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AGENDA 
(*indicates that a supporting document accompanies this Agenda) 

1. To confirm the minutes of the meeting held on 26 January 2010 

 By Chairman - Minutes*(Pages 3-12) 

2. Matters Arising  

Status Report *on the Progress of the actions arising from the last meeting  
(Pages 13-16)  
 

3. Declarations of Interest 

To receive any personal or prejudicial interests from Members 

4. IPCC – Current Issues  

IPCC Commissioner Rachel Cerfontyne will be attending the meeting 

5. Policing White Paper 2009 – Implications for Professional Standards  

Report* of the Chief Constable and Chief Executive (Pages 17-32) 

6. Self Assessment  

Report* of the Chief Executive (Pages 33-46) 

7. Impact Assessment – Public Accessibility to the Complaints System  

Report of the Chief Constable (To Follow)  

8. Professional Standards Cases and Issues 

Report* of the Chief Constable (Pages 47-84) 
 

9. Independent Custody Visitor Scheme  
 

To receive the Minutes of the meeting of the Independent Custody Visitor’s Panel 
held on 27th April 2010 (Pages 85-90) 

10. Complaints and Professional standards Committee – Operational Risks  

Oral report* of the Chief Executive/Treasurer  

To consider the exclusion of the press and public from the meeting on the grounds that 
the item to be discussed is confidential and involves the disclosure of exempt 
information as defined in paragraph 1 of Part I of Schedule 12A to the Local 
Government Act 1972.  Papers are not being sent to the press or made available to the 
public. 

12. Summaries of Professional Standards Cases  

 The Chief Constable’s report is available for collection by Members from the  
Member Services Support Manager 
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COMPLAINTS AND PROFESSIONAL STANDARDS COMMITTEE 
 

26 January 2010 
 PRESENT 

Mrs P Fletcher (In the Chair) 
 
Ms A Graham Mrs S Holland and Mrs C Turner  
 
Apologies for absence were received from Mr P Hollick and Mr L Denny, 
 
Mr J Williams also attended the meeting 
 

010/qz/1 MINUTES 
 
The minutes of the meeting held on 24 November 2010 were confirmed  
 

010/qz/2 MATTERS ARISING 
 
09/qz/32 - Matters Arising  
 
Social Network sites  
 
Members were advised that policy on the misuse of social network sites had not 
been ratified by Senior Leadership Team as anticipated in December 2009. The 
Assistant Chief Constable (Protective Services) explained that the Bedfordshire 
and Hertfordshire collaboration programme had not yet fully addressed the 
harmonisation of policies at the time units were collaborated and that a policy 
and procedure document for the collaboration programme was in the process of 
being drafted. The misuse of social network sites was to be incorporated into 
that policy Despite this delay in the formal ratification Members were assured 
that the Professional Standards Department were applying the principles of the 
policy. With this assurance Members were satisfied that the Committee’s 
oversight of the implementation of the policy was concluded. 
 
.  
Neglect of Duty Allegations  
 
Chief Superintendent Clare Simon provided Members with a detailed overview of 
the Audit that had been undertaken on the Victims Code of Practice. The audit 
had focused on 3 areas, initial contact, the incident and the 28 day update.  
The audit clearly identified gaps around ensuring victims were kept informed  
and to address this the Audit had recommended training to reinforce the 
principles of the guidance and measures to be put in place to ensure continued 
contact during periods of absence. BCU Commanders would also be tasked with 
ensuring that data progress on individual cases was fully documented. A further 
audit was due in the late summer to assess the difference these changes had 
made. Chief Superintendent Clare Simon assured Members that reducing the 
level of complaints around not keeping people informed was a priority for the 
Service Improvement Group and would keep Members informed of the progress 
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of improvements implemented in this area.  
 
Potential areas for Complaints - Standards of dress and identification   
 
The Chair advised that she was currently seeking the views of the Director of 
Corporate Services on a communication plan for informing partners and the 
general public of the requirement to wear wicking shirts from 1st April and would 
circulate the response to Members.  
 
Minute –09/qz/35 Complaints and Professional Standards issues 
 
(a) Research into the ethnicity and results  
 
Members considered that the Professional Standards monitoring report to be 
considered later in the meeting did not adequately refer to the results of the 
research that had been undertaken to identify if there was a trend between 
ethnicity and results.   The Assistant Chief Constable ( Protective Services ) 
advised that several pieces of work had been undertaken on the BME 
satisfaction parity gap and as the data was emerging an overall picture was 
developing.  This issue was already scrutinised by the Performance and 
Community Engagement Committees and to avoid duplication he would discuss 
with the Chief Executive which elements each Committee would hold the force to 
account.  
 
(b) Self Assessment  

 
The Chief Executive advised that the self assessment on the role of the 
Complaints and Professional Standards Committee would be circulated 
electronically for officers of the Authority, the Chair of the Committee and two 
other committee Members to complete and the evidence submitted to be 
assessed by the Force.  This self assessment would help to inform the 
discussion with Hertfordshire Police Authority on the development of the 
oversight and scrutiny of the collaborated professional standards function.  
 
 

10qz/3 DECLARATIONS OF INTEREST 
 
There were no declarations of personal or prejudicial interests from Members. 
 

10qz/4 POLICING WHITE PAPER 2009 – IMPLICATIONS FOR PROFESSIONAL 
STANDARDS  
 
T/ Detective Superintendent Dean Patient, the acting Head of the Joint Beds and 
Herts Professional Standards Department circulated a briefing paper which 
detailed some key changes to the approach to be taken in dealing with 
dissatisfaction and complaints that had been set out in the IPCC’s revised 
statutory guidance for the police service on the complaints process and the 
Policing White Paper 2009 - Protecting the Public supporting the Police.  
 
The briefing paper highlighted that focus of the approach set out in the guidance 
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differed from that in the White Paper.  The IPCC required each complaint to be 
recorded whilst the White Paper aimed to resolve complaints at front line officer 
level prior to escalation. The White Paper also set out an active role for the 
Police Authority at the BCU level.  
 
Members were also informed that in response to the White Paper the force 
website had been reviewed to ensure that there was clear guidance about how 
to express dissatisfaction and escalate concerns to a formal complaint.  
 
The Committee had expected a more detailed report on the implications for 
Professional Standards arising from these documents but understood that the 
guidance and the White Paper had not only recently been issued. It was 
therefore agreed that at the next meeting of the Committee a more detailed 
report on the implications and the approach to be taken in relation to the 
complaints process be prepared jointly by the force and the authority.  
 
It was considered that Ms Cerfontyne’s involvement (IPCC Commissioner) in any 
revised approach to the complaints process would be useful either though 
informal discussions or attendance at the next meeting. 
 
The Assistant Chief Constable (Protective Services) mentioned that the IPCC 
were holding road shows over the next few weeks on the new guidance and 
understood that Police Authorities had been invited to attend.  He agreed to 
circulate details to the Chair. 
 
RESOLVED 
 
1. That a report be made to the next meeting setting out the implications of the 

White Policing Paper 2009 and the IPCC guidance for both the Force and the 
Authority and the approach to be taken in dealing with dissatisfaction and 
complaints.  
 

2. That the IPCC Commissioner be invited to discuss either informally or more 
formally at the next meeting to discuss Bedfordshire’s changes to the 
approach to the complaints process.  

 
3. The Assistant Chief Constable (Protective Services) provide the Chair with 

details of the IPCC’s road shows on the new guidance. 
 

010qz/5 LESSONS LEARNT  
 
T/ Detective Superintendent Dean Patient, the acting Head of the Joint Beds and 
Herts Professional Standards Department gave an overview on how learning 
opportunities flowing from the national ‘Learning the Lessons’ bulletins and local 
investigations were disseminated through the force and action taken to ensure 
training needs were met and polices amended.  
 
To ensure that the Committee was provided with the reassurance that 
improvements to policies and practices were being implemented as a result of 
learning opportunities the Assistant Chief Constable ( Protective Services ) 
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agreed to submit to each meeting a report that was similar to that produced for 
the Performance Committee in relation to tracking progress of HMIC 
recommendations. 
 
RESOLVED  
 
That a report be submitted to each meeting of the Committee detailing learning 
opportunities gained at a national or local level together with the progress of the 
improvements taken forward. 
 

010/qz/6 PROFESSIONAL STANDARDS CASES AND ISSUES 
 
The Committee considered the Chief Constable’s report on the current position 
with regard to Professional Standards issues for the reporting period 1 April 2009 
to 30 September 2009 and provided comparative data from the years 2007/08 
and 2008/09.  
 
Data had been categorised into the following areas: 
 
• Professional Standards Department – Workload  
• Analysis of Complaint cases 
• Analysis of Complaint allegations  
• Analysis of Social factors relating to complainant characteristics 
• Analysis of Social factors relating to subjects characteristics 
• Complaint allegations finalised 
• Investigation Times  
• IPCC  Appeals  
• Conduct Matters  
• Criminal Prosecutions 
• Direction and Control  
• Benchmarking  
 
Highlights from the report are detailed below:  
 
(a) Workload Management  
 
Overall workload had increased by 14% compared to the previous year and by 
18% on the year before.  
 
As had been previously reported in comparison to 2008/09 the level of complaint 
allegations and direction and control matters were increasing whilst misconduct 
issues were decreasing.    
 
122 recorded messages of appreciation had been received which was a 
decrease from the previous year.   
 
It was noted that reporting a complaint through the website and via email were 
now the most used way of making a complaint. 
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As had been reported at the last meeting project teams were currently ensuring 
that all the processes for the new collaboration unit were fit for purpose.  
A revised complaints process for both forces had now been drawn up with a new 
document set agreed for use for all staff dealing with complaint matters. As part 
of this new work and following recent IPCC guidance updates three investigation 
report templates had been agreed for use with local resolutions, local 
investigations and Managed / Supervised cases.  
 
A review of the letters sent out to complainants was also being undertaken to 
ensure the terminology was user friendly. 
 
It was noted that due to significant changes in command structures in 
Hertfordshire from 1st April 2010 (and a complete review of PSD support) the 
introduction of the new processes would be timed to coincide with these 
changes. 
 
(b) Analysis of Complaint Cases 
 
The increases seen in the first reporting quarter had continued bringing the force 
back towards levels seen in the 07/08 reporting year particularly for allegations.  
However given the introduction of the new IPCC guidance and the Policing 
Pledge 2009/10 this was to be seen as providing a new baseline.  
 
As requested at the last meeting the latest estimated population figures had 
been used to analyse  the number of  complaint cases and allegations against 
per 1000 population and the increase in population reflected the increase in 
recorded complaint cases. Population totals which would better reflect the 
demographics for Bedfordshire. 
 
Since 1st April 2009, 279 complaint cases had been recorded and 205 had been 
completed.  Although the performance for finalisation of cases was lower than in 
previous there was a continued improvement when compared to the beginning of 
the year.   
 
(c) Analysis of Complaint Allegations 
 
The number of complaint allegations recorded during the period of review had 
increased by 58 (15%) compared to last year.  

 
The top three allegations recorded continued to be other neglect or failure of 
duty, incivility and other assault.  
 
Categories with the biggest increases this year compared to last continued to be  
Other neglect of duty and oppressive conduct or harassment and other assault. 
Research into why these latter two categories were increasing was the subject of 
further research. 
 
Categories with the biggest decreases when compared to the previous year were 
breach of Code B PACE and irregularity in procedure and incivility. 
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Improper disclosure of information’ and ‘Breach Code C’ had however been 
identified as increasing issues and were being monitored against 2007/08 which 
was the most comparable period; if an upward trend continues further work 
would be undertaken and reported back to the authority at the next meeting. 
 
There had been no complaints made regarding stop/search or encounters.  
 
Data on complaint allegations per staff revealed that complaints per headcount 
of officers continued to show an increase for both the County Division and a 
Luton Division especially the County Division.  A number of interventions to 
identify any trends, performance or welfare needs had been implemented and 
would be monitored and the impact reported upon at the next meeting. 
  
With regard to the Protective Services, Corporate Services and Citizen Focus 
Directorates the highest level of complaints continued to be against Officers in 
Protective Services. Overall the force total of complaints per staff had decreased 
compared to last year.  
 
Complaint allegations per Special Constables had continued to decrease and 
was now the lowest over the last three years.    
 
The number of complaints received in relation to Police Community Support 
Officers continued to show a decrease for those deployed to the County division 
but had increased in the Luton division.   
 
(d) Analysis of Social factors relating to complainants and subjects 
characteristics. 
 
The majority of complainants were those which were directly affected and this 
had seen a slight increase and was reflective of the increase in recorded cases. 
Adversely affected complainants had decreased and included parents of minors 
or the partner of the directly affected individual. 
 
The age of complainants had fluctuated over the last three years, although the 
‘unknown’ category had significantly increased. However there had been a 
significant decrease compared to last quarter. It was noted that it was difficult to 
identify any trends at this stage due to the number of ‘unknowns’.  
However regular contact between PSD Business Support Unit and investigators 
for early updates to improve the recording of complainant characteristics and 
data quality checks during the life of the complaint would  continue as this should 
assist in reducing the level of ‘unknown’ 
 
Male complainants had increased during the reporting period and female 
complainants had significantly increased. Research was currently being 
undertaken to indentify the reasons for this increase and would be reported to a 
future meeting.  
 
Complaints from the ethnic community continued to increase in comparison to 
the previous year.  
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Data on the gender, age, ethnicity and length of service of staff that had a 
recorded complaint against him or her were also reported. Of particular note in 
this reporting period was the continuing increase in the number of complaints 
made against female officers and this was being monitored. 
 
 (e) Complaint Allegations Finalised and Investigation Times  
 
The number of complaint allegations finalised in comparison to last year had 
decreased by 10 % and 21% against 2007/08 
 
The actual number of complaint allegations locally resolved had decreased 
compared to last year by 12% and the number of substantiated had increased. 
 
