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Purpose of the
Independent
Residents’ Panel
The Independent Residents’ Panel
(IRP) consists of 10 independent panel
members who are all volunteers
representing the communities of Avon
and Somerset. Their aim is:
‘To act as a ‘critical friend’ to the
Police and Crime Commissioner
(PCC) and to Avon and Somerset
Constabulary by providing feedback
on completed complaint files to the
office of the PCC and to the
Constabulary’s Professional
Standards Department (PSD). The
Independent Residents’ Panel (IRP)
will review complaints against the
police from a local citizen’s
viewpoint.’
Further information can be found on our
website.

ATTENDANCE:
Attendees: SB, KS, DH, LC, CH, DW, TW, AD, PK &
PAK

STRUCTURE OF THE SESSION

Due to the continuation of COVID-19 and
lockdown measures that remain in place, the
Independent Residents’ Panel was facilitated
virtually again. It is anticipated that this
meeting structure will continue for the year
ahead, until we are in a safer position to
accommodate meetings in person. The Office
of the Police & Crime Commissioner will
regularly review how meetings can take place
safely and in line with government
recommendations as the year progresses.
All 10 members attended including 3 that have
been seconded from the OPCC volunteer’s
network. The Panel opted to focus their
meeting on Discrimination. The cases were
selected on the basis that the complainants
felt that they had been treated unfairly and
discriminated against by the police based on
one or more of the 9 protected characteristics,
as defined by the Equality Act 2010. These are;
age, disability, gender reassignment, marriage
and civil partnership, pregnancy and
maternity, race, religion or belief, sex and
sexual orientation.
The Panel welcomed presentations from
Esther Wride and members of the Avon and
Somerset Police Inclusion and Diversity Team.
These inputs assisted the Panel to understand
what work is being done to make Avon and
Somerset Police a more diverse and inclusive
workplace and how the team raise cultural
awareness amongst police officers and staff.
Total number of cases sampled: 26
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ACTIONS
No.

Action

Status

Dec 18

A request to the PCC and then to the Head of PSD
for comments regarding obtaining Complainant
satisfaction/feedback (face to face, telephone or
electronic survey) for the Panel. The Panel will look
for opportunities to monitor and track the
‘Complaint Experience’ (e.g. surveys, focus groups,
one-to-one discussions). The IRP want to keep this
as an overriding theme for 2020/2021.

KEEP IN VIEW

June 19

Suggestion of a possible theme for the IRP complaints have arisen from incorrect information
or data held against an address or person.

KEEP IN VIEW

Dec 2020

D/Supt Jane Wigmore to look at the use of the term
‘fanciful’ in complaints handling, especially in
context to complainants where mental health is a
factor. To consider supporting commentary to
enable understanding if this is considered
appropriate terminology.

Addressed. D/Supt
Wigmore agreed the
term which is
incorporated into the
statutory guidance is
not user friendly.
Awareness raised to
avoid using this
emotive term.

Mar 2021

A request to Head of PSD to consider revising the
OTBI final letter to make it easier to understand.

PK and KS to work with
PSD on this

Mar 2021

Inclusion & Diversity training for all panel members

BM to liaise with EW

New Actions

PSD UPDATE
Temporary Detective Superintendent Jane Wigmore
KEY PERFORMANCE MEASURES
Recorded complaint numbers remain the same. In the last few months it has been noted that the
number of Schedule 3 complaints (those which meet the logging criteria & will be recorded and
assessed under the Police Reform Act 2002 and IOPC Statutory Guidance 2020) are getting
progressively higher. PSD have high success rates at present to ensure that complainants are
contacted within 3 working days of a complaint being submitted. In January 65% of complainants
were contacted within 3 working days of submission and 71% in February. Where an expression of
dissatisfaction was logged, the resolution success rate was 95%.
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REFLECTIVE PRACTICE REVIEW PROCESS
As part of the new regulations an officer can now be required to undertake the Reflective Practice
Review Process (RPRP). RPRP is central to the reforms, it brings policing in line with other services,
where minor mistakes are not simply punished – they are used as opportunities to learn. It is a
structured, non-disciplinary approach which encourages officers to identify mistakes, consider the
impact of their actions and reflect on how they can learn and improve. Outcomes can involve training
courses, formal monitoring or mentoring, an apology to the complainant or even a process of
continued reflection. PSD have been working hard internally and externally to promote this practice
by speaking directly with staff and line managers. This is now captured in the performance figures
and in January and February 2021 there was a marked increase in its use which is promising news.
INVESTIGATIONS LONGER THAN 12 MONTHS
Investigators are now expected to explain when their investigations take longer than 12 months. As
of February 2021 there were no live investigations outstanding for death or serious injury complaints
or misconduct. The only live outstanding cases were cases that have been paused due to criminal
proceedings taking place. It is inevitable that the delays in the criminal justice system due to COVID19 are having an impact on certain areas of business.
OTHERWISE THAN BY INVESTIGATION PILOT UPDATE
At the last meeting the ‘Otherwise than by investigation’ (OTBI) pilot was discussed. OTBI allows
complaint handlers to resolve complaints in the most reasonable and proportionate way and some of
these cases are best handled through a process called ‘Practice Requires Improvement’. This reflective
practice, formerly managed by PSD, had as of the 16th November 2020 been returned to line managers
to trial. PSD have noted many more local officers are now making contact with staff and having
proactive conversations regarding how to address complaints. There have been some areas of
learning identified, including the lack of explanation and rationalisation when decisions are made.
Overall there are promising outcomes of good practice.

