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Overview

• Recent changes to the police complaints system

• The complaints system in Gloucestershire Constabulary

• The Role of the Independent Review Officer

• Contact and complaints within the OPCC

• Plans for the future

• Questions 



Changes to the Police Complaints System

• Introduced a more customer-focused
complaints system covering a broader 
range of matters. 

• Created tiered system to allow some 
complaints to be dealt with outside of 
the existing legislation. 

• Increased the focus on learning and 
improvement.

• Created a single right of review.

• Enhanced the role of the PCC, 
conferring a statutory responsibility to 
hold their chief officer to account for 
the performance of the complaint 
system.



Options for the Complaint System in Gloucestershire 
Constabulary 

Model 1

All local policing bodies have 

responsibility for carrying out 

Independent reviews at the 

end of the complaint process 

where they are the relevant 

review body.

Model 2

In addition, a local policing 

body can choose to assume 

responsibility for making 

initial contact with 

complainants, handling 

complaints outside of 

Schedule 3 (to the Police 

Reform Act 2002), and 

recording complaints.

Model 3

A local policing body that has 

adopted model 2 can 

additionally choose to 

assume responsibility for 

keeping complainants and 

interested persons properly 

informed of the progress of 

the handling and outcome

of their complaint. 



The Complaint System in Gloucestershire Constabulary

Public Feedback Team

• Deal with the least serious
matters.

• Provide an initial point of 
contact for the public. 

• Log all ‘expressions of 
dissatisfaction’.

• No set procedure to follow.

• Take appropriate steps to 
provide an effective 
response.

• Escalate to PSD as 
necessary.

Professional Standards 
Department (PSD)

• Deal with more serious
matters.

• Bound by the provisions of
Schedule 3 to the Police 
Reform Act 2002. 

• Formally record 
complaints.

• Can choose to undertake a 
full investigation or handle 
complaints “otherwise than 
by investigation.”

• Provide an outcome to the 
complainant. 

• Right to review the 
outcome by the local 
policing body or the IOPC. 

Independent Office for Police 
Conduct (IOPC)

• Deal with the most serious
matters, including:

• Allegations that conduct has 
resulted in death or serious 
injury and allegations of 
serious assault, sexual 
offences, or corruption. 

• Can only be appealed 
through Judicial Review. 



How are complaints distributed through the system?
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The Public Feedback Team

• Established in 2022.

• Provides a central hub for all 
feedback from the public. 

• Between January and September 
2022 received 1138 ‘Expressions of 
Dissatisfaction’. 

• In a good position to identify trends

• Proactively engage with community 
groups to encourage feedback.



Public Feedback – How, What and Where?
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The Professional Standards Department

• Deal with complaints in accordance with 
Schedule 3 to the Police Reform Act 2002, 
and the statutory guidance.

• Assess each complaint to determine 
whether it’s necessary to undertake a 
formal investigation.

• Decide whether or not the level of service
provided by the police was acceptable.

• Identify any learning.

• Determine appropriate actions to resolve 
the complaint.



What are people complaining about?
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How many people are complaining?

• From January to September 
2021, 838 complaints were 
formally recorded. 

• During the the same period this 
year, there were 981.

• Unclear why complaints are 
increasing. 

• There is a similar increase in 
relation to private sector 
complaints since Covid
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Complaint Outcomes
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Actions taken following a complaint
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Requesting a Review

• PSD provide a written response to the 
complainant informing them of the outcome 
and action taken. 

• The letter explains they have a right to 
request a review of the outcome if they are 
still dissatisfied.

• Requests must be made within 28 days.

• Complainants are asked to explain why they 
do not believe the outcome of their complaint 
is ‘reasonable and proportionate.’ 



The Review Process

• Confirm the request is valid, acknowledge receipt, 
and inform all relevant parties. 

• Obtain all material relevant to the complaint.

• Make additional enquiries.

• Review all of the material gathered, alongside any 
relevant legislation or guidelines and any 
representations made by the complainant.

• Determine whether or not the way in which the 
complaint was handled and the outcome provided 
were reasonable and proportionate. 



What is Reasonable and Proportionate?

“Doing what is appropriate in the circumstances, 
taking into account the facts of the matter and the 

context in which it has been raised”



Considerations during a review

• Was the complaint fully understood?

• Were all of the allegations responded to?

• Were reasonable lines of enquiry undertaken?

