
    AGENDA NO:  3(i)
ETHICS AND APPEALS SUB-COMMITTEE –  27 AUGUST 2013

DIP SAMPLING OF COMPLAINTS FILES BY THE OFFICE OF THE PCC

REPORT BY THE CHIEF EXECUTIVE

PURPOSE OF THE REPORT

To provide members with information on the procedure for the dip sampling of complaints
files.

COMPLAINTS AND DIP SAMPLING GUIDANCE

1. FORCE RECORDING OF COMPLAINTS

1.1 Any member of the public is entitled to ask questions about the way in which policing is
delivered on a local basis, and if dissatisfied to complain about that service.   However,
a member of the public does not include any person serving with or employed by the
local force.

1.2 Force personnel are instructed to record all complaints unless:

· It concerns the general functions of the Office of the Police and Crime
Commissioner

· An immediate satisfactory explanation is given and there are no lessons to be
learnt or policies to be reviewed

· It relates to a complaint previously dealt with
· The complaint is frivolous, vexatious, anonymous or out of time

1.3 Most complaints should be dealt with within 21 days, all delays must be reasonable,
necessary and the complainant updated.

Direction and Control Complaints

1.4 A complaint where there is no issue of individual conduct of a member of the police
service  but is wholly about Force policy, management, operational tactics,
deployment of resources, quality of service, etc and generally referred to as a
‘direction and control’ complaint.

1.5 These are the responsibility of the relevant divisional commander or head of
department.



Recordable Complaints

1.6 Recordable complaints can be described as complaints against an individual officer.
A majority of these are dealt and resolved locally.   However, those more serious
complaints or those deemed unsuitable for local resolution are dealt with by PSD.

2. LOCAL RESOLUTION

2.1 Local Resolution is a process, which allows less serious complaints to be dealt with
expeditiously and with the minimum of formality.

2.2 The aim of the Local Resolution procedure is to provide a speedy response to a
complainant without the need for formal investigation and which meets with the
complainant’s needs.  Many complainants state that they:

· Just want an explanation from the Force member concerned
· Want to make sure that the same thing does not happen to someone else
· Want a senior officer to convey their feelings and dissatisfaction at the way they

were dealt with
· Would like an apology
· Would like training to be identified and implemented
· Wish some form of immediate reparation (ex gratia payment, repairs to property

etc)
· Do not seek a formal investigation or disciplinary action

3. BACKGROUND TO DIP SAMPLING

3.1 The Office of the Police and Crime Commissioner identifies at least one member each
quarter to select a sample of completed complaints files for inspection.  The files are
then assessed against a checklist of expected actions to assess their compliance with
procedure. A copy of the checklist is attached at Appendix A.

3.2 Files are selected for dip sampling against the profile of complaints overall.

3.3 Complaints are finalised under the following categories
· Disapplication/ Dispensation by the IPCC
· Dispensation by Professional Standards Department (PSD)
· Substantiated
· Unsubstantiated
· Locally Resolved PSD
· Locally Resolved Division
· Withdrawn
· Withdrawn – Not Proceeded With
· Discontinued
· De Recorded (Recorded in Error)
· Upheld by PSD
· Not Upheld by Division
· Not Upheld by PSD

3.4 Within each of the above every individual complaint will be assigned to at least one of
the following categories
· Serious Non-Sexual Assault
· Sexual Assault
· Other / Other Assault
· Oppressive Conduct or Harassment



· Unlawful/unnecessary arrest/Detention
· Discriminatory Behaviour
· Irregularity in Relation to Evidence /Perjury
· Corrupt or Malpractice
· Mishandling of Property
· Breach of PACE

§ Breach of Code A PACE Stop and Search
§ Breach of Code B on Searching of Premises
§ Breach of Code C on detention/treatment and Questioning
§ Breach of Code D on identification procedures
§ Breach of Code E on Tape Recording
§ Multiple or unspecified Breaches of PACE

· Lack of Fairness or Impartiality
· Other Neglect or Failure in duty
· Other Irregularity in Procedure
· Incivility, Impoliteness and Intolerance
· Traffic irregularity
· Improper Access and/or Disclosure of Information
· Other

3.5 The values are recorded and transferred into a percentage figure.   The files selected
for dip sampling are based on that percentage.   Over the course of a year the figures
should roughly match.  Appendix B provides members with a copy of the spreadsheet
used to select the areas files should be dip sampled from.