 

The data highlighted that more ethnic minority complainants have their 
complaints fully investigated and fewer locally resolved in comparison to white 
complainants 
 
The number of complaint cases finalised was again lower when compared to last 
year, both in the overall number of cases closed and those closed within the 
same period as they were recorded. The number of cases finalised in 120 day 
target was still below that of the previous two years.  There had been an 
increase in the number of full investigations and the 120 day target timescale for 
completion had improved within this area.  
 
Members were advised that timeliness was now becoming a concern for the 
Department and a number of interventions were to be implemented from 1st April 
with a review process set at 30 and 60 days. At 90 days the case would be 
managed by the Head of Professional Standards Department.  
 
The number of appeals to the IPCC continued to show an upward trend. The 
number of appeals upheld had decreased and remained below the 29% IPCC 
2008/09 national average.  
 
Following a meeting with the senior case work team in December, it was made 
clear by the IPCC that whilst they had confidence with the Department they did 
make it clear that they were minded to allow less dispensations and more 
appeals due to their the overriding concern for the complainant and that the Dept 
should not seek to draw any wider inferences into this data. 
 
 
 (f) Conduct Matters 
 
The number of conduct matters recorded had significantly decreased in 
comparison to the previous year. This was a national trend and was due to the 
impact of the new Police Misconduct regulations introduced under the Taylor 
Review. 
 
Matters dealing with Duties and Responsibilities remained the category with the 
largest increase in comparison to the previous two years  
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The number of misconduct matters finalised had decreased when compared to 
the previous year. Of the matters finalised three conduct hearings had been 
completed.  
 
 
(g) Benchmarking  
 
The latest benchmarking data was circulated at the meeting and in comparison 
to the other forces in the Most Similar Forces (MSF) grouping Bedfordshire was 
better than the MSF average in number of recorded allegations, percentage of 
local resolutions, and cases completed in the 120 day timescale percentage 
Bedfordshire was the best performer in the percentage of local resolutions.  
 
(h) Direction and Control  
 
The number of Direction and Control cases had increased throughout the year 
and ‘General Policing Standards’ remained the top allegation. 
 
The IPCC stated a 28 working day timescale for Direction and Control matters to 
be dealt with. The percentage of finalising in that time had decreased and stood 
at 36%. 
 
The main issues arising from the report were as follows  
 
(a) Revised Letters to complainants  
 
Having noted that the revised letters to complainants were due to be introduced 
from 1st April it was agreed that a group comprising no more than two Members 
from Herts Police Authority, two Members from Bedfordshire Police Authority 
and a representative from either victim support or the IAG review the letters to 
ensure that they are customer friendly.   
Ms Graham agreed to be part of this group. The Assistant Chief Constable 
(Protective Services) advised that the Quest Programme had reviewed letter 
writing and the results of this work should be taken into consideration as part of 
this review.  
 
(b) Breach Code C   
 
Members were disappointed to learn that complaint allegations were arising 
around custody issues and were assured that this would be monitored.  At this 
stage the rise in the number upheld had not increased. 
 
RESOLVED 
 
That the report be noted and the actions identified above be progressed.  
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10/qz/7 MINUTES OF THE INDEPENDENT CUSTODY VISITORS PANEL  
 
The Chair gave an oral report on the matters raised at the meeting of the 
Independent Custody Visitors Panel held on 19 January 2010. 
The Chair was pleased to say that no adverse comments from Custody Visitors 
were recorded whilst undertaking a visit during the last quarter and asked that 
this be notified to Superintendent Linda Kelly, the Head of the Criminal Justice 
Unit.  
 
RESOLVED 
 
That the minutes be received. 
 
 

10/qz/8 REVIEW OF INTERNAL CONTROLS RISK MANAGEMENT , COMMITTEE 
EFFECTIVENESS AND TERMS OF REFERENCE    
 

The report of the Chief Executive/Treasurer was submitted which advised that 
as part requirement to produce an Annual Governance Statement the Force and 
the Authority were required to undertake an annual review of its overall internal 
framework and governance procedures.  

 
As part of this annual review each of the Authority’s Committee’s would review 
its performance in terms of its contribution to delivery of the business plan and 
strategic priorities and these were highlighted in the report. The Chief Executive 
orally reported that reference to seeking reassurance of lessons Learnt had not 
been realised this year and withdrew this action from the list of achieved 
activities.   
 
In addition to this each Committee was required to review the major risks 
attributed to it. An extract from the Risk Register detailing those risks associated 
with the Committee’ objectives were appended to the report.  

 
The Committee was also reminded that Authority required each Committee 
review its terms of reference and its specific role with regard to value for money 
to ensure they remained fit for purpose. A copy of the current Terms of 
Reference was appended to the report for consideration.  
 
Members were satisfied with the Committee’s performance in the areas 
highlighted in the report .With regard to its Terms of Reference it was agreed 
that that reassurance Committee’s being sought around the delivery of 
improvements to policies and practices flowing from lessons learnt should be 
reflected in the Terms of Reference.   
 
The Chief Executive orally reported that each Committee as part of the 
Authority’s Single Equality Scheme implementation Plan was required to 
undertake Impact Assessments on its Policy and Procedures. Given the 
proposals set out in the White Paper and the requirements of the Policing Pledge 
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Members considered that it was appropriate to impact assess the public 
accessibility to the complaints process. Chief Superintendent Simon agreed to 
take this forward and hoped that this would be completed in time for 
consideration at the next meeting. 
 
RESOLVED  
 

 
1. That the Committee confirms it has undertaken a self assessment of its 

own performance and, where appropriate, suggested areas for 
improvement, 
 

2. That the changes to the Terms of Reference identified above be 
submitted to the Authority’s AGM for approval  
 

3. That the Committee incorporates into its work plan the scrutiny of those 
risks and associated controls for 2010/2011 as approved by the Audit 
and Business Assurance Committee and undertakes an Impact 
Assessment on public accessibility to the complaints system.  

  
 

10/qz/9 EXCLUSION OF PRESS AND PUBLIC 
 
RESOLVED 
 
That the press and public be excluded from the meeting during the discussion of 
the following item on the grounds that it is confidential and may involve the 
disclosure of exempt information as defined in paragraph 1 of part 1 of Schedule 
12A to the Local Government Act 1972. 
 

10/qz/10 SUMMARIES OF COMPLAINTS AND DISCIPLINE CASES (In Private) 
 
A report of the Chief Constable was submitted which summarised those cases of 
complaints and civil claims which had been completed during the period  
1 April 2009–30 September 2009. 
 
Members also received a report from the Chief Constable providing details about 
those Police Officers that had received a criminal prosecution, those on, or were 
on restricted duties or suspended. The report also included the current position 
with regard to civil claims.  
 
The Chair confirmed that under the dip sampling process to review complaints 
that were a risk area for the Authority Members had dip-sampled those 
complaints involving neglect of duty  
 
 
RESOLVED  
 
That the report be noted.  
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STATUS REPORT ON THE PROGRESS OF THE ACTIONS ARISING FROM THE LAST MEETING  
 

 ITEM DECISION  ACTION TAKEN 
1 Matters Arising  Social Network sites  

 
With the assurances given Members were satisfied that the 
Committee’s oversight of the implementation of the policy was 
concluded. 
 
 

 No Further Action required  
 
 
 

Neglect of Duty Allegations  
 
Chief Superintendent Clare Simon would keep Members informed of 
the progress of improvements implemented in this area.  
 

Force Ongoing Activity 

Potential areas for Complaints - Standards of dress and 
identification   
 
The Chair was currently seeking the views of the Director of Corporate 
Services on a communication plan for informing partners and the 
general public of the requirement to wear wicking shirts from 1st April 
and would circulate the response to Members.  
 

Chair  Response Circulated 5/2/10  
 
Chief Executive has since agreed with the 
Chair to pursue the need to publicise  
uniform changes further with  
the Director of Corporate Services and the 
Head of Communications and would refer 
the matter to the appropriate Committee if 
deemed  
necessary   
 

Research into the ethnicity and results  
 
This issue was already scrutinised by the Performance and Community 
Engagement Committees.  To avoid duplication ACC/CE to discuss 
elements that each Committee would hold the force to account.  
 
 

Force Item 8 Refers  

 
Self Assessment  

 
The self assessment on the role of the Complaints and Professional 
Standards Committee to be circulated electronically for officers of the 

Chief 
Executive 

Item 6 Refers  
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Authority, the Chair of the Committee and two other committee 
Members to complete and the evidence submitted to be assessed by the 
Force.   
 
 

2 Policing White 
Paper 2009 – 
Implications for 
Professional 
Standards  

A report be made to the next meeting setting out the implications of the 
White Policing Paper 2009 and the IPCC guidance for both the Force 
and the Authority and the approach to be taken in dealing with 
dissatisfaction and complaints.  

 
The IPCC Commissioner be invited to discuss either informally or 
more formally at the next meeting to discuss Bedfordshire’s changes to 
the approach to the complaints process.  
 

Force/Chief 
Executive  

Item 5 Refers  
 
 
 
 
 
 
 
 

The Assistant Chief Constable (Protective Services) provide the Chair 
with details of the IPCC’s road shows on the new guidance 

Force Circulated 5/2/10 

3 Lessons Learnt  A report be submitted to each meeting of the Committee detailing 
learning opportunities gained at a national or local level together with 
the progress of the improvements taken forward. 
 

Force Item 8 Refers  

4 Professional 
Standards 
Cases and 
Issues  

Revised Letters to complainants  
 
A group comprising no more than two Members from Herts Police 
Authority, two Members from Bedfordshire Police Authority and a 
representative from either victim support or the IAG review the revised 
letters to complainants to be introduced from 1st April to ensure that 
they are customer friendly. 
Ms Graham agreed to be part of this group. The Assistant Chief 
Constable (Protective Services) would ensure that  work flowing from 
the Quest Programme on letter writing be taken into consideration as 
part of this review.  
 

Force & 
Chief 
Executive to 
arrange 

Meeting held on  
21 April 2010. Stylistic Changes proposed 
and accepted by the Force. Further meeting 
to be held to look at further correspondence  
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 Breach Code C   
 
Increase to be monitored  
 

Force Ongoing activity 

Rise in Allegations in County Division 
 
Outcome of interventions to identify trends, performance or welfare 
needs to be presented to the next meeting. 
 

Force Item 9 Refers  

5 Minutes of ICV 
Panel  

Superintendent Linda Kelly  Head of CJU be notified that the Authority 
has been pleased that no adverse comments from Custody Visitors were 
recorded whilst undertaking a visit during the last quarter  
 

Chief 
Executive 

Sent 3/2/10 

6 Review of 
Committee 
Effectiveness  

Terms of Reference to be amended to incorporate the Committee’s 
reassurance around the delivery of improvements to policies and 
practices flowing from lessons learnt  
 

Chief 
Executive 

AGM to consider  

Impact assess the public accessibility to the complaints process. Chief 
Superintendent Simon agreed to take this forward and hoped that this 
would be completed in time for consideration at the next meeting 

Force Item 7 Refers  
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Bedfordshire Police Authority              
 

COMMITTEE AND 
MEETING DATE 

Complaints & Professional Standards Committee –    
18th May 2010 

AGENDA ITEM No: 5. 

TITLE: IPCC Guidance 2010 & the Policing White Paper 2009 – 
The Implications for Professional Standards  

DATE OF REPORT: 15th April 2010 

REPORT OF: Chief Constable/Chief Executive/Treasurer 

AUTHOR: DCI Dean Patient – Deputy Head of the BHPSD 

Dr Julie Wymer – Deputy Chief Executive  

ACTION REQUIRED: That members  consider  the content of this paper in 
order to inform wider discussions in connection with the 
oversight of professional standards matters following 
the introduction of IPCC Statutory Guidance and the 
Policing White Paper with effect from, 1st April 2010. 

APPENDICES: ‘A’ – Statutory Instrument & associated guidance 

  
 
 
1. Background / Purpose  
 
 The purpose of this paper is to provide Members with an overview of the 
 implications that both documents have on the work of the Bedfordshire & 
 Hertfordshire Professional Standards Department (BHPSD) and the 
 Bedfordshire Police Authority (the Authority).  
 
 This joint paper sets out below the keys points and implications from both 
 documents for Bedfordshire as although separate publications, both deal in 
 some way with the need to recognise public dissatisfaction, the need to 
 raise standards, empower the public and develop Citizen Focused Policing 
 and the Policing Pledge.  
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2. Scope  
 
 The IPCC Statutory Guidance came into effect from the 1st April 2010   and 
 provides detailed (some 309 pages) guidance on the recording, investigation 
 and handling of public complaints, conduct matters and Death and Serious 
 Injury following Police Contact as set out in Section 22 of the Police Reform Act 
 2002 (PRA).  
 
 It is important to note that whilst the guidance in itself does not amend  this 
 legislation, it does seek to change the tenor of the way in  which the Act is 
 interpreted. In essence, to move away from processes and towards outcomes 
 and public  satisfaction in the service they receive from the Police.  
 
 Given the size and complexity of the guidance this paper will highlight 
 significant  new elements and amendments together with the implications for 
 Bedfordshire Police, the Authority and the BHPSD. 
 
 The Police White Paper is by definition a consultation document setting out the 
 Governments Police Reform Agenda under four principle headings: 
 

• Citizen Focus – responding to the issues that matter to local 
people. 

  
• National Standards – with clear levers to improve performance 

  
• Empowering professionals – giving the police more freedom, in 

return for national standards and stronger accountability 
 

• Value for money – doing whatever it takes to deliver maximum 
efficiency and productivity 

  
 The reforms set out in the paper are to be introduced over a phased timetable, 
 with some to be in place by April 2010, the next six months thereafter and 
 finally during the next parliament. Given that at the time of writing a general 
 election will take place on 6th May, this paper will constrain itself to those 
 reforms set out as being implemented in the first of these phases.  
  
