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To:  Business Coordination Board   

From:  Chief Executive 

Date:  12 December 2017  

COMPLAINTS - POLICY REVIEW AND REFORMS UPDATE 

1. Purpose 

1.1  The purpose of this report is to seek the Business Coordination Board’s (the “Board”) 
approval of the Police and Crime Commissioner’s (the “Commissioner”) Complaints 
Policy Statement and to update the Board on the forthcoming complaints reform 
legislation. 

2. Recommendation 

2.1 The Board is recommended to: 

 approve the Complaints Policy Statement; and 

 note the Commissioner’s position regarding the forthcoming complaints reform 
legislation; 

 agree that the Commissioner signs the MOU between Professional Standards 
Department and Cambridgeshire OPCC and the accompanying Data Processing 
Agreement with the Chief Constable of Cambridgeshire Constabulary to enable 
designated OPCC officers to have access to the Centurion complaint handling 
database. 

3. Background 

3.1 The police complaints system is complex.  Currently the legislation defines a 
‘complaint’ as a ‘complaint about the conduct of a person serving with the police’, 
which can be classified as relating to both a person’s conduct or a direction and control 
matter i.e a matter relating to operational decision making about the deployment of 
resources and strategic decisions about how policing powers should be exercised. 
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3.2 Both the Commissioner and the Chief Constable have statutory duties in relation to 
complaints against police officers and staff.   The Commissioner has a statutory duty 
under the Police Reform and Social Responsibility Act 2011 to monitor complaints 
made against officers and staff of Cambridgeshire Constabulary, whilst having 
responsibility for complaints made against the Chief Constable.  

3.3 The Commissioner also has a statutory duty under The Elected Local Policing Bodies 
(Specified Information) Order 2011 to have a statement in relation to the conduct of 
relevant office holders, including procedures for the handling of qualifying complaints 
and conduct matters.  This includes complaints made about the Chief Constable.  

3.4 The Chief Constable is responsible for having appropriate processes in place for dealing 
with complaints.   The Chief Constable has delegated this responsibility to the Deputy 
Chief Constable and officers with the collaborated Professional Standards Department 
(PSD).    

3.5 PSD is responsible for recording a complaint against a police officer or police staff.  If 
the complaint is not referred to the Independent Police Complaints Commission (IPCC) 
for consideration, following recording of the complaint the options available to the 
forces and PSD are: 

 Local resolution – complaint does not involve a formal investigation and is dealt 
with by local policing teams liaising with the complainant. 

 Investigation – complaint is investigated by PSD. 

4. Complaints Policy Statement  

4.1 The IPCC ‘Statutory guidance to the police service on the handling of complaints’, which 
Commissioners must ‘have regard to’, places a requirement on Commissioners to 
make publicly available information on how to make a complaint against the Chief 
Constable.  

4.2 The Commissioner’s Policy Statement provides for the position, process and approach 
that is adopted for complaints against the Chief Constable in line with the IPCC 
guidance.  The Policy Statement also applies the same principles of approach regarding 
complaints against officers of the OPCC.  In addition, it signposts how complaints 
against the Commissioner and other police officers (other than the Chief Constable) 
and police staff can be made.    

4.3 The Commissioner is committed to having an annual review of the Complaints Policy 
Statement.  Since its last review in December 2016, the only change now required to 
the body of the Policy is to clarify the legislative reference under which complaints are 
dealt with.   

 4.4 The revised Policy Statement is given at Appendix A.  It will be scheduled for review in 
December 2018.  

5.  Complaints Reform  

5.1 The Policing and Crime Act 2017 gives Police and Crime Commissioners both 
mandatory and discretionary powers in relation to the police complaints system.  
However, these powers can only be enabled through secondary (or delegated) 
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legislation, which is currently being drawn up by the Home Office.  The likely timescale 
for the new powers to come into force is early 2019.  Consequently, Commissioners, 
police forces, and the IPCC can only exercise their powers under the existing legislation.  

5.2 Commissioners are currently responsible for holding a Chief Constable to account for 
the exercise of their functions, including the handling of police complaints.  The new 
legislative powers will mean that Commissioners will have a mandatory duty for 
oversight of the complaints system and will become the review body for appeals which 
are currently heard by chief officers.   In practice this will mean that a Commissioner 
will need to consider whether the outcome of the complaint was a reasonable and 
proportionate one.  It does not provide an opportunity to reinvestigate the actions 
giving rise to the complaint nor re-investigation of how the complaint was handled.  
The review role must be undertaken by the Commissioner’s office and not a police 
force or their respective PSD.  

5.3 The new legislation also provides, should a Commissioner choose to do so, to receive 
and record complaints and then becoming the single point of contact for the duration 
of the handling of those complaints.  

5.4 The Commissioner is clear that he wishes to only take on the mandatory 
responsibilities of oversight and review.  This is primarily based on the fact that the 
current response to those that contact his office expressing their dissatisfaction is 
considered proportionate, maintains operational independence, and is cost effective. 
Secondly, through governance processes, the Commissioner is able to scrutinise the 
Constabulary and the collaborated PSD (shared with Bedfordshire Police and 
Hertfordshire Constabulary) to gain assurance that they are dealing with 
dissatisfaction, complaints, and misconduct issues in line with the legislative 
requirements. 

5.5 A Working Group consisting of representatives from the three OPCCs (Bedfordshire, 
Cambridgeshire, and Hertfordshire) and PSD Department are currently exploring 
current ways of working and the implications of the proposed legislative changes.   

5.6 The Group has agreed that as part of their respective Commissioner’s current statutory 
duty to monitor all complaints against officers and staff, that designated officers within 
the OPCCs will have access to certain areas of PSD’s Centurion database.  Centurion is 
a national framework system for complaint handling that a majority of all police forces 
use to meet legislative and national reporting requirements. PSD own and manage 
Centurion for complaints made against Bedfordshire Police, the Constabulary, and 
Hertfordshire Constabulary.   

5.7 The OPCC will have restricted access to the system.  This will enable the OPCC to 
monitor themes and trends arising from complaints about the Constabulary and to see 
how lessons can be learnt.  Individual Memorandum of Understandings (MOU) and 
Data Processing Agreements have been drawn up between PSD and the three OPCCs 
for the use of Centurion.  The Commissioner is asked to sign the MOU between PSD 
and Cambridgeshire OPCC and the Data Processing Agreement with the Chief 
Constable. 
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6. Recommendation 

6.1 The Board is recommended to: 

 approve the Complaints Policy Statement note the report and the Commissioner 
preferred option proposed under the complaints reform legislation; 

 note the Commissioner’s position regarding the forthcoming complaints reform 
legislation; 

 agree that the Commissioner signs the MOU between Professional Standards 
Department and Cambridgeshire OPCC and the accompanying Data Processing 
Agreement with the Chief Constable of Cambridgeshire Constabulary and the 
Commissioner to enable designated OPCC officers to have access to the 
Centurion complaint handling database. 
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Contact Officer  Howard Thackray, Business Manager, Office of the Police and Crime 
Commissioner  
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