• Was due regard given to any relevant 
legislation or guidelines?

• Was the information weighed appropriately 
and fairly?

• Do the findings and determinations reached 
logically flow from the information gathered?

• Were any actions proposed reasonable and 
proportionate?

• Do they seek to remedy the issues raised?

• Has any action been taken in respect of any 
learning or other issues identified?



Our Approach to Reviews

• Entirely customer focussed.

• Communication is key – in a way that is 
appropriate for the complainant. 

• Expectations are managed – what can and 
can’t be achieved from a review?

• Some are incredibly angry and frustrated, 
reaching the end of what can be a long 
complaints process.



What can a complainant expect in their Review Report?

• Details of all of the material reviewed, enquiries made and relevant 
legislation considered.  

• Summary of the complaint and a chronology of the way it was handled.

• A response to every point raised within the review request.

• Any additional information that may assist with their ongoing concerns. 

• My determination of whether or not the handling and outcome of the 
complaint were reasonable and proportionate. 

• A detailed rationale for that decision.

• Any formal recommendations to the constabulary. 

• Details of any issues identified during the review incidental to the 
complaint.

• Confirmation that my decision is final. 



Review statistics

*For comparison, nationally, the percentage of complaints leading to reviews in the last 

financial year was 21%
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Feedback

• “Thank you very much for your extensive review of the 
way my complaint was handled.”

• “I really don't know how I would have known how to 
proceed without your help.”

• “Once again, many thanks for your courtesy and for a 
very thorough review.”

• “I appreciate the thoroughness of your investigation”

• “I would like to express my gratitude to you and your 
team at the OPCC for the swift and positive help you 
have all given me in my search to get some justice”



The Role of the Contact and Complaints Officer

• First point of contact for the OPCC.

• Some enquiries are relevant to the OPCC, 
such as thank-yous, complaints and 
requests for information. 

• We also receive a lot of enquiries which 
should be dealt with by the constabulary 
itself. 

• And many about things completely 
unrelated to the OPCC - from planning 
permission or highways to people trying to 
get their car MOT’d or a new wheelie bin.

• Sadly, we also receive quite a lot of 
correspondence from people who are 
particularly vulnerable and not sure where 
else to turn.



How much correspondence do we receive?
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• There is a marked increase in the nature and number of enquiries 
received during local and national events. 

• Cheltenham Festival

• Council Tax Precept

• PCC Community Engagement 

• Covid-19

• Emerging conspiracy theories.

• The Black Lives Matter movement

• The Colston Statue being torn down

• …even the Full Moon

Impact of National and Local events



Data Protection

• A large proportion of correspondence 
received related to operational police 
matters which must be dealt with by 
the Constabulary. 

• The OPCC is a separate legal entity
to the Constabulary.

• We have no access to any police 
systems or records. 

• Permission must be granted in 
writing for any information to be 
shared between the two organisations.



Our approach to contact and complaints

Listen Consider
Service 
Recover



Serial Complainers



Actions Taken

• Referral to Public Feedback Team

• Referral to Professional Standards Department

• Referral to Force Control Room

• Freedom of Information Requests

• Subject Access Requests

• Referral to Human Resources

• Referral to Inspectors for each force area

• Referral to Central Ticket Office

• Referral to Victim Support

• Liaison with Members of Parliament



Monitoring

• Apex filing system

• An entry is made for each contact

• Each piece of correspondence is allocated as necessary

• Continuously monitored

• Remains open until satisfactorily concluded



Positive Outcomes

• Getting people help when they really need it.

• Restoring faith in the police service.

• “Both these staff members took the time to properly consider my 
distress and feelings of despair. They were kind and understanding 
and took me seriously. They both did what they could to help in a 
difficult (for me) situation. This is treatment I don’t feel I’ve had much 
of from Glospol and it made a real difference to how I felt.”



Independent Police Complaints Scrutiny Panel 

• Made up of volunteers from the local 
community.

• They will work with the OPCC and 
constabulary to review the way in which 
randomly selected complaints have been 
dealt with.

• The panel will assess complaints for 
efficiency, fairness, transparency and 
service to the public.

• There will be quarterly meetings for the panel 
to discuss and explore any issues identified. 

• They will as a ‘critical friend’ providing 
feedback on completed complaint files to the 
OPCC and the Professional Standards 
Department. 



Questions