  
3. Key Issues – The IPCC Statutory Guidance 2010 
 
 The new guidance sets out both completely new guidance and also 
 clarifications for  that existing for a total 61 topics across all aspects from 
 definitions, access and complaint recording to investigations, outcomes and 
 communication.  Whilst all aspects of the new guidance have been adopted 
 from the 1st April,  the below are seen as those which present the most 
 significant operational   change or have implications for the Authority in terms 
 of oversight.  
 
Chapter 1 – ‘Access to the Complaint Process’  
 
 Definitions - To assist with defining what is a complaint and with a change of 
 articulation, the IPCC have given detailed advice on how to define a 
 complaint within the PRA and more over when a complaint could be seen 
 as ‘dissatisfaction’ as dealt with by the Policing Pledge. 
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 Key here is the new term ‘considered grievance’ with the IPCC stating that any 
 complaint needs to contain more than just the expression of a view, an 
 observation to note, or indeed a question to be answered.  The guidance goes 
 on to reinforce the point that the commitments made  under the Policing Pledge 
 and direction and control matters remain  outside of the definition of 
 complaint within the PRA.  
 
 Access – The new guidance makes it clear that Police Authorities must ensure 
 they  have in place arrangements for members of the public to make 
 complaints, and  that the public can access them. As a minimum: 
  

• The complaints process should be adequately signposted (for 
example on the Authority web site) 

• Police Authority staff that deal with members of the public should 
be aware of the complaint process.  

  
 The implications of the above are such that the Authority and the Force need to 
 clearly signpost and articulate the mechanisms for the escalation of enquires 
 from the  public from providing feedback to expressing dissatisfaction or 
 indeed making  a formal complaint in a consistent way, regardless of the 
 access point or mode  of communication. Much of this work is being 
 undertaken via the Service Improvement Group at which the BHPSD are 
 represented.  
 
 As part of the Council Tax survey 2010 a question was posed around ‘knowing 
 the different ways in which to complain’. A total of 317 respondents answered 
 the question and of those 63% (n198) said they did not know how to make a 
 complaint. There appears to be several correlations. Of those who said they 
 did not know how to complain 91% (n175) also said they did not ‘feel’ they had 
 any influence over policing in their area and 69% (n137) were not aware of who 
 their Safer Neighbourhood Team.   
 
 The Police Authority will want to consider how it and the Force will actively 
 ‘positively promote’ the complaints  procedure, particularly in relation to 
 children and young people.  The IPCC recommend that the Force develop  
 public complaints process that ensures access to young people in a way that is 
 both relevant and specific to their needs. This could be an extension of the use 
 of the internet through social networking sites and text messaging.  
 
 Research highlighted within the IPCC report identifies four types of barriers to 
 people making complaints.  The Police Authority should seek reassurance from 
 the Force that the barriers are addressed to encourage disengaged members 
 of the public to engage with the complaints system. 
  
 
Chapter 2 – ‘Initial Complaint Handling’ 
 
 Recording - Whilst the guidance provides a number of points for clarification 
 under this heading, Members’ attention is drawn to the IPCCs desire to 
 ensure that robust links are made between civil claims made against the 
 force and the complaints system.  
 
 The IPCC expects that the Authority is able to demonstrate that the force take 
 steps to identify, consider and where required record conduct matters arising 
 from  civil claims.  
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 Given that the handling of civil claims sits outside of the BHPSD, then the 
 Authority should ensure that there is a local protocol in place to ensure  this 
 takes place in a timely fashion.  
 
 In order to comply with this guidance the Head of  BHPSD and Legal Services 
 meet quarterly to review all civil litigation matters. The Head of BHPSD 
 will  refer relevant cases to the Head of Misconduct to ensure an 
 assessment is undertaken as set out in the Police (Conduct) Regulations 2008. 
  
 The Police Authority will want to understand from the Force what ‘an 
 expression of dissatisfaction’ covers.  The guidance states “that where a 
 member of the public expresses dissatisfaction that, on the face of it, is a 
 complaints about conduct [and] is valid under the Police Reform Act 2002 and 
 should be recorded”. 
 
 The Authority will want to consider how it will scrutinise this new area of 
 ‘dissatisfaction’ without creating an unnecessary level of bureaucracy. 
 
 Referrals - The chosen mode of an investigation undertaken by the IPCC has 
 also seen  amendment. Members will be familiar with the four options of 
 independent, managed, supervised and local seen up to the 1st April 2010, with 
 local investigations seeing no further involvement from the IPCC once  referred 
 back to force.  
 
 Changes under the new guidance to ‘local’ investigations now state that where 
 the IPCC has made a decision that a local investigation should be carried out, 
 a complaint should not be locally resolved unless the IPCC has granted an 
 application for discontinuance on the grounds that the complainant agrees to a 
 local resolution.  
 
 In addition to the above a new fifth option of ‘Referred back to appropriate 
 authority’ has been introduced where the IPCC decides that there is no need 
 for it to investigate and that the force should deal as though no referral had 
 been made. Rights of appeal remain for the above with the exception of 
 managed or independent investigations.  
 
 Implications here sit with the BHPSD who have already established a suitable 
 template for such investigations having already completed (at the time of 
 writing) two cases that have been forwarded to the Coroner following an IPCC 
 referral. 
 
Chapter 3 – ‘Resolving’ 
 
 Investigations – Whilst the principle of proportionality for complaint 
 investigations will not be new to Members the new guidance has, for the first 
 time, set out advice around the practicalities of applying this principle and 
 makes it clear that forces should apply professional judgment based on the 
 circumstances, whilst retaining a minimum standard.  
 
 This approach to public complaints sits well with the wider restorative justice 
 (RJ) agenda. Linked with the changes in investigation outcomes (see below), it
 seeks to improve confidence and satisfaction with the need to be seen to put 
 things right and say “sorry” where required, (see below) and contributing 
 clearly to restoring public confidence. 
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 The guidance makes it clear that the term ‘proportionate’ is not another way of 
 necessarily describing an investigation as limited or small scale. This is 
 because every investigation needs to be  proportionate to: 
     

• the seriousness of the complaint; 
• the prospects of a criminal trial or misconduct proceedings;  
• the prospects of the complaint being upheld; 
• the investigation producing learning.  

  
 Whilst the BHPSD has for the past 12 months used the principle of 
 proportionality as day to day business in its investigations, there has been a 
 marked increase in the number of IPCC appeals being upheld as a result of 
 proportionality. This issue has been raised with the IPCC both nationally and 
 locally with an acceptance from the IPCC that whilst they continue to assess 
 appeals to a single ‘full investigation’ standard they may need to adopt a less 
 risk adverse approach in support of investigators who are applying the 
 guidance albeit within the context of the PRA.   
 
 BHPSD will continue to monitor and where appropriate raise concerns with the 
 IPCC Commissioner if this continues to become an issue as we move forward. 
 
 Communication – The IPCC has set out new guidance in which it expects that 
 detailed arrangements between investigators, the BHPSD and in some cases 
 the Authority, will be agreed where the IPCC or an external force is to 
 investigate  the circumstances of a critical incident or where the complaint or 
 allegation has a high profile in media or community terms.  
 
 The purpose of this section of the guidance is to ensure that in such cases the 
 need to communicate early findings and implement rapid learning, can be 
 progressed whilst a third party agency continue to investigate.  
 
 In all such cases the IPCC have primacy and will use the provisions of the 
 ACPO/ IPCC media protocol as a point of reference. The implications for the 
 Authority is that members will need to be mindful of communication around 
 sensitive cases in which the IPCC are involved, when the need of the 
 Authority and the Force to inform and engage communities will need to be 
 balanced with the investigations underway. In such cases all parties will 
 need to ensure that their respective media teams are working closely 
 together. 
 
 
 
Chapter 4 – ‘Outcomes’ 
 
 Explanations, Apologies and ‘Upholding / not upholding Complaints’- 
 Central to the review undertaken by the IPCC before amending its guidance 
 was the dissatisfaction felt by the public who having complained, were advised 
 that their complaint had been ‘unsubstantiated’.  
 
 The effect of these outcomes left many feeling that they had not been believed 
 nor had no real grievance that needed to be acknowledged. This is reflected in 
 this 09/10 figures with only 27 of the 562 recorded allegations being 
 substantiated although over 250 were locally resolved. With such a low level of 
 complainants gaining an outcome they were looking for, it is easy to see why 
 public confidence in the system has been so low leading to the changes seen.   
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 The reason for the above was the absolute link between the complaints made 
 and the finding (or not) of any conduct by the officers concerned. In other 
 words, if the officer(s) acted correctly or within the law, the complaint could not 
 be substantiated.   
 

The significant change in the outcome of a complaint investigation from 
‘substantiating to upholding’, attempts to deal with this issue by breaking the 
link between the complaint and the conduct of officers. In simple terms the 
officer(s) could have done nothing  wrong, but the member of the public did 
have a genuine grievance that should be recognised and learnt from.  

 
 The implications are that from the 1St April 2010 complaints will no longer be 
 either substantiated or not, but rather, upheld or not. It is the IPCC view that as 
 a result the number of complaints upheld will significantly increase on the 
 levels seen for substantiated and that this increase will lead to greater 
 satisfaction and confidence from the public.  
 

The BHPSD will continue to survey complainants in relation to their satisfaction 
with the process. End of year figures for Bedfordshire (as shown in table 1on 
page 9 of the main report) showed that 66% of those who responded were 
satisfied or very satisfied.  

 
 Directly linked to the above the guidance goes further to ensure that in all 
 cases the public are provided with clear and frank explanations together with 
 firm conclusions about what has happened. The IPCC also expects forces  to 
 give appropriate apologies where a complaint is found to be justified.  
 
 Clearly, if an apology is to be delivered, the force or the Authority should 
 ensure that this is done at the earliest appropriate time and at the right level or 
 the value of the apology can be diminished. Much of this ethos follows from the 
 Taylor Reforms and should be seen as a providing the complainant with the 
 reassurance that we acknowledge their issues and are willing to learn from 
 them.  
 
 In practice this could see some lower level or direction and control matters 
 dealt with by way of letter from a Senior Officer from BHPSD or BCU in order to 
 provide a speedy resolution.  
 
 Learning Outcomes  - New guidance on this topic sets out the IPCC desire 
 that lessons are learnt not only from IPCC investigations as published through 
 the ‘Lessons Learnt bulletins’, but that forces and authorities adopt similar 
 methods of capturing and disseminating local lessons.     
 

As a result of these changes the BHPSD has now adopted national IPCC 
 investigations templates that cover the requirements of what are to be seen 
 as ‘learning reports’.  Each investigator will now as a matter of course review 
 their cases to identify potential learning regardless of outcome. Members will 
 be aware of recent changes within the BHPSD that now use the ‘service 
 improvement document’ (SID) to capture and progress such learning across 
 Beds and Herts.  
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 Monitoring and development – The Guidance in this section sets the IPCCs 
 expectations of forces and authorities to employ strategies and resources to 
 monitor and develop their own practice and systems in support of increasing 
 public confidence in the complaints system. 
 
 As members will be aware, the IPCC is keen to widen the use and acceptance 
 of its performance framework for the complaints system with the national role 
 out due in later in 2010.  
 
 As well as setting out how the IPCC would like to see this  data used to 
 improve performance the guidance sets out the responsibilities on forces and 
 authorities for data collection and research with a focus on learning and 
 implementation of recommendations as set out above. 
 
 The key performance indicators (KPIs) will focus on the areas of: 

• Confidence 
• Learning 
• Engagement 
• Proportionality 
• Accountability   

 
 Members will note that the new reporting format is in part, to ensure that 
 changes in the collation and presentation of data is reflected locally in support 
 of the above KPIs.   
 
 The guidance makes specific mention of the Authority’s responsibilities to 
 consistently check on the progress made in acting on lessons and any 
 recommendations agreed upon by the force. Members will be aware that the 
 Business Performance Unit within the BHPSD has the capability and capacity 
 to provide the Authority with information to enable it to discharge these 
 responsibilities within the working arrangements of the Complaints and 
 Professional Standards Committee. (See also SID process as referenced 
 above) 
 
 Quality, satisfaction and good practice – The final section to be referenced 
 by this paper seeks to set out the duties of the BHPSD and the Authority in 
 ensuring that systematic and proportionate processes are in place to ensure 
 the service they provide is to the standard provided.  
 
 Much of this guidance sets out the need to ensure that the Authority has in 
 place adequate oversight and dip sampling processes that focuses not only on 
 the quality of the investigations carried out, but the satisfaction of the public. 
 Authorities are encouraged to be proactive in this task working with the force  to 
 improve its performance and identify problems or good practice. 
 
 Members will be aware of the recent review of performance papers has been  
 developed  with the BHPSD to ensure that Members have the correct 
 information from which to discharge these responsibilities.  Together with file 
 readings and Members input into the quality of  correspondence, it is 
 suggested the Authority is well placed to demonstrate a high level of 
 understanding and oversight of the  complaints process in Bedfordshire. 
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4. Key Issues – The Policing White Paper 2009 
  
 The White paper deals with the Governments’ ambitions with regards Police 
 Reform. The paper is set out in six chapters, each dealing with a different 
 aspect of delivery. Each of these chapters is referenced below with regards 
 changes and requirements that affect the Authority with regards to professional 
 standards.  
 

It is worthy of note that the tenor of the White Paper is often at odds with the 
revised IPCC Statutory Guidance which given the Police Reform Act of 2002 
has clear primacy. The Authority and the Force will need to recognise where 
these tensions exists and ensure that policy and practice delivers a cohesive 
service to the public.     

