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To:           Business Coordination Board 

From:  Chief Constable  

Date:  24 November 2022  

COMPLAINTS REVIEW TEAM QUARTERLY UPDATE 

1. Purpose 

1.1 The purpose of this report is to update the Business Co-ordination Board on 

complaints and trends patterns identified through the Complaints Review Team 

(CRT). 

2. Introduction 

2.1 The CRT system allows for the recording of force complaints/dissatisfaction 

reports.  On closure these are classified by national factors.  National Factors 

were set by the Independent Office of Police Conduct (IOPC) to establish 

themes.  These factors highlight the areas that complaints are centred around 

and assist with the identification of trends. Within each complaint there will 
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likely be one or more allegation, therefore allegation data will always be 

greater than complaint recording data. 

Total number of complaints recorded by CRT July - September 2022: 

No of Complaints Logged No of Allegations Logged 

324 

(409 2021) 

410 

(481 2021) 

 

2.2 Of the 410 allegations against the Constabulary in this period 12% were 

substantiated.  A ‘substantiated’ complaint may be for reasons such as when 

the service provided was not to a standard expected by the Constabulary, it 

has been recognised that something did not go as intended, an officer has 

made an error or expected standards have not been met.  From this any 

identified learning will be addressed for action to the individual (via line 

managers), team, or organisation. 

 

2.3 If a complaint or allegation is found to be 'unsubstantiated' this will be 

determined as a result of any subsequent investigation or enquiry which does 

not identify any of the aforementioned 'substantiated' criteria. Notwithstanding 

individual or organisational learning/understanding may still be beneficial to 

mitigate further complaints. 

 

2.4 In addition to the recorded complaints/allegations above, between July to 

September 2022 the CRT has dealt with 387 “there and then” reports of 

dissatisfaction. (250 for the same period July to September 2021). These are 

reported dissatisfactions but have been resolved quickly by the intervention of 

the Complaints Review Team.  Such reports may be queries, misdirected 

dissatisfactions (Victims Right to Review (VRR) appropriate, compensation 

claim, wrong force, or organisation), persons not eligible to make a complaint, 

quick updates that satisfy the caller or mental health related matters. CRT aim 

to deal with 50% of all complaints/queries as ‘then and there’ resolutions, thus 

providing a swifter update to complainants and without the need to allocate 

further to a supervisor. 
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3. Comparison to July - September 2021 top Allegation National Factors 

 

3.1 July– September 2022

 

3.2 The number of substantiated allegations is relatively low versus the number of 

complaints received and should continue to be monitored. 

3.3 July 22 – 96 complaints – 120 allegations (11% substantiated). 

3.4 August 22 – 99 complaints – 121 allegations (16% substantiated). 

3.5 September 22 - 129 complaints – 169 allegations (9.5% substantiated to 

date).   27 complaints are still being handled by supervisors and therefore this 

figure is likely to increase slightly in line with previous months.  

3.6 The number of complaints is calculated from the point at which complaints are 

logged on force systems, therefore staffing levels and processing times can 
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affect the data.  This will be monitored over the next three months to take 

account of the peak summer leave period and establish whether this is a 

continuing trend. 

4. Substantiated allegations 

4.1 The number of substantiated allegations remained approximately the same for 

the months April to June 2022 compared to July to September 2022 from 48 to 

49. 

4.2 Whilst allegation substantiation is low the below graph shows the consistency 

of areas (National Factors) complained about, with investigations identified as 

the department receiving the higher number of complaints/allegations.  

 

4.3 Any spikes in dissatisfaction are recorded against a specific National Factor 

and feedback provided to the department or business area concerned.  

5. Team Learning Identified 

5.1 In August 2022 a specific team was identified with a greater number of 

complaints than others in that business area.  Whilst no single reason was 

identified specific learning opportunities were addressed via the team 

manager. 

5.2 Where specific learning has been identified this is been monitored and tracked 

through local governance mechanisms.   
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6. Organisational Learning 

6.1 Investigation complaints spiked in September 2022, showing an increase from 

38 to 62. 

 

6.2 An overview of the National Factor ‘Investigation’ identified a theme of public 

perception around lack of updates and crime progression. 

6.3 68.5% of the complaints from July 2022, 81% from August 2022 and 40% from 

September 2022, with the National Factor Investigation were reported due to 

lack of communication from the Organisational Improvement Centre (OIC) 

following initial reporting, allocation, or belief in a lack of progress or 

understanding of a decision to file.  These complaints are not always 

substantiated (the force or OIC/staff member had failed to do something) but 

they show a perception by the public that the lack of OIC updates is due to 

little or no progress being made with their investigation. 

6.4 The Strategic Analysis Team has prepared a paper on the causes of victim 

dissatisfaction which was reviewed at the October Force Performance Board.  

This workstream is now being developed through the Criminal Justice Lead, 

Superintendent Ben Martin.  As a result, additional guidelines around victim 

and investigation updates are being compiled for distribution to staff at the end 

of this month. An additional set of telephone surveys has been commissioned 

focussing on victim dissatisfaction which will be carried out by the Telephone 

Research Bureau commencing in the next two weeks. 
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7. CRT Handling of Dissatisfaction Jan – September 2022 

 

8. Handling Comparison to Jan to September 2021 

8.1 In the period January to September 2021, 1879 total reports were received 

and managed by the CRT. CRT resolved 42% as “there and then”, resolved 

without the need for any further allocation within the force. 16% were 

forwarded to PSD for handling/resolution. 

8.2 *As a year-on-year comparison (2021-2022) there has been a 11% increase 

this year (2022) in the ‘There and then’ resolutions which identifies the 

effectiveness of the CRT’s early intervention to resolve.  There has also been 

a 2% reduction (2022) in the number of complaints referred to PSD 

(Professional Standards Department). 

9.      Recommendations 

9.1    It is recommended that the Board notes the contents of this report. 
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Contact Officer(s) Inspector Kirsty Hills, Organisational Learning and 

Complaints 

 