4. DIP SAMPLING PROCEDURE

4.1 The files will be collected before hand and brought over the Office of the PCC.

4.2 The following table details the areas to be considered by the member when
undertaking dip sampling.

Area Question
Whether the complaint been addressed
correctly under the relevant legislation

Should the complaint have been referred to the
IPCC?

Complaint Form (Blank sample of form at
Appendix B)

Has the form been completed with sufficient
information?

Covering report submitted by officer
completing complaint form

Is there sufficient information to fully understand
details of the complaint and the officer if identified?

Acknowledgement of receipt of complaint 1. Is there a letter confirming receipt and had it
been sent within a reasonable time?
2.  Does it inform the complainant of the process,
their rights and the force standards?
3. Is the investigating officer clearly identified?

Subject officer issued with notice detailing
what they can expect from the
investigation and how it will be handled

1. Had the notice been sent within a reasonable
time
2. Is there sufficient information to reflect the
nature of the complaint?
3. Had the officer been advised personally that a
complaint had been made prior to him/her
receiving the official notice?

Initial contact with complainant by
Investigating Officer

1. Had contact been made within a reasonable
time?
2. Was the contact informative, appropriate and
considerate of the individual’s needs (ie language,
disability)



If locally resolved or dispensed 1. Was the process followed and fully
documented?
2. Was the decision to resolve locally justified?
3. Was it dealt with within the 28 day limit?

If withdrawn 1. Was it appropriate to withdraw?
2. Did the complainant understand the complaints
process?

Complainant’s Statement Does it clearly define the complaint and
complainant’s wishes

Witnesses Were all witnesses identified and contacted by the
investigating officer?

Evidence Was all relevant evidence obtained and considered
appropriately?

Interview of Officer and their duty report 1. Were the issues of the complaint explored?
2. Were the rules of interviewing complied with?

Investigating officer’s report 1. Was the report concise, balanced and fair?
2. It is an accurate account of the complaint and
investigation?

Final response to the complainant and the
officer

1. Was the final response timely, responsive and
conclusive?
2. Is it an accurate account of the complaint and
investigation?

Quality Audit / service delivery / Human
Rights

1. Are any issues identified?
2. Have they been properly addressed and
actioned?

Number of days to complete investigation
from ‘live’ date

Was it a reasonable period since commencement?
If there was a delay was there a valid reason?

Does the complaint or the way it was
investigated indicate any trends

1. Are there opportunities to improve police service
delivery either in the complaints management
process or broader?
2. Has the Force identified and actioned those
opportunities

Was the process proportionate to the
complaint?

Where too many resources used to investigate a
complaint that could and should have been
resolved quickly and simply?

Justification of the outcomes of the
complaint process

Is the approach, review and conclusion appropriate
and supported by evidence?

If the complaint is deemed a ‘direction
and control’ issue

1.  Is there sufficient justification for the complaint
to be considered a ‘direction and control’ issue?
2. Is the matter being complained about the result
of an officer adhering to Force policy or was it an
issue of that officer’s actions / judgement?  The
more senior the officer the more likely it is that the
complaint relates to a decision they have made
about setting or interpreting policy rather than what
the policy is.   Care should be taken in determining
whether ‘direction and control’ is actually a senior
officer making poor or inappropriate judgements.

5. REPORTING TO ETHICS AND APPEALS SUB COMMITTEE

5.1 Every quarter the results of the dip sampling will be reported to the Ethics and Appeals
Sub Committee and will include a copy of the dip sampling forms completed by the
member.   The Force is provided with the opportunity to respond to any issues raised
and their response included in the report.



6. CONCLUSION

6.1 Effective handling of complaints has a significant impact on public confidence and
provides the opportunity for the Force to learn lessons when things have gone wrong
and also improves the way it works and the services it provides.

6.2 The PCC has a duty with respect to the maintenance of an efficient and effective
police force is required to keep himself informed as to the Force’s manner of dealing
with complaints.

7. RECOMMENDATIONS

7.1 Members are asked to note the report.

Dan Steadman
Chief Executive and Monitoring Officer

Appendices

Appendix A – Copy of dip sampling form / checklist
Appendix B – Copy of Complaint Recording Form