 
 Chapter 1 – Clear entitlements for the pubic – This chapter deals in the 
 main with commitment to further enhancing the work around neighbourhood 
 policing and the launch of a new ‘Equality Diversity and Rights’ strategy.  
 
 Whilst it makes no new requirements of the Authority in the short term, is does 
 seek  to raise the profile of the Policing Pledge further under the ‘Justice Seen, 
 Justice Done’ banner. This may in turn further drive the rise seen in direction 
 and control Pledge matters.  
 
 Chapter 2 – Influencing priorities and strengthening accountability - This 
 section is far more focused on connecting the public with the police and majors 
 on the role that Authorities play in this regard and sets these out under the 
 broad heading of ‘Accountability – More effective Police Authorities’ under 
 which it highlights: 
 

• Making authorities more visible and higher profile 
• Developing the capacity and capability of authorities 
• Ensuring better representation 
• Improving through inspection 

   
 As a first stage of this work the paper is explicit in its expectation that 
 Authorities appoint a Lead Member for each of their forces Basic Command 
 Units  (BCU).  Also it indicates that the APA should establish a taskforce to 
 make authorities more representative of the communities they serve.  
 
 The paper makes further reference to the leadership competencies required  of 
 both  Members and Chairs of authorities seeking to ensure that the capability 
 of authorities is improved to provide strong executive leadership.  
 
 Members will also be aware that the Government has recently introduced 
 statutory instruments that place on a legal footing existing oversight 
 responsibilities as previously set out by APA Guidance. A copy of these orders 
 together with associated guidance has been included with this paper and 
 shown as Appendix ‘A’.   
 
 Chapter 3 – Meeting the public’s expectations and putting things right- 
 This section sets out the Government’s desire to drive up standards by clearly 
 setting out information such as the British Crime Map, Police Report Card and 
 clear and simple  access to redress if things go wrong.  
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 Whilst members can be reassured that the elements required now of the 
 Authority are limited to those which have already been addressed in 
 Bedfordshire by  ensuring that the  public has clear information on how to raise 
 concerns and  make complaints (Referred to as ‘Clearer escalation’). The 
 paper seeks to make authorities more active in the complaint process itself. 
 
 From April 2010 the scrutiny work undertaken by authorities will take on a more 
 active role in monitoring complaints by ensuring that there are at least three 
 public scrutiny meetings per year at the level of the individual BCUs for 
 their force area.   As well as ensuring that a senior police officer  (normally of 
 superintending rank) together with a senior local authority  representative 
 attends these meetings to discuss performance and local issues. It is 
 anticipated that often the appointed authority member for that area will also 
 attend.   
 
 Whilst these meetings will undoubtedly build upon existing local panels or 
 forums, new duties for authority members from April 2010 will include arranging 
 ‘extraordinary public meetings’ with senior officers to discuss persistent 
 problems and to seek resolution.  
  
 The Home Office will (with authorities) publish  clear routes by which the public 
 can request a Public Scrutiny Meeting where: 
  

•    A Complaint escalated to a Senior BCU Officer has not 
been dealt with satisfactory (for matters of Direction and 
Control or the Policing Pledge). 

•    A community considers that the priorities agreed at a 
neighbourhood level are consistently being ignored; or 

•   Two consecutive Police Report Cards see no improvement 
or a deterioration of performance.  

 
 The paper then makes reference to the new IPCC Guidance as set earlier in 
 this paper.   
 
 This section of the paper would appear to have the most significant  impact 
 of the work of the Authority with regards professional standards  matters.  
 
 Chapter 4 – Protecting the public at all levels- This section of the paper 
 deals with changes to public protection through: 
  

• Improvement to child protection 
• The policing of public protest 
• An ‘informed model’ for policing collaboration & voluntary 

mergers 
• Acting on the HMIC report ‘Adapting to protest’ 

  
 Headings dealt with include, cross border criminality and policing, the 
 preparation for the Olympics, policing contributions to child protection, the right 
 to peaceful protect and counter terrorism (CT).  
 
 Whilst no specific aspects above deal with professional standards matters the 
 review of both CT policing and policing of protest could impact on complaints 
 from the public as these agendas progress.  
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 Chapter 5 – Improving efficiency and capability and cutting bureaucracy- 
 This section of the paper sets out a number of themes focused on ‘value’. 
 Whilst not focused on professional standards matters it does place wider 
 Authority requirements in the short term around the reduction of bureaucracy. 
 
 Recent collaborative work around professional standards work and oversight 
 would appear to be good example of this in action locally. 
 
 Chapter 6 – Delivering through partnership – This section seeks to 
 strengthen partnership working through the existing CDRP, CSP and LCJB   
 frameworks to improve public confidence. Nothing in this section has direct 
 implications for the area of professional standards.  
 
 
5. Conclusion 
   
 A key element within the new guidelines will be the ‘positive promotion’ of the 
 complaints system, especially to groups and communities known to feel less 
 confident about using it.  
 
 Many groups in the community are known to be reluctant to use the complaints 
 procedure and the Force and Authority must pursue positive strategies and 
 practices designed to promote the complaints system to these groups. 
 
 The ‘expression of dissatisfaction’ will need to be taken at face value and 
 recorded in a consistent way to ensure public confidence in the complaints 
 system. 
 
 More work will be needed in the coming months to ensure that the public of 
 Bedfordshire can fully access the entitlements set out in the white paper 
 (subject to election result) and that the Authority and its members understand 
 their role in providing a more high profile lead than previously required in 
 relation to dealing with public confidence and complaint issues. 
 
 
6. Risk 
 
 It is clear that an accessible, fair, open and transparent complaints system 
 which is accountable to the public is closely linked to public confidence and 
 satisfaction in the police service. 
 
 The Authority and Force will need to consider how the complaints system can 
 be made more accessible to diverse communities in order to meet the 
 Authority’s strategic priority of providing a fair and equitable service to all. 
 
 Wider promotion of the complaints system may bring an increase in the number 
 of complaints or ‘expressions of dissatisfaction’. 
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7. Recommendations  
 
 
 
Recommendation 1 – Members consider the changes to the IPCC Statutory 
Guidelines and the implications for the Authority in its monitoring and scrutiny role of 
Complaints and Professional Standards. 
 
Recommendation 2 – The Authority considers developing a ‘How to Complain’ 
section on its website which outlines how to make a complaint and the complaint 
system 
 
Recommendation 3 - That the Authority considers how it will scrutinise the new area 
of dissatisfaction with creating an unnecessary level of bureaucracy  

 
 
Originators: DCI Dean Patient – Deputy Head BHPSD 
Date: 15th April 2010 
Telephone No: 01234 842551  
E-mail:  dean.patient@bedfordshire.pnn.police.uk 
 
 
BACKGROUND PAPERS: 
 

• The IPCCs revised statutory guidance – April 2010 
• The Policing White Paper 2009 ‘ Supporting the Police to succeed’ Dec’ 2009 

 
 
 
ADDITIONAL PAPERS: 
 
 
1. The Police Reform Act 2002 
2. The Police (Conduct) Regulations 2008 
3. The Police Authorities (Particular Functions and Transitional Provisions) 

(Amendment) Order 2010  
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The Police Authorities (Particular Functions and Transitional Provisions) 
(Amendment) Order 2010 

Guidance for Police Authorities 
 

The Order 
1. The Police Authorities (Particular Functions and Transitional Provisions) 

(Amendment) Order 2010  was made under section 6ZA of the Police Act 
1996, which allows the Home Secretary to confer particular functions on 
police authorities by order. It amends the Police Authorities (Particular 
Functions and Transitional Provisions) Order 2008 to add in a new duty: 

 
(1)  This article applies to complaints made by members of the public to 

police forces, not being complaints to which Part 2 of the Police 
Reform Act 2002 applies. 

(2)  A police authority shall monitor complaints made to the police force 
maintained for its area to which this article applies, and shall 
intervene where it appears to the authority that the response of the 
force to such complaints is unsatisfactory. 

(3)  Without prejudice to the generality of paragraph (2), the authority 
shall in particular— 

(a)  ensure that it is kept informed by the force about complaints;  

(b)  monitor the way that the force responds to complaints;  

(c)  challenge the force to correct or improve its processes for 
complaints where it appears to the authority that the processes 
are unsatisfactory;  

(d)  intervene in the way the force is responding to a particular 
complaint if it appears to the authority that such an 
intervention is necessary to ensure that the member of the 
public in question obtains a satisfactory response. 

Purpose of the Order 
2. This order does not relate to complaints about the conduct of a person serving 

with the police which fall to be dealt with under the Police Reform Act 2002, 
as Police Authorities already have a duty to keep themselves properly 
informed about complaints dealt with under the Act. In addition, Police 
Authorities have a duty as the ‘appropriate authority’ for dealing with 
complaints about the conduct of senior police officers (ACPO rank). 

 
3. This order makes it clear what a police authority’s role is in relation to 

complaints that fall outside of the Police Reform Act 2002, and further makes 
it clear that they have a legitimate role in holding the Chief Officer to account 
on the way in which complaints are dealt with. 
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The Function 
4. For the purposes of this function and this guidance “complaints” means any 

issue raised with the police force by a member of the public, or a person acting 
on behalf of a member of the public such as. an MP, where they are 
dissatisfied with the service provided by the police force. It does not include 
any complaints which relate specifically to the conduct of a person serving 
with the police, as the procedures for dealing with these complaints are set out 
in the Police Reform Act 2002. 

 
5. The type of complaints subject of this order are therefore those which are 

made to the force or to the police authority which relate to: 
 
a. A member of the public complaining that the a pledge commitment has 

not been kept  
b. A member of the public complaining about a policy or procedure of the 

police force  
c. A member of the public complaining that the local priorities set by the 

police force are wrong or inadequate 
d. An ongoing or persistent issue regarding the service delivery of the 

police to which a member of the public (or his or her representative) 
has not got what they consider to be an adequate response 

 
6. This new function will mean that police authorities must: 

a. Monitor and be aware of complaints that fall under one of the 
categories listed above in paragraph 5 

b. Monitor and be aware of how the force responds to such complaints 
c. Make a reasoned decision as to whether the authority considers that the 

police force has given a satisfactory response to those complaints 
d. Where the authority think that the response is not satisfactory they 

must intervene 
 

7. Police authorities must ensure that their force has adequate processes in place 
to identify complaints concerning the delivery of a policing service 

.   
8. Police authorities should request their force to prepare a regular report of 

complaints received that fall into one of those categories covered by this order. 
These complaints should be recorded in such a way as to sufficiently capture 
significant complaints. Forces will need to use their discretion as to which 
complaints warrant recording, although police authorities will need to take 
responsibility for scrutinising as to whether this is happening properly. 
Complaints made directly to the authority are a good way of ascertaining this. 

 
9. The record referred to above should set out the response of the force. The 

authority should then consider the force response and decide if any further 
action is needed on a specific complaint.  

 
10. This sort of report is a useful way of highlighting issues subject of repeat 

complaints, where an ongoing problem of concern has been highlighted. This 
links to the emphasis placed by the Police Authority (Community Engagement 
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and Membership) Regulations 2010 (SI421 of 2010) on using records of 
complaints as a way of judging matters of local concern (Regulation 2(f)). 

 
11. Authorities should also consider what the best process would be in their local 

area for complainants to escalate an issue to the police authority where they 
think the police force response is not satisfactory. Police authorities should 
also note that under the Police Authority (Community Engagement and 
Membership) Regulations 2010 (SI421 of 2010) they should be setting out 
clear routes of escalation for the public when issues are dealt with (Regulation 
2(d)). 

 
12. It should be noted that there is no duty on the authority to act simply where the 

complainant is unsatisfied unless the authority believe the response is not 
satisfactory. 

 
 
“intervene 

13. For the purposes of this order and this guidance “intervene” has its dictionary 
definition; “to come between disputing people, groups, etc.; intercede; 
mediate1”. Any positive action taken by the police authority to try to achieve a 
proper response to the complaint will be considered intervention.  

 
14. This could be as simple as a phone call to the Chief Officer or requesting a 

letter of apology to be written. Mediation and alternate dispute resolution are 
also sensible forms of intervention. The most appropriate form of intervention 
will vary from case to case and the police authority will have to use their 
judgement. 

 
15.  Police authorities are not always under a duty to ensure that a satisfactory 

response is given, as sometimes that will be out of the control of that authority. 
For example, the Chief Officer still has operational independence over 
direction and control issues, and whilst it is legitimate for the police authority 
to make representations to him or her, they cannot require action from the 
Chief Officer on operational issues. Therefore the police authority will always 
have to ensure that their intervening action does not cut across the operational 
independence of the Chief Officer. The decision of what is a satisfactory 
response will always be one for the police authority, and provided they 
make that decision through a reasonable process, there will never be a 
requirement for them to take any action where they decide the 
complainant has already received a satisfactory response. 

 
16. As long as the response remains unsatisfactory the authority will remain under 

a duty to intervene, although if the issue becomes a long term one the 
authority will want to consider if (a) there is a need to review the complaints 
procedure and (b) if there is a more general issue with the force that needs 
addressing. 

 

                                                 
1 Random House Dictionary 2010 
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“satisfactory response” 

17. For the purposes of this order and this guidance “satisfactory response” 
means that the complaint has been properly considered, dealt with objectively 
and the complainant received an appropriate outcome. It does not mean that 
the complainant has necessarily got exactly what they wanted, or indeed that 
their complaint has been resolved to their satisfaction. It is solely a decision 
for the police authority as to what a satisfactory response is. It is for the police 
authority to make that clear to the public. 
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Bedfordshire Police Authority              
 

COMMITTEE AND 
MEETING DATE 

COMPLAINTS AND PROFESSIONAL STANDARDS 
COMMITTEE 
18/05/2010 

AGENDA ITEM No: 5 

TITLE: SELF ASSESSMENT OF COMPLAINTS AND 
PROFESSIONAL STANDARDS COMMITTEE 

DATE OF REPORT: 07/05/2010 

REPORT OF: BEDFORDSHIRE POLICE AUTHORITY 

AUTHOR: STEPHANIE MCMENAMY 

 
EXECUTIVE SUMMARY: 
To review the self assessment undertaken on the role of the Complaints and 
Professional Standards Committee to ensure the Committee’s remit is in line with 
Association of Police Authorities guidance. 
 