Inclusion and Diversity
Presented by Esther Wride, Inclusion and Diversity Lead,
Avon & Somerset Constabulary and Outreach team
members: Eneyi Pemu, Serena Serjeant, Paul Walker and
Veron Dowdy.
Esther and her team spoke with passion, delivering a thoroughly engaging and informative session to
the panel about what her team are doing to make Avon and Somerset Constabulary a more inclusive
and diverse workplace. They talked also about how they raise cultural awareness amongst police
officers and staff.
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The team’s aim
The team’s main objectives are to challenge
mind-sets, change perceptions and build
powerful relationships from grass roots. The
Outreach team has been consistent in
engaging with different communities; aiming
to build trust, create awareness of
opportunities in policing, and increase
community insight.

Internal
Engagement
The team focus a great deal of importance on
engaging with our communities but
acknowledge how vitally important it is that
departments internally have the chance to
learn about the importance of having a more
diverse workforce and the benefits for
everyone.

“Diversity fosters a more creative
and innovative workforce”.

Training
The team spoke about how they are gradually
working down the organisation from a
management level to roll out Cultural
Intelligence (CQ) training. The training aims to
develop participants’ confidence in engaging in
diverse cultural contexts and to develop their
understanding of their own cultural value
preferences, biases and how these impact on

the way they engage with difference. CQ
trainer Eneyi Pemu, strongly believes the
training makes a difference; “many people are
still confused by the terminology, once you
know what your unconscious bias is, you can
address it to make you a better person”.
Sergeant Serana Serjeant spoke regarding her
involvement in delivering Cultural Awareness
training sessions. These sessions are centred
on Demystifying Islam and Islamophobia. The
training is delivered in-house to Avon and
Somerset staff to increase their cultural
awareness. In addition to this training the
team run Safe Space sessions. The aim of Safe
Spaces is to create a comfortable environment
for staff to talk about topical cultural issues
such as the Black Lives Matters protest, the
toppling of the Colston statue and to
understand and discuss terms such as white
privilege. The team want to encourage staff to
be confident to ask questions so that advice
can be provided around what is the correct
type of language to use when dealing with a
member of the public.
Outreach Worker, Veron Dowdy spoke
passionately about continuing to develop a
Safe Space to talk about race.
The
international debate was really brought to the
forefront in May 2020 following the death of
George Floyd and we must continue to talk
about controversial issues such as race.
The team continue to reach out to engage with
Neighbourhood Policing Teams across the
force to build relationships, engaging with
some of the more remote communities that
are often overlooked. Outreach Worker, Paul
Walker has been doing some fantastic work in
the Bridgwater area working collaboratively
with DWP and the jobcentre to engage young
people and the wider community.
The panel members concluded that they felt it
would be useful to have some Inclusion &
Diversity training as part of their CPD. It was
agreed that this will be taken forward as an
action for 2021.
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The complainant is told that the BWV addresses
all of her concerns. Would it be helpful to
therefore invite her to view it? Complaint
handler’s letter does not address the allegation
of a threat to put her children in care.

We have previously invited complainants to
the station to review body worn camera
footage, unfortunately this has not been
possible in recent months due to COVID
restrictions. That facility will become
available to us again once the lifting of COVID
restrictions allow. Whilst this complaint was
recorded the complainant did not proceed
with it. In such circumstances we have no
obligation to provide a response but the letter
to the complainant did cover the basic
details, albeit not every aspect of the
complaint was addressed.

Any contact from PSD to an officer has the
potential to cause possible anxiety to that staff
member (in particular junior officers), please be
aware of this.

PSD are always mindful of the human aspect
and of the anxiety caused to officers when
they have been accused of wrongdoing even
when, in their own mind, they’ve done
nothing wrong. Investigating Officers are
always open and honest with those subject of
complaint and support measures are always
in place for those subject of investigation,
particularly in what are assessed to be more
serious cases.

What guidance is given on Use of Force - what
is considered as being reasonable force?

The Use of Force is a complex legislative area
and at its core is the National Decision Model
which informs the officer’s decision making
in each given case. Significant training is
given to officers in all aspects of the
legislation and the National Decision Making
Model which dictates formulating decisions
on the appropriate use of force. This training
is repeated at relevant points such as various
refresher training inputs.

Use of PAVA - when should aftercare apply - is
it immediately after spraying. The guidance
states that if there is no water available then the
subject should be exposed to fresh air. Why
don't officers carry water as a matter of course?

It’s impractical to carry water to cover all
eventualities. Officers are trained in aftercare,
the guidance of which emanates from
Approved Professional Practice issued by the
College of Policing. Ideally aftercare should
commence immediately after spraying,
however that may not always be possible as
there may be ongoing risks to the detainee,
officers and the public (such as ongoing
violent behaviour) that may require
immediate resolution.

Racial profiling is not always evident through
behaviour/language -there can be other
indications, what training do Police have in this
area?

Officers receive significant training in this
area and are fully aware of the principles of
conscious and unconscious bias. The IOPC
have produced statutory guidance on how to
investigate allegations of discrimination. This
guidance
introduces
tests
such
as
‘comparator evidence’ and provides other
guidance to assist whilst investigating
allegations of discrimination.
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