of Local Resolutions. PSD 

are responsible for the recording, administration and conducting appeals where required. To 

improve timeliness (30 days) there needs to be improved allocation by the Local Policing 

Commands to reduce unnecessary delays and senior managers being involved in the quality 

control of the investigation and the final letters sent to complainants. PSD see the final letter 

on closure and conduct a review for compliance with the guidance. A specific performance 

report by Local Policing Command is being developed which will show the number of local 

resolutions, timeliness, the number of appeals and the number of appeals up held. This will 

then be presented to the PSD Governance Board for review and direction. 

4.3 Policing Plans 

 A review of the three force policing plans identifies that only Cambridgeshire refer to the 

management of complaints. The management of complaints and public satisfaction has to 

compete with other priorities that are measured and for which senior commanders are held 

to account. This inevitably means that the Sergeants, Inspectors and Police Staff managers 

who are the key to delivering a timely and professional complaint service will focus their 

energies to delivering targets set out in the policing plans. The greatest pressures are on 
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front line supervisors who have to manage threat, harm and risk that will always take 

priority over the management of complaints. 

 

 

 

5.0 Satisfaction 

PSD previously conducted telephone satisfaction surveys of the public, police officers and 

police staff. This was discontinued due to reduced resources and the requirement to focus 

on providing capacity to produce performance information, freedom of information and 

subject access requests. The tables below show the last figures available for satisfaction. 

Public - Overall satisfaction  Police Officer – Overall Satisfaction 

 2010/11 2011/12   2011 2010 

Beds  56% 52%  Beds  81% 67% 

Herts  56% 59%  Herts  81% 70% 

Combined  56% 55%  Combined  81% 71% 

   

5.1 This area is complex and needs to be considered in the context of the Public and Police 

Officers & Police Staff. These two groups both need to have confidence in the complaints 

system for it to work effectively. The Public that they system is ethical, open and transparent 

and for Police Officers and Staff that any investigation is fair, proportionate and evidenced. 

5.2 Satisfaction can be considered in the following terms: 

 Process – acknowledgement of complaint, identification of investigating officer, 

initial contact by the investigating officer, the complaints process was fully explained 

for local resolution or investigation, provided with an action plan or terms of 

reference, what the likely out comes could be, updated on the progress of the 

complaint. 

 Timeliness – completing the local resolution or investigation, force appeal within the 

timescales set out in the Section 22A 

 Outcome – what the complainant wanted to achieve against what was realistically 

achievable at the outset. 

5.3 There needs to be careful consideration of what is measured, how and what level of 

satisfaction is appropriate. In making this decision then stakeholders need to be consulted 

and the Police Code of Ethics considered to ensure that investigators are not influenced 

unduly to achieve performance targets. 

5.4 PSD does not have the capacity to conduct the external surveys of the members of public. A 

lead force would need to be identified to conduct telephone surveys on behalf of PSD. This 

method has proved the most successful in the past in providing responses. Internally Survey 
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Monkey could be used for Police Officers and Police Staff as this can be automated and 

managed by the PSD Performance Officer. 

6. Conclusion 

6.1  The development of performance indicators for the investigation of complaints and conduct 

is in its infancy as the targets have only been in place since September 2013. Further 

research is required to develop the satisfaction surveys for the Public and the Police Officers 

and Police Staff. 

7. Recommendation 

7.1 The Group is invited to note the content of the report. 