RECOMMENDATIONS: 
 
Recommendation 1 
That the Committee approves the self assessment against the APA guidance on the 
oversight and scrutiny of professional standards matters and also approves the areas 
for improvement identified. 
 
 
Originators: Stephanie McMenamy 
Date: 07/05/2010 
Telephone No: 01234 842066  
E-mail:  stephanie.mcmenamy@bedfordshire.pnn.police.uk 
BACKGROUND PAPERS: 
 
 
ADDITIONAL PAPERS: 
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1 INTRODUCTION 
 
1.1 Members will be aware that it was agreed at the last meeting of the Complaints 

and Professional Standards Committee that a self-assessment would be 
undertaken to provide members with assurance that the Committee’s 
performance adhered to the APA guidance on the oversight and scrutiny of 
professional standards matters and the IPCC’s Performance framework. 

 
1.2   A self assessment framework was developed by the Force based on the above 

guidance and was issued to all members of the Committee. The results from 
the responses of members and officers are included in Appendix A. 

 
1.3 The Chair and the Chief Executive reviewed the framework and graded the 

assessment based on the grading criteria used by the Audit Commission 
currently for Use of Resources and PA Inspection. A copy is attached in 
Appendix B. 

 
2 STATUTORY REQUIREMENTS, ADDITIONAL INFORMATION, TERMS OF 

REFERENCE AND RESPONSIBILITIES OF THE COMMITTEE / GROUP / 
INDIVIDUAL CREATING THIS REPORT 

 
2.1    The terms of reference for this Committee were reviewed at its last meeting and 

remain fit for purpose following this assessment.  In addition it is incumbent on 
every Committee and Panel to embed risk management, equality, diversity and 
human rights and value for money within their decision making processes. 

 
3 SELF ASSESSMENT 
 
3.1   The overall assessment confirms that the Committee is performing well against 

the APA guidance with: 
 

• 13 scores of ‘3’, Police Authority exceeds the minimum requirement 
• 10 scores of ‘4’, Authority significantly exceeds minimum requirements 
•  2 scores of ‘2’, Authority meets most of the minimum requirements with 

some exceptions and areas of concern 
•  No area was deemed not to meet the minimum requirements. 

 
3.2 The two areas that the Committee will want to give particular consideration to 

are in relation to; 
 

• The access ways to the complaints system and whether it is satisfied that 
there is equal access for all 

• How the Authority inform the public about scrutiny activity and ensuring the 
information is appropriate. 

 
3.3 Access 
 

 The Committee identified at its last meeting in January 2010, when it reviewed 
 the Committee’s effectiveness that it needed to incorporate specific actions into 
 the 2010/11 work plan on how to make the complaints system available to
 all communities within Bedfordshire, including Luton.  
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 The Committee therefore requested that an Equality Impact Assessment (EIA) 
 be undertaken on the accessibility of the Force’s complaints system and this is 
 to be considered by the Committee elsewhere on the agenda today. 
 The findings from this EIA should clarify the score for this area and identify the 
 most appropriate actions to bring about improvements to the equality of 
 service for communities of Bedfordshire. 

 
3.4 Scrutiny Activity and Information 
 

 As identified at the previous meeting the Committee raised the profile of its 
 work in 2009/10 through press releases as well as continuing to produce 
 regular performance information on the Authority’s website. However it is 
 important as the Communication and Community Engagement plans are 
 delivered this year that the role of the Authority, in relation to scrutiny, holding 
 to account and delivering value for money, for example through lessons learnt 
 for this Committee, are understood and relevant to the public. 

 
 With this in mind the Committee will want to review the Authority’s corporate 
 presentation to the public and partners to ensure that the information provided 
 is relevant to the communities or audience it is delivered to. The Committee will 
 also want to ensure that as the BCU Lead member role is clarified and 
 developed it is influenced by the work of this Committee. 

  
 The BCU Lead member role must be relevant to the local communities if it is to 
 be effective. It will be cross cutting in terms of the Authority’s work therefore 
 Chairs of Complaints and Professional Standards, Community Engagement 
 and Performance will need to review this lead member profile and the 
 associated governance arrangements to ensure that the Authority is able to 
 make the best use of the lead members work through their Committees. 
 
 The Chair of Complaints and Professional Standards has instigated several 
 meetings with Hertfordshire Police Authority to ensure that the Joint 
 Professional Standards Department is able to work efficiently and effectively 
 whilst being scrutinised by two separate Police Authorities. In identifying areas 
 to enable this to be achieved the two Police Authorities have agreed a common 
 reporting framework informed by the APA guidance. This reporting framework 
 also incorporates the IPCC’s Performance Report to ensure that the 
 information provided to the Authority, IPCC and public is consistent. 
 
 The aim is that by establishing a consistent reporting framework public 
 confidence can be increased and the Complaints and Professional Standards 
 Committee can benchmark the Force to identify good practice and areas for 
 improvement. 

 
3.5 Other 
 
 The assessment has identified a number of other areas that the Committee 
 may want to consider improving all of which, with the Committee’s approval, 
 will be incorporated into the 2010/11 work plan. 
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4 POLICE AUTHORITY INSPECTION 
 
4.1 Bedfordshire Police Authority will be inspected by HMIC and the Audit 

Commission in July 2010. It is proposed that the Committee takes forward the 
findings from this assessment during the first six months of 2010/11 and then 
considers the findings of the inspection to inform its priorities for the latter half 
of the year. 

  
  

5 OTHER IMPLICATIONS  
 
5.1 Equality, Diversity and Human Rights 
 

The work of the Committee will be informed by the EIA being undertaken in 
priority areas, such as complaints. 
 

5.2 Procurement 
 

There are no direct implications within the report. 
 

5.3 Legal Implications 
 
 These are no direct implications within the report. 
 
5.4 Human Resources 
 
 There are no direct implications within the report although the connection 

between lessons learnt and training is made within the framework. 
 
5.5 Corporate Governance 
 

The report provides assurance that the elements feeding into the overall review 
of the Annual Governance Statement have been thoroughly examined. 

   
5.6 Policy/Strategic Aims 
 

The delivery of strategic priorities can be positively impacted upon by an 
effective Complaints and Professional Standards Committee. 

 
5.7 Welfare of Children and vulnerable adults 
 

There are no direct implications within the report. 
 

5.8 Reducing Carbon footprint/waste 
 

There are no direct implications within the report. 
 

5.9 Confidence 
 

The work of the Complaints and Professional Standards Committee can have 
implications on public confidence and areas have been identified where the 
Committee may wish to develop its work in the coming year to improve public 
confidence. 
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6 RISK 
 
6.1 If the Committee is not effective then this could have a detrimental impact on 
 the perception that the public and partners have of the Authority and Force, 
 compromising the vision and impacting on the ability to deliver against strategic 
 priorities. 
 
7 CONCLUSION 
 
7.1 The Committee has undertaken a separate assessment and should be 

reassured the findings are in line with its annual review. In light of this it has 
already identified areas for improvements and has begun to take these forward 
through its work plan. 

 
7.2 The Committee is performing well and in addition to the areas of improvement 

identified in the body of this report should be looking to develop lead members 
to support the Committee’s scrutiny function and to provide resilience to its 
work. 

 
 
8 RECOMMENDATIONS 
 

Recommendation 1 
 That the Committee approves the self assessment against the APA guidance 
 on the oversight and scrutiny of professional standards matters and also 
 approves the areas for improvement identified. 
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 Date of 
assessment 

Evidence Grade  
1 2 3 4  

Actions to 
improve / 

Lead officer  

Date 
completed 

Keeping Informed      
Are there regular meetings between the Authority and 
PSD and other stakeholders (eg IPCC)  

 April 
2010 

The Police Authority Complaints and Professional Standards 
Committee meets quarterly. The Chair of the Committee and 
Chief Executive has an agenda setting pre-meeting with the 
Head of Professional Standards and Chief Officer lead to 
discuss themes, trends and issues.  
Members have an open invitation to Professional Standards 
and visit regularly.  
New members as part of their induction are briefed by the 
Chair of the Professional Standards Committee and the Head 
of Professional Standards at the Professional Standards 
offices and then provided with a more detailed briefing on 
units and functions (Complaints, Misconduct and Counter-
Corruption) by team leaders. 
The Professional Standards Chair also has regular and 
frequent contact with the Head of Professional Standards to 
discuss and be briefed on critical or high profile incidents 
and trends. This contact is at least fortnightly but is driven 
by events. 
The Chair of the Complaints and Professional Standards 
Committee and a Professional Standards investigator deliver 
a joint presentation on key complaint and misconduct issues 
to all new employees on their induction course. 
The IPCC has an open invitation to and the Commissioner 
attends at least annually a Complaints and Professional 
Standards Committee. In addition the Commissioner has an 
annual meeting with the Committee Chair and Chief 
executive and regular contact with the Head of Professional 
Standards..  

3 Improve 
resilience 
through 
lead 
members 

31/8/10 

      
How does the Authority promote and maintain good 
relationships with the force, IPCC, HMIC, staff 
associations and support groups. 

April 
2010 

The Chair of the Authority has regular quarterly meetings 
with Staff Associations and Support Groups.  
The Chair of the Complaints and Professional Standards 
Committee and Chief Executive meet regularly with the 
IPCC (see above). 
Members have specific areas of responsibility and act as 
single points of contact for Force leads (Public Protection, 

3   
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Scientific Support, Custody, etc).   
The Authority and Force encourage Members to sample 
front line policing particularly patrol and custody.   
PA represented at new recruit inductions, custody forums, 
attestations, long service awards etc. 
A number of support groups invite to Committees. 

      
Scrutiny of Force Procedures      
How does the Authority ensure that the force complies 
with internal policies and  procedures 

April 
2010 

The Complaints and Professional Standards Committee 
quarterly meetings ensures that the Force complies with 
internal policies and procedures through ‘file reading and 
challenge’. 
Members receive a quarterly comprehensive performance 
report on all complaint and conduct matters from the Force. 
Prior to the quarterly meeting the Chair of the Committee, 
Chief Executive and Head of Professional Standards discuss 
complaint themes and trends and on a risk based approach 
decide on the topic for members file reading and challenge. 
Professional Standards then provides all files closed the 
previous quarter under the selected category to members to 
review and read prior to the Complaints and Professional 
Standards Committee meeting. Members complete a review 
document to highlight issues or areas for improvement and 
then challenge the Head of Professional Standards on the 
‘file reading’ in the closed session of the Committee 
meeting. This process has resulted in the Force amending 
policies and sending out directives to staff (e.g. use of 
Facebook).    
Matters of Police Authority policy specific to Complaints 
and Professional Standards are discussed and agreed at the 
quarterly Committee meetings. 

3 Formalise 
the policies 
and 
procedures 
into a pack 
available 
with file 
reading. 

 

      
How does the Authority ensure that the force complies 
with statutory requirements including IPCC and Home 
Office guidance 

April 
2010 

As part of the file reading process Members review 
complaint and conduct cases to ensure that the Force 
complies with legislation and IPCC and Home Office 
statutory guidance.  
Meeting with IPCC to discuss concerns, allow PA to 
triangulate Force information. 
PA have access to internal audit function if risk highlighted. 

3 No reality 
check 
undertaken 
of HO 
guidance. 
Benchmark 
how other 
Pas handle 

 
 
 
 
 
23/11/10 
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this. 
      
How often and how does the Authority monitor and 
review force policy and procedures to ensure that best 
practice is adopted and that robust managerial oversight 
is in place to ensure adherence 

April 
2010 

The Authority continually monitors and reviews Force 
policy and procedures through a raft of committees (Human 
Resources, Complaints and Professional Standards, Finance, 
etc.).  
Areas for improvement identified are minuted and resolved 
through action setting and report back. 
IPCC Lessons Learnt monitored with Bedfordshire to ensure 
best practice introduced locally. 

3 Lessons 
learnt 
incorporate 
into 
2010/11 std 
performanc
e 
monitoring.

1/4/10 

      
Is the Authority aware of all the access ways to the 
complaints system and are they satisfied that there is 
equal access for all 

April 
2010 

The Authority is aware of all ways to access the complaints 
system and receives as part of the quarterly performance 
report data on equality, diversity and reporting methods.  
Use of internet to make complaint has allowed easy access to 
more languages for complainants. 
PA council tax feedback-results available at meeting. 
Identified issue in custody re: immediate access to 
complaints system. 
EIA will inform grade. 

2 EIA to be 
considered 
at 18/5/10 
to inform 
appropriate 
action plan. 

18/5/10 

      
Is the Authority aware of any internal confidential 
reporting system in place for staff and its effectiveness 

April 
2010 

The Authority is aware of the e-mail confidential reporting 
system and receives performance data on the number of 
reports. The Head of Professional Standards briefs the Chair 
and Committee on the effectiveness of the system. The 
system was re-launched and marketed in 2008 and saw a 
significant increase in reports that has remained consistent.  

