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New Regulations  

The new regulations have now been live since 
the 1st February 2020. Complaints will now be 
dealt with very differently internally from how 
they were under the previous regulations. The 
aims and principles of the new regulations seek 
to:  

1. Expand the definition of what is 
considered a ‘complaint’.  This in turn 
changes what we log and record. It is 
likely that we will see an increase in 
recorded complaints under the new 
legislation. The evolving picture is that 
every time we receive an expression of 
dissatisfaction either with service or 
conduct, we must deal accordingly.  

2. The regulations raise the bar on what 
misconduct means e.g. a new emphasis 
on reflective and learning practices. 
Only cases of conduct issues that would 
reasonably result in a sanction of written 
warning and above being found as the 
outcome will now be dealt with by PSD. 
Low level conduct issues will be 
considered under Practice Requires 
Improvement which is a collaborative 
process between the Line Manager and 
staff member subject to the complaint 
which seeks to identify learning and 
improve performance. 

3. Learning is not just identified on 
individual basis. Work will be done to 
identify departmental and 
organisational opportunities to share 
learning, reflect and improve.  

 

It is worth noting that it is very early days and 
we are trying to understand the guidance and 
the processes at this stage. We are in a very 
good place and are working with regional 

partners and the IOPC to ensure consistency. 

 

Staffing  

Operation Uplift has seen the government 
initiative to recruit 20,000 staff. Whilst we 
welcome this investment in policing, we will 
not see the impact of these new staff for a little 
while due to staggered recruitment and 
mandatory training. In 3 years, it is likely that 
50% of front line staff will be considered 
‘probationers’ (officers who have not completed 
all their mandatory training and been signed off 
as fully competent by the Constabulary). Whilst 
this is a hugely positive step, we as Professional 
Standards, recognise that there is a risk that 
this lack of experience will result in additional 
complaints.  This uplift in recruitment also 
presents issues for vetting and recruitment. 

Each department has to think about the impact. 
Staffing projections have been conducted to 
support demand. PSD have also benefitted from 
the uplift with an increase in our intelligence 
function, complaints assessors and Counter 
Corruption Unit (an increase of 1 x FTE each). 
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PSD Q&A 
Based on the dip samples conducted by the Panel earlier in the day with Chief Inspector Ed 
Yaxley and Sally Fox, Head of Contacts and Conduct for the Office of the A&S PCC. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Q Panel Member - When you say that the category of complaint is now 
wider, does that mean that any expression of dissatisfaction i.e. social 
media you are now obliged to record formally as a complaint? 

Essentially yes so for example when we receive a call to our Control Room from 
somebody dissatisfied with the time it has taken to return their property; 
whilst this is not formally recorded, it should be ‘logged’ and resolved at source 
which enables us to record and report it. 

A good example of social media is when there is an M5 closure. The force 
Twitter and Facebook pages receive streams of comments from people 
unhappy with the road closure. Where the complainant is identifiable and 
contacting direct, there will be an emphasis to log this and seek to resolve the 
dissatisfaction in a reasonable and proportionate manner. This is an example 
of an active complainant. Where someone has posted their dissatisfaction via 
an indirect account and is voicing their opinion this would be considered a 
passive complainant. Depending on the circumstances, the Corporate 
Communications Team may direct the complainant on how to make a 
complaint.  

We have provided a lot of training with 1st and 2nd Line managers to ensure 
that they understand the processes, their responsibilities and are able to apply 
the new regulations appropriately and we will continue to work with 
colleagues to ensure that this approach is embedded over the coming months.  

 
Q – Panel - Do Avon and Somerset Police have any problems with corruption?  

The definition of corruption and covers a lot more than you may think. It could be an officer waving a 
warrant card whilst off duty in order to influence a situation, embarking on a relationship with a victim etc. 
What we don’t see is much intelligence about officers involved in Organised Crime Groups or bribery. 
Nationally you do see forces infiltrated by organised crime. Currently we only have one case that is now 
drawing to a close.  

Q – Panel - How many cases of corruption do you see in a year?  

In the last month we have received on average around 6 referrals for abuse of police powers for sexual 
purpose. None have been received for corruption or organised crime. We have had a couple of theft cases 
that are very concerning due to the nature of the policing role and as they are live investigations I cannot 
give any further information than that at this stage.  

Some of those referrals the allegations will be unfounded and by end of year will have a better idea what 
our statistics for corruption look like under the new regulations.  

 

 



6 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Q Panel –I have spent the majority of today’s session focused on one complaint which centres on 
an altercation between two brothers and the complainant made 9 separate allegations to PSD. 
The final letter states that none of the complaints are upheld and includes the IO report and this 
is a summary of all the evidence that has been gathered which is 38 pages. I cannot see anything 
in the 38 pages that helps you connect the complaint and the evidence with the conclusion that 
was drawn. It is very thorough but as it was a low level complaint, would it not have been more 
efficient and better for the complainant to have just acknowledged each allegation succinctly 
specifying the exact evidence that countered the allegation?  

Yes I agree; whilst it is commendable in terms of transparency it is too much. The pro-forma responses 
have been refreshed under the new regulations however there is still room for improvement. The 
Investigating Officer reports are on the way up and seeking to remove the duplication, supported by the 
regulations which set out a far clearer Terms of Reference around the action that will be taken to resolve 
the matter. Language around upheld/not upheld is gone and has been replaced with service level 
acceptable or not acceptable.  

 

 

 

Q Panel – I noticed that there was a lack of body worn video in the case I looked at and the rationale 
provided by the attending officers was inconsistent. Is it being used consistently?  

PSD – In the large majority of cases it is being used and it has been extremely helpful in resolving conflict and 
complaints. It is now considered compulsory and whilst there is a very small minority that are failing to use 
it, I believe the compliance is over 80%. We monitor the use of BWV and the force lead Chief Superintendent 
Richard Corrigan will personally write to anyone who has been identified as not using their BWV.  

 

Q – Panel - Where the complainant has ticked the ‘do not update’ box does the 28 day update 
still take place? 

Internal cases are programmed to highlight themselves for review and will always come up at the 28 
day mark. Irrespective of whether any update is requested we will always try and ensure that a review 
of complaint status is completed at this stage.  
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STATISTICS 
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Has the complaint been handled in an open, fair and
proportionate manner?

Do you think that the correct final outcome was reached for
this complaint?

Has the appropriate support been offered to the complainant
throughout the process?

Has the complainant been kept appropriately informed about
the progress of their case?

Has the complaint handling process been timely?

For complaint handling and investigations into Officer or Staff
misconduct:                                                       Is there any…

Statistics

No Yes Not Applicable Not Known

This chart related to the six questions in the feedback form. Panel members record ‘not known’ when the case 
file does not give sufficient detail to allow a categorical yes or no answer. 

              

 Comments from the Professional Standards Senior Leadership Team: 

The scrutiny and oversight of the Independent Residents Panel is a key aspect of ensuring 
legitimacy in policing. The panels’ observations and feedback are valuable in terms of identifying 
good practice and also opportunities to reflect and learn. I’d like to thank the panel for the time 
and commitment that they have given in reviewing these cases.    

Head of Professional Standards Department 

 

 Comments from PCC Sue Mountstevens 

‘Officers have the power to use force where required but the use of such force 
must always be reasonable and proportionate. The police must be able to assure 
the public that these powers are scrutinised and regulated to ensure 
professionalism and public interest at all times. I welcome this additional 
scrutiny and as always, the work of the Independent Residents Panel is a 
fundamental aspect of the PCC scrutiny of police complaints’ 

 
 
 

  