3   

      
Is the process for dip sampling of complaints files 
structured to ensure appropriate oversight 

April 
2010 

Prior to the quarterly Complaints and Professional Standards 
Committee meeting the Chair of the Committee, Chief 
Executive and Head of Professional Standards discuss 
complaint themes and trends and on a risk based approach 
decide on the topic for members file reading and challenge. 
Professional Standards then provide all files closed in the 
previous quarter under the selected category for members to 
review and read prior to the Complaints and Professional 
Standards Committee meeting.  
Members complete a review ‘check list’ for each file read to 
highlight issues or areas for improvement and then challenge 
the Head of Professional Standards in the closed session of 

3 Check list 
for mbrs to 
highlight 
likely 
issues/adde
d value. 

31/8/10 
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the Committee meeting. 
Consideration is given to the number and proportion files to 
be reviewed and taking this and the risk based approach into 
account more than one complaint category may be selected. 
File reading themes have included custody, incivility, other 
neglect, other assault, oppressive behaviour and direction 
and control matters.  
Full files are provided including those containing covert or 
sensitive information although safeguards are in place to 
ensure security and integrity.  
The Members ‘checklist’ review document is considered by 
the Head of Professional Standards and any remedial action 
required or lessons learned are reported back to the next 
Committee meeting.  
The Members review document remains with the file. Files 
that are not read do not therefore have a review document so 
as to make it clear that they have not been seen by Members. 
All file reading takes place at the Police Authority offices by 
Complaints and Professional Standard Committee Members.  

      
How does the Authority ensure that is have sight of and 
consideration of reports and advice from IPCC, HMIC 
and other relevant bodies 

April 
2010 

The Authority is provided with all reports and advice from 
the IPCC, HMIC and other relevant bodies direct. 
In addition the Head of Professional Standards as a 
safeguard also provides copies of all relevant and 
appropriate circulars.   

3 Need to 
incorporate 
individual 
case 
reports. 

11/10 

      
Statistical Analysis      
Is there a protocol  in relation to the provision of 
information in place and is this regularly reviewed 

April 
2010 

The Association of Police Authorities (APA) Guidance on 
the Oversight and Scrutiny of Professional Standards matters 
is followed in relation to information provided by the Force 
to the Authority via the quarterly meeting structure. This 
includes regular statistical analysis that meets the data 
standards for complaints set down by the IPCC including 
ethnicity recording. 
The Authority has agreed the format and content of the 
quarterly report with the Force to ensure inclusion of: 

• Incident numbers; 
• Complaint cases per employee for Force; 
• Complaint cases per employee for Unit Directorate; 
• Nature, cause and type of complaints; 

4   
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• Nature cause and type of misconduct; 
• Demographic employee data; 
• Demographic complainant data; 
• Complaint timeliness data; 
• Local resolution data; 
• Methods of reporting data; 
• IPCC appeal data; 
• IPCC referrals, discontinuances, dispensations; 
• Internal and external satisfaction. 

The quarterly report is reviewed at each Committee meeting 
to consider amendment, additions or deletions. 
Regular reviews undertaken, review with Herts PA 
completed in March 2010. 

      
Is the Authority satisfied that it undertakes a robust 
statistical analysis of complaints and misconduct data 

April 
2010 

The Authority is satisfied that it undertakes a robust analysis 
of complaints and misconduct data through file reading, 
quarterly review, challenge and holding the Head of 
Professional Standards to account. 

4   

      
Is the statistical data provided by the force evidence of 
adherence to the IPCC recording standards including 
ethnicity data 

April 
2010 

The statistical data provided by the Force adheres to the 
APA guidance and complies with the IPCC ethnicity 
recording standards.   

4   

      
How does the Authority monitor timeliness of 
investigations 

April 
2010 

The Authority is satisfied that it undertakes a robust analysis 
of timeliness of investigations through file reading, quarterly 
review, challenge and holding the Head of Professional 
Standards to account. 

3 Review 
with Herts 
PA 
identified 
improveme
nts. 

2010/11 
C&PS 
report to 
incorporate
. 

      
Does data provided or collected include comparative 
data to Most Similar Forces 

April 
2010 

The Authority is provided with regional and most similar 
family comparative data as part of the quarterly performance 
report. 

4 Further 
improveme
nts now 
available 
with IPCC 
reporting 
framework 

2010/11 
C&PS 
report to 
incorporate 

      
Monitor significant incidents and trends      
How does the Authority ensure that it is informed about April The Professional Standards Chair or in her absence the 4 BCU Lead 31/8 
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significant incidents 2010 Authority Chair has regular and frequent contact with the 
Head of Professional Standards to discuss and be briefed on 
critical, high profile incidents or those likely to attract 
adverse media attention.  
Critical incident policy-PA role defined. 

member 
role to be 
developed. 

      
What processes are in place for the Authority to refer 
cases to the IPCC 

April 
2010 

If the Authority chose to refer a case to the IPCC it would do 
so via the Force. If this was not appropriate then the referral 
would be from the Authority direct to the Commissioner.  
There has not been a case to date where the Authority has 
had cause to refer a matter or question a non-referral to the 
IPCC owing to a reluctance or refusal by the Force. 
If necessary and appropriate the Authority will discuss a 
potential referral with the Force in order to reach agreement. 
If agreement is not reached and it is still felt that the matter 
should be referred the Authority will take the appropriate 
action. Member/officer protocol in place. 

4   

      
How does the Authority undertake risk management of 
high profile cases that pose a risk to public confidence 

April 
2010 

The Chair of the Complaints and Professional Standards 
Committee or in her absence the Chair of the Authority 
together with the Chief Executive will take ownership and 
risk manages high profile cases that pose a risk to public 
confidence. These cases are brought to the attention of the 
Authority by the Head of Professional Standards. 
PA has their own PR function to enable separate, 
independent role to be clear to public which mitigates 
conflict of interest. 

4   

       
Periodic Strategic Analysis      
How does the Authority assess the wider implications of 
the data it collects 

April 
2010 

The Authority commissions an annual strategic analysis of a 
particular professional standards issue. The topic is selected 
by the Complaints and Professional Standards Committee on 
a risk based approach and previous themes have included 
custody and collaboration. This analysis takes into account 
the wider implications including overall performance, 
estates, human resources, culture and infrastructure. 

3 Develop 
benchmarki
ng to 
enable 
good 
practice to 
be 
highlighted
. 

31/8/10 

      
What processes are  in place to monitor lessons learnt April The IPCC ‘Learning the Lessons’ publication is circulated to 3 Formalised 05/10 
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2010 all Authority members and the Force conducts a ‘gap 
analysis’ for each and every issue raised through this 
publication that is reported to the Complaints and 
Professional Standards Committee. 
The Members ‘checklist’ review document from the 
quarterly file reading provides a robust process and is 
considered by the Head of Professional Standards and any 
remedial action required or lessons learned are reported back 
to the next Committee meeting.  
 

reporting in 
2010 to 
improve 
existing 
practices 
further. 

      
Promotion of effectiveness and efficiency      
How does the Authority identify areas for improvement 
in order to promote effectiveness and efficiency 

April 
2010 

Having built a strong understanding of complaints and 
misconduct issues through the reporting and excellent 
communications structure the Authority is enabled to 
identify and make improvements in terms of efficiency and 
effectiveness. 
In 2009/10 adopted lessons learnt process, in 2010/11 
formalised reporting. 

4  05/10 

      
How does the Authority support the force in promoting 
high standards and integrity among its staff including the 
preventative measures including drug testing, vetting 
and information security 

April 
2010 

The Chair of the Complaints and Professional Standards 
Committee and a Professional Standards investigator deliver 
a joint presentation on key complaint and misconduct issues 
to all new employees on their induction course. 
The Authority fully supports the Force in its robust approach 
to vetting, drug testing and information security through file 
reviews, scrutiny and monitoring. 
Authority has its own vetting policy, includes ethical 
governance and code of conduct training within its induction 
training and on-going training plan. 
Vision statement. 
 

4   

      
Transparency of scrutiny      
How  does the Authority inform the public about 
scrutiny activity and ensure the information is 
appropriate  

April 
2010 

The Authority publishes the quarterly performance report 
provided by the Force on its website. The quarterly 
Complaints and Professional Standards Committee meetings 
are open to the public. Media opportunities to identify and 
market success are taken where appropriate. 
PA has its own communication plan to raise its profile 

2 BCU Lead 
 
Implementa
tion of 
2010/11 
Communic

08/10 
 
2010/11 
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through a number of different forums eg wraparounds, 
newsletters, partner events, SNT meetings, consultation etc. 

ation Plan. 

      
Implications for members      
What training is in place for Authority members in their 
scrutiny role 

April 
2010 

New members as part of their induction are briefed by the 
Chief Executive, Chair of the Professional Standards 
Committee and the Head of Professional Standards at the 
Professional Standards offices and then provided with a 
more detailed briefing on units and functions (Complaints, 
Misconduct and Counter-Corruption) by team leaders. 
Members of the Complaints and Professional Standards 
Committee receive a more intensive and in depth briefing to 
equip them for their role. 
Chair attends Professional Stds conference to gain national 
perspective. 
PA Pre-meets 
Chair & CE attended IPCC workshop (03/10) 
 

3 Develop 
PA file 
reading 
checklist 
 
Training 
planned  

08/10 
 
 
 
 
08/10 

      
What are the terms of reference of the  Professional 
Standards Committee and how does this link with other 
areas 

April 
2010 

The terms of reference for the Complaints and Professional 
Standards Committee are set out within the documents for 
each quarterly meeting. The terms of reference include the 
Authority’s statutory responsibility to keep themselves 
informed as to the handling of complaints and misconduct 
matters and the general duty to maintain an efficient and 
effective Force through scrutiny. 
TOR reviewed annually to ensure fit for purpose, linked to 
Community Engagement, confidence agenda, as appropriate. 

4   

      
Is the PSD committee fit for purpose in terms of size and 
membership make up 

April 
2010 

The Complaints and Professional Standards Committee is 
under continual review to ensure that it is representative of 
the community. It is currently fit for purpose in terms of size 
and make up. 

3   
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Appendix B 

Notes for Guidance for Professional Standards Self Evaluation 

 

The  self  assessment  template  should  be  used  in  conjunction  with  the  Association  of  Police 
Authorities (APA) guidance on the oversight and scrutiny of professional standards matters. 

The guidance gives more detail as  to  specific  issues  to  consider and  some  specifics  that  could be 
considered for evidence. 

It must always be remembered that the guidance is not prescriptive. 

When considering evidence the following could be used:  protocol documents, minutes of meetings, 
research reports, working practices etc.  

According to the HMIC the following are the areas on which Police Authorities will be judged 

 Setting the strategic direction and priorities of the police force  
 Scrutinising the performance of the Police force  
 Ensuring results through community engagement and partnerships  
 Ensuring value for money and productivity. 

The main area for PSD matters will fall under scrutiny and performance although other areas will be 
impacted on through PSD oversight. 

In  assessing  performance  the  Authority  should  be  particularly mindful  of  performance  in  public 
satisfaction,  recording,  timeliness, proportionality, case  resolution and appeal  rates. The Authority 
should be mindful of equality and diversity issues. The areas of custody and mental health should be 
areas of specific concern together with any local issues identified in relevant policing plans. 

The below are the scores used by HMIC to grade objectives. 

 

Score  Descriptor of performance  Public reporting  

1  Police authority does not meet minimum 
requirements for this theme  

Performs poorly  

2  Police authority meets most of the minimum 
requirements for this theme with some 
exceptions and areas of concern  

Performs adequately  

3  Police authority exceeds minimum requirements 
for this theme  

Performs well  

4  Police authority significantly exceeds minimum 
requirements for this theme  

Performs excellently  
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Bedfordshire Police Authority              
 

COMMITTEE AND 
MEETING DATE 

Complaints & Professional Standards Committee –    
18th May 2010 

AGENDA ITEM No: 8. 

TITLE: Executive Summary On Professional Standards Matters 

DATE OF REPORT: 29th April 2010 

REPORT OF: ACC (Protective Services)  

AUTHOR: DCI Dean Patient – Deputy Head of the BHPSD 

ACTION REQUIRED: Members consider and note the content in the context of 
the full report at Appendix ‘A’. 

APPENDICES:  ‘A’ - Chief Constables Report on Professional 
Standards Issues. 

  

 
1. Introduction  
 

1.1. This paper provides members with an executive summary of the full Chief 
Constables report on Professional Standards matters found at appendix 
‘A’. 

 
1.2. The report covers the end of year figures for the collaborated Bedfordshire 

and Hertfordshire Professional Standards Department (BHPSD) for the 
period 1st April 2009 to 31st March 2010. 

 
1.3. The format of the full report is new having been developed in consultation 

with both Police Authorities to ensure that members are provided with a 
harmonised report set out in a logical and clear format.   

 
1.4. New information such as demographics and lessons learnt are also 

included to provide members with a wider context in which to review 
performance. 
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1.5. The new format is set out under 10 headings and provides information in a 
consistent way showing each forces performance separately and then 
combining them to show the overall performance of the collaborated 
department. Two additional appendices have also been included at ‘B & C’ 
which, for ease of reference define both the standards of behaviour and 
complaint headings. 

 
1.6. Members will note that at Section 1 of the report it was the intention to 

provide the latest IPCC performance ‘dashboard’ each quarter. Whilst an 
explanation of the dashboard has been provided, no data is presently 
available from the IPCC due to a national IT upgrade. As soon as this 
becomes available this will be included in future reports however, as an 
interim measure MSF data has been provided at pages 7 & 8.   

 
2. Performance Overview 
 

2.1. As members are aware, in terms of collaboration, the BHPSD has been a 
nationally groundbreaking initiative and as a consequence has been a 
unique experience in both forces. Since forming the new unit one of the 
key challenges was ensuring full harmonisation of policies and procedures. 
This had to be achieved whilst the department remained operational and 
conducted ‘business as usual’.     

 
2.2. In the short term, this did impact on certain areas of performance, 

however, against the backdrop of significant change it as suggested that 
the impact was neither disproportionate nor sustained evidenced by 
improvements later in the performance year and Bedfordshire’s’ 
comparative performance against its most similar forces (MSF). The chair 
of the Complaints and Complaints and Professional Standards Committee 
was personally appraised of the issues during the implementation of 
collaboration and throughout the role out of the new unit.     

 
2.3. The performance as set out in Sections 2 to 4 clearly demonstrate (with the 

exception of IPCC appeals) that where the challenging targets were 
missed, they were missed by small margins and set against a back drop of 
considerable change and a significant increase in complaint cases for both 
forces. 

 
2.4. It is also suggested that the performance data needs to be considered 

against the additional benefits of the collaborated unit, including staff and 
operational resilience, anti corruption capability and economies of scale. 

 
2.5. It is the view of the BHPSD that given newly collaborated processes and a 

change not only of IPCC region but new Police Regulations from 
December 2008, that 09/10 should be seen as a baseline year from which 
performance of the now fully established Department should be measured.  

 
3. Key Performance Issues 
  

3.1. Timeliness - It was clear from the first half of the year that timeliness in 
relation to complaint cases was at risk as a result of working through both 
the technical and procedural issues that harmonisation of complaint 
management brought. New working practices and performance monitoring 
has provided significant improvements in relation to cases over 120 days 
from a peak in December 2009 of 13 to 5 cases as at the 31st March 2010. 
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It is the ambition of the Department to have no such cases other than 
those that are recognised at an early stage as being particularly complex.  

 
3.2. MSF Comparisons – Bedfordshire performs well across the range of MSF 

measures and is the best performing force for percentage allegations 
locally resolved and the third best performing force for fully investigated 
cases finalised within 120 days.  

 
3.3   Whilst Bedfordshire performs well with Local Resolutions when compared 

with it’s MSF and nationally it has become apparent that there has been an  
increased use of proportionate investigations following the Taylor reforms 
and as a consequence a reduction in Local Resolutions. Indeed new IPCC 
guidance moves the emphasis away from this resolution as a key indicator 
of public satisfaction as the public are encouraged to agree the way in 
which their complaint is handled. This has been raised locally and nationally 
with the Independent Police Complaints (IPCC) and the Taylor Reforms 
Police Adviser to the Home Office and is being considered.      

 
   3.4 Complaints, & Direction and Control - From the point of collaboration in 

April 09 the number of complaint cases recorded rose considerably to levels 
seen in 07/08 (see charts 6 and 7 / page 10 of the full report). As a result the 
number of recorded allegations has increased; on average Bedfordshire 
now record 1.6 allegations per case with ‘Other neglect’ showing the largest 
increase. This increase would appear to follow a national trend based on 
half year data published by the IPCC.  

 
  3.5 Recorded direction and control matters have also seen a continual increase 

across the year. It is believed that this is in part linked to the publicity 
surrounding the Policing Pledge raising public awareness.  

 
  3.6 The majority of matters recorded as Direction and Control (D&C) fall into the 

category of ‘General Policing Standards’. (A breakdown can be found at 
3.3.3 of the full report.)  

 
  3.7 Of issues recorded in relation to the Policing Pledge 7 cases have been 

recorded this year (as set out on table 6 on page 18). Of these , three relate 
to ‘being treated with fairness and dignity – access to services’, and three 
relate to keeping people informed which is also reflected in ‘Other Neglect’ 
allegations recorded as complaints against police.  

 
  3.8 Further research will be carried out using this and future data to identify any 

ongoing or recurring matters together with continued file reading of all D&C 
matters by members of the Authority.   

 
3.9    IPCC Appeals - The majority of Bedfordshire appeals are against the non 

recording of a complaint, when recorded as a D&C matter.  
 

3.10   Whilst the overall number of appeals is low, the increase in number of   
upheld appeals has been highlighted as an area of concern and has been 
the subject of internal review by BHPSD and discussions with the IPCC 
locally. Although the IPCC have expressed no specific concerns in relation 
to either working practices or the overall levels of appeals being received, 
the number of appeals will be closely monitored to ensure that new 
recording practice is not adversely contributing.   

 

49



 GPMS – Not Protectively Marked 
 

 

 
 
 
4. Conclusion 
 

4.1. The early performance of the BHPSD has been affected by the changes 
needed to build a collaborated department over the past year. Whilst any 
decrease in performance is of concern the report demonstrates that early 
issues have been recognised and have or are being addressed with end of 
year performance seeing significant improvement.  

 
4.2. Harmonised working practices are now seen as fit for purpose and provide 

a firm foundation on which to improve performance during 2010/11 from 
the baseline established within the context of the IPCC guidance which 
came into effect from the 1st April 2010. 

 
 
5. Recommendation 
 

5.1. That the Report be accepted by the Committee. 
 
 
6. HUMAN RIGHTS, EQUALITY AND DIVERSITY IMPLICATIONS 
 

6.1. None 
 

7. FINANCIAL IMPLICATIONS 
 
7.1. None  
 
 
  
 
 
Originators: DCI Dean Patient – Deputy Head BHPSD 
Date: 29th April 2010 
Telephone No: 01234 842551  
E-mail:  dean.patient@bedfordshire.pnn.police.uk 
 
 
BACKGROUND PAPERS: 
 
Chief Constables Report on Professional Standards Issues – April 09- March 10 
 
 
 
ADDITIONAL PAPERS: 
 
 
None  
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Bedfordshire Police Authority 

18th May 2010 
 
For publication  Bedfordshire Police Authority 
    Professional Standards Committee 
     
REPORT AUTHOR: CHIEF CONSTABLE 
 
SUBJECT:   Professional Standards 
………………………………………………………………………………………… 
BACKGROUND PAPERS Summary of Complaints  
………………………………………………………………………………………… 
PURPOSE: To advise members of the current position with regard to 

Professional Standards issues, including complaints against 
police, within the Force. 

 
RECOMMENDATION: The Committee is asked to consider this report. 
………………………………………………………………………………………… 

1. INTRODUCTION 
Under the provisions of Section 77 of the Police Act 1996, every Police Authority, in 

carrying out their duty with respect to maintenance of an efficient and effective Police 

Force, shall keep themselves informed as to the workings of Sections 67 to 76 of the above 

legislation in relation to the Force. 

 

2. THE PURPOSE OF THE REPORT 
 The purpose of this report is to brief members of the Authority on current professional 

standards issues within the force. 

 

3. The current report reflects issues for the period of April 2009 to March 2010. 
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GLOSSARY OF TERMS 
 

 

Confidence limits are the lower and upper boundaries / values of a confidence interval. A 

confidence interval gives an estimated range of values which is likely to include an unknown data 

parameter; the estimated range being calculated from a given set of sample data.  

Dispensation is a complaint outcome whereby the complaint cannot be taken forward, an example 

of this is insufficient information and lack of co-operation from complainant  

 
Discontinuance is a complaint outcome whereby it is deemed impractical to conclude an 

investigation, an example of this is complainant refuses to co-operate or complaint is repetitious 

 

End of Year (EOY) this is the date parameters of 1st April 2009 to 31st March 2010 

 
Independent Police Complaints Commission (IPCC) has since 2004 overseen the system for 

dealing with a complaint about inappropriate conduct of those serving with the police.  
 
Key Performance Indicators (KPI) is a set of indicators acting as a mechanism to monitor 

progress towards achieving an objective or an aspect of it. 

 
Local Resolution is a way of dealing with a complaint by solving, explaining, settling the matter 

directly with the complainant. In order to proceed with this process the complaint has to meet 

certain criteria and the complainants consent is required. Locally resolving a complaint can be 

proportionate, timely and an effective way of resolving the matter. 

 
Most Similar Family Forces (MSF) HMIC pioneered the “Most Similar Force” approach, whereby 

each force is linked to a number of others which are “closest” in terms of the force values for a 

number of exogenous factors. This group is used for as a comparative measure of performance 

 

Moving Average Trend Line uses a specific number of data points averages them, and uses the 

average value as a point in the trend line,  it smoothes out fluctuations in data to show a pattern or 

trend more clearly. 

 
Professional Standards Department (PSD) within the police service deal with issues that directly 

or indirectly impact on the organisational health of the service, and levels of public confidence and 

support. These issues include the handling of complaints against members of the force and 

investigation of professional misconduct 
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Substantiated /Unsubstantiated are complaint outcomes following an investigation whereby the 

findings show that the service provided through the conduct of those serving with the police did not 

reach the standard a reasonable person could expect. 

 
Subject is the term used for those serving with the police who have been subject to a public 

complaint or conduct matter 

 
Withdrawn is a complaint outcome whereby the complainant decides to retract the allegation or 

not proceed with it. 
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SECTION 1 
Performance Dashboard 

The Independent Police Complaints Commission (IPCC) provides each force with a performance 

summary quarterly report based on key performance indicators (KPI). The IPCC have stated: 

 
‘The expected benefits of introducing a Performance Framework have been defined as follows: 

• the creation of an agreed consensus view of what good performance looks like for the 

police complaints system, which is evidence based rather than intuitive 

• the introduction of a tool that enables accurate comparisons to be made about the 

performance of each constituent part of the complaints system 

• increased clarity for the police service and the IPCC on expected performance and 

reducing the burden of reporting 

• the ability to identify and share best practice across the system 

• access to timely, relevant, consistent performance data that supports decision making 

among those responsible for the complaints system  

• the ability to demonstrate increased accountability to stakeholders and the public by 

publishing performance data.  

 

As with any Performance Framework, the ultimate benefit of its introduction should be the 

improved delivery of the outcomes that the complaints system seeks to achieve. By selecting 

appropriate performance indicators that tell us whether outcomes are being achieved, and by 

making this data available, those responsible for the complaints system will have the opportunity to 

take action in response to that information and so improve future performance.  

When the data relating to all the performance indicators is collected, the result will be a balanced 

view of the performance of the complaints system and its constituent parts. The results for each 

indicator will give only limited insight when viewed alone, but collectively they will provide a picture 

of how the system is performing and what drives that performance. It is therefore important to 

consider each indicator as part of the package that forms the overall Performance Framework 

rather than as a standalone view of performance.  

In order to make performance information meaningful, it is necessary to have something to 

compare actual performance too. Performance results in this framework will be compared to one of 

the following:  

• The average performance result for the most similar forces 

• Direction of travel (i.e. changes in performance result since the last quarter) 

• The national average  

• An existing performance target or standard’ 
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The dashboard is currently Nationally unavailable due to new a IT upgrade  therefore the Most 

Similar Forces data comparison will be shown in this section until the dashboard becomes 

available. 

Most Similiar Family Comparative – Bedfordshire & Hertfordshire 
 
Nationally forces are grouped into a most similar family (MSF) based on demographics; Bedfordshire 

and Hertfordshire are in the same group. The tables below provides comparative data of key 

performance indicators (KPI’s) for the period April – March 2010 and the MSF average 
 
Chart 1   

 
Chart 2  

 
Chart 3  
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Chart 4  

 
Chart 5  

 
 
 
 1 COMMENTS 

 
 

• When compared to its MSF Bedfordshire is the best performing for percentage of complaints 
locally resolved and 3rd best for fully investigated cases finalised with 120 days. 
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SECTION 2 

Bedfordshire & Hertfordshire Performance Indicators 
 
Each year the Professional Standards Department (PSD) sets internal KPI’s as a way to measure 

its progress towards organisational goals. The below provides an end of year total for both 

Bedfordshire and Hertfordshire forces plus the department combined; the target is that of a 

combined unit since the two collaborated in April 2009. 
 
Table 1  

Polarity Performance Indicator Target Combined 
EOY Beds EOY Herts EOY 09/10  

Status

↓ Complaint allegations per 1000 staff 200 208 222 199

↑ Percentage Local resolution rate for complaint allegations 55% 41 48 35

↑
Percentage of complaint cases completed within 120 working 
days 90% 88 88 87

↓ Percentage of upheld appeals by the IPCC 12% 32 26 37

↓ Average number of days to complete an LR case 56 54 51 58

↑ Percentage of staff satisfied with PSD 75% 73 78 67

↑ Percentage of public satisfied with PSD 50% 60 66 53

↑ Quality assurance (mystery shopper) checks 2 3 3 (joint) 3 (joint)

↑
Random drugs testing procedures in line with the substance 
misuse policy 500 max 332 No random 

testing  332

↑
Percentage statutory obligations in terms of timeliness of gross 
misconduct and misconduct procedures (Reg.21) 90% 90 83 100

Maintain minimum grading by HMIC for both forces Good N/A N/A N/A

↓ Sickness levels (avg.days) Police 8 8.2 0 8.2

↓ Sickness levels (avg.days) Police Staff 8 6.3 0 6.3

Measure Polarity Performance Rating

↑   High values are good

↓   Low values are good
Target not met

Bedfordshire & Hertfordshire Performance Indicators 2009-10

Target met

 
 
 
 
 

 

2.1 COMMENTS   
•  The targets set for the first year of collaboration were intentionally challenging. They were also 

based on the performance of both forces separately in the 08/09. 0809 is considered an 
exceptional year especially when compared nationally in the IPCC published data. This showed 
both forces as recording decreases compared to the 07/08 against a national trend of 
increases. The increases in 09/10 for both Forces also appears to follow a national trend based 
on IPCC half year data  

 
• Of the areas where targets have not been met the increase in IPCC appeals upheld has missed 

the target by the greatest margin. This has been discussed with the IPCC who express no 
cause for concern. A detailed review of the appeals can be found at 4.3 of this report. This will 
be monitored over the next reporting year to ensure any lessons are learnt with an aim to 
reduce the number of avoidable upheld appeals. 

 
• The local resolution rate for both forces has decreased compared to last year impacting on the 

combined performance. An national increase in the use of investigations following the Taylor 
Reforms accounts for the reduction in Local Resolutions.
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SECTION 3 
Workload 

 
This section provides the recorded cases and allegations of the collaborated PSD for the current 

year with month on month breakdown charts over a consecutive two year period and a moving 

average trend line and annual charts with lower and upper confidence limits. 

The current moving average trend line is the average of the previous two data points, this process  

smoothes  out any fluctuations in the data therefore showing a pattern or trend more clearly.  

Lower and upper confidence limits provide an indication of any deviation within the range of 

monthly values.  

3.1 Combined Cases Recorded 2009/10 
The table below provides a total number of cases recorded within PSD during the period. 
 
Table 2 PSD Workload 

  Complaints Conducts Inbox Direction & Control Vetting CRB 
BEDS 352 62 189 397 3000 - 
HERTS 463 39 244 569 7000 120000 
COMBINED 815 101 433 966 10000 120000 

 
3.2 Cases Recorded 

3.2.1 Complaints  
A public complaint case may contain one or multiple allegations made by a/or member/s of the 

public against person/s serving with the police force, one case signifies a single investigation.  

 

The charts below provide a breakdown of the number of public complaint cases recorded against 

each force and as a combined unit. 

 
Chart 6 Bedfordshire monthly recorded complaint cases & trend line               Chart 7 Bedfordshire complaint cases recorded annually & confidence limits 
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Chart 8 Hertfordshire monthly recorded complaint cases & trend line                    Chart 9 Hertfordshire complaint cases recorded annually & confidence limits 

  
Chart 10 Combined monthly recorded complaint cases & trend line                   Chart 11 Combined complaint cases recorded annually & confidence limits 

  
 
 
 
 
 
 
 
 
 

3.2.1 COMMENTS 
 

• The year has since an increase in workload as measured by recorded cases across the 
Department. With the continued publicity around the Policing Pledge it is anticipated 
this increase will continue although the rate of increase may slow.  
 

• The levels seen in the year 09/10 are comparable to those seen in the year 07/08. 
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3.2.2 Conducts  
A conduct case may contain one or multiple breaches of the Code of Professional Standards. One 

case signifies a single investigation and could emanate from a public complaint or an internal 

matter. 

 

The charts below provide a breakdown of the number of conduct cases recorded against each 

force and as a combined unit. 

 
Chart 12 Bedfordshire monthly recorded conduct cases & trend line                Chart 13 Bedfordshire conduct cases recorded annually & confidence limits 

  
Chart 14 Hertfordshire monthly recorded conduct cases & trend line                Chart 15 Hertfordshire conduct cases recorded annually & confidence limits 

  
 
Chart 16 Combined monthly recorded conduct cases & trend line                    Chart 17 Combined conduct  cases recorded annually & confidence limits 
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3.2.3 Direction & Control  
A complaint about direction and control relates to the operational discretion of the Chief Officer. 

 
Chart 18 Bedfordshire monthly recorded direction & control cases & trend line      Chart 19 Bedfordshire direction & control cases recorded annually & confidence limits 

  
 
Chart 20 Hertfordshire monthly recorded direction & control cases & trend line     Chart 21 Hertfordshire direction & control cases recorded annually & confidence limits 

  
 
 
 

3.2.2 COMMENTS 
 

• The new regulations were implemented in December 2008 and have changed the way 
in which conduct matters are dealt with.  
 

• More issues are now dealt with locally therefore the number of recorded conduct cases 
in PSD has seen a decrease. Those dealt with by PSD are of a more serious nature 
and the level of investigation required is much higher.  
 

• Bedfordshire has seen a decrease in the number of conduct cases recorded compared 
to the previous two years. 
 

• The Misconduct Team offer support and guidance alongside the PSD area Inspectors 
to those staff investigating and dealing with local issues. 
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Chart 22 Combined monthly recorded direction & control cases & trend line              Chart 23 Combined direction & control cases recorded annually & confidence limits 

  
 

 

 

 
 
 

3.2.3 COMMENTS 
 

• Recorded direction and control matters have seen a continual increase for Bedfordshire. 
It is believed that this is in part linked to the publicity surrounding the Policing Pledge 
raising public awareness. A full breakdown can be found at 3.3.3 of this report.  
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3.3 Allegations Recorded 

3.3.1 Complaints   
A complaint case can have multiple allegations within it, the allegations are categorised by the 

Home Office. The table below is a reflection of complaint allegations recorded between April – 

March 2009/10 compared to the same period last year. The performance rating shows whether the 

number of allegations has increased, decreased or remained stable compared to the previous 

year. 
Table 3 – Complaint Allegations Recorded  
 

Code Performance Indicator Beds  08/09 Beds  09/10 Beds EOY 
Status Herts 08/09 Herts  09/10 Herts EOY 

Status

A Serious non sexual assault 4 1 0 1

B  Sexual assault 0 0 0 1

C Other assault 30 49 93 68

D Oppressive conduct or 
harassment 49 51 36 50

E Unlawful/unnecessary arrest or 
detention 14 11 23 30

F Discriminatory behaviour 15 15 13 28

G Irregularity in evidence/perjury 15 9 14 26

H Corrupt practice 6 5 2 4

J Mishandling of property 6 10 19 24

K Breach code A PACE 1 2 1 10

L Breach code B PACE 25 12 18 28

M Breach code C PACE 20 40 34 38

N Breach code D PACE 0 0 0 0
P Breach code E PACE

0 0 0 0
Q Lack of fairness & impartiality

46 48 37 52
R Multiple or unspecified breaches

0 0 10 4
S Other neglect or failure in duty

129 166 240 279
T Other irregularity in procedure

29 15 33 46
U Incivility, impoliteness and 

intolerance 104 80 153 170
V Traffic irregularity (Driving 

standards) 6 14 16 12
W Other

14 18 8 15
X Improper disclosure of 

information 13 15 20 18
Y Other sexual conduct

1 1 0 0

527 562 770 904

Bedfordshire & Hertfordshire Complaint Recorded Allegations

Total

 
 

Performance Rating         
  Decreased   Stable   Increased 
            

3.3.1 COMMENTS 
 

• The number of recorded allegations has increased, on average Bedfordshire record 
1.6 allegations per case.  
 

• ‘Other Neglect’ has shown the largest increase for both forces and is in part linked to 
elements of the Policing Pledge in relation to keeping people informed together with 
similar rises with related Direction and Control Cases.  
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3.3.2 Conducts 
A conduct case can have multiple breaches within it, which are categorised by the Home Office. 

The table below is a reflection of breaches recorded between April – March 2009/10 compared to 

the same period last year. The performance rating shows each breach has increased decreased or 

remained stable compared to the previous year. 

 
Table 4 – Conduct Allegations Recorded  

 

 Code Code of Professional Behaviour
Beds  
08/09

Beds  
09/10

Beds  
EOY 

Status

Herts  
08/09

Herts  
09/10

Herts  
EOY 

Status

1 Honesty & Integrity 18 10 10 10

2 Authority, Respect & Courtesy 8 11 7 6

3 Equality & Diversity 5 6 0 1

4 Use of Force 8 0 3 0

5 Orders & Instructions 9 1 6 5

6 Duties & Responsibilities 18 25 19 8

7 Confidentiality 10 6 0 3

8 Fitness for Duty 0 1 2 1

9 Discreditable Conduct 5 30 6 19

10
Challenging & Reporting Improper 
Conduct

0 0 0 0

H Criminal Offences* 3 0 NA 11 0 NA
I Property* 3 0 NA 1 0 NA
J Sobriety* 0 0 NA 0 0 NA
L General Conduct* 27 0 NA 5 0 NA

114 90 70 53Total

Bedfordshire & Hertfordshire Conduct Recorded Allegations

 
 

 

 

Performance Rating 
  Decreased 
    
  Stable   
    
  Increased 
      

* No longer a category of the  
 standards of professional  
behaviour 

3.3.2 COMMENTS 
 

• The reduction in recorded conduct allegations is in line with the fall in recorded 
cases following the introduction of the new Conduct Regulations in December 2008. 
 

• ‘Discreditable Conduct’ and ‘Duties and Responsibilities’ are the highest reporting 
categories, however this is to be expected given it covers the widest possible area 
of conduct breaches. 61% of the Bedfordshire Conduct breaches fall into these two 
categories. First quarter reporting for 2010/11 will review if these increases contain 
trends that require further investigation.  
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3.3.3 Direction & Control 
The Direction and control of a police force is taken to be the legitimate independent operational 

responsibility and discretion held by a chief officer. A complaint that relates to the direction and 

control of a force by a chief officer is one that relates to:- 

 

• general policing standards in the force 

• organisational decisions 

• operational management decisions (where there is no issue of conduct)  

• operational policing policies (where there is no issue of conduct) 

 
The table below is a breakdown of recorded direction and control cases 
 
Table 5 – Direction & Control Matters Recorded  
 

Code of Professional Behaviour Beds 08/09 Beds 09/10 Beds  EOY 
Status Herts  08/09 Herts  09/10 Herts  EOY 

Status

General Policing Standards
141 197 144 203

Organisational Decisions
16 17 0 16

Operational Management Decisions
10 11 1 16

Strategy & Policy on Operational Policing
24 25 50 34

Total
191 250 195 269

Bedfordshire and Hertfordshire Direction & Control Matters Recorded

 

Performance Rating 
  Decreased 
    
  Stable 
    
  Decreased 

    

 

 

 
 
 
 
 
 
 
 

3.3.3 COMMENTS 
 

• The majority of matters recorded as Direction and Control fall into the category of 
‘General Policing Standards’. 
 

• Further research will be carried out using this and future data to identify any ongoing or 
recurring matters together with continued file reading of all D&C matters by members of 
the Authority.   
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3.3.4 Policing Pledge 
The Policing Pledge has been signed up to by both Bedfordshire and Hertfordshire; it sets out ten 

principles on the service that each force will provide to members of the public.  

 
There is no comparative of previous years as the Pledge was not implemented until April 2009 
 
Table 6 – Policing Pledge Matters Recorded  

Policing Pledge Code Beds   
09/10 

Herts  
09/10 

1 - Always treat you fairly with dignity and respect ensuring you have fair access to our services at 
a time that is reasonable and suitable for you. 3 1 
2 - Provide you with information so you know who your dedicated Safer Neighbourhood Team is, 
where they are based, how to contact them and how to work with them. 0 0 
3 - Ensure your Safer Neighbourhood Team and other police patrols are visible and on your 
patch at times when they will be most effective and when you tell us you most need them. We will 
ensure your team are not taken away from neighbourhood business more than is 
absolutely necessary. They will spend at least 80% of their time visibly working in your 
neighbourhood, tackling your priorities. Staff turnover will be minimised. 0 0 
4 - Respond to every message directed to your Safer Neighbourhood Team within 24 hours and, 
where necessary, provide a more detailed response as soon as we can. 0 0 
5 - Aim to answer 999 calls within 10 seconds, deploying to emergencies immediately giving an 
estimated time of arrival, getting to you safely, and as quickly as possible. In urban areas, we will 
aim to get to you within 15 minutes and in rural areas within 20 minutes. 1 2 
6 - Answer all non-emergency calls promptly. If attendance is needed, send a patrol giving you an 
estimated time of arrival, and: 
■ If you are vulnerable or upset aim to be with you within 60 minutes. 
■ If you are calling about an issue that we have agreed with your community will be a 
neighbourhood priority and attendance is required, we will aim to be with you within 60 minutes. 
■ Alternatively, if appropriate, we will make an appointment to see you at a time that fits in with your 
life and within 48 hours. 
■ If agreed that attendance is not necessary we will give you advice, answer your questions and/or 
put you in touch with someone who can help. 0 2 
7 - Arrange regular public meetings to agree your priorities, at least once a month, giving you a 
chance to meet your local team with other members of your community. These will include 
opportunities such as surgeries, street briefings and mobile police station visits which will be 
arranged to meet local needs and requirements. 0 0 
8 - Provide monthly updates on progress, and on local crime and policing issues. This will include 
the provision of crime maps, information on specific crimes and what happened to those brought to 
justice, details of what action we and our partners are taking to make your neighbourhood safer and 
information on how we are performing. 0 1 
9 - If you have been a victim of crime agree with you how often you would like to be kept informed of 
progress in your case and for how long. You have the right to be kept informed at least every month 
if you wish and for as long as is reasonable. 3 9 
10 - Acknowledge any dissatisfaction with the service you have received within 24 hours of 
reporting it to us. To help us fully resolve the matter, discuss with you how it will be handled, give 
you an opportunity to talk in person to someone about your concerns and agree with you what will 
be done about them and how quickly. 0 0 
Total 7 15 

 

3.3.4 COMMENTS 
 

• The majority of recorded matters in relation to Policing Pledge fall into code 1 or 9. These 
are concerned with treating people with dignity  and  failing to keep people informed and 
are also reflected in ‘ ‘Incivility’  and  ‘Other Neglect’ allegations recorded as complaints 
against police. 
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SECTION 4 
Performance / Timeliness 

 
4.1 Finalised Allegations  
 

4.1.1 Complaint Results 
Each allegation within a case is independently resolved, and can be Withdrawn, Dispensed, 

Discontinued and, Locally Resolved or via a full investigation found Unsubstantiated or 

Substantiated.  

Substantiated 
This section is the number of complaint allegations substantiated each month and the trend line 

plus the annual total with the upper and lower confidence limit with previous two years for 

comparison. 
 
Chart 24 Bedfordshire complaint allegations substantiated & trend lines                  Chart 25 Bedfordshire complaint allegations substantiated & confidence limits 

  
Chart 26 Hertfordshire complaint allegations substantiated & trend lines                      Chart 27 Hertfordshire complaint allegations substantiated & confidence limits 

  
Chart 28 Combined complaint allegations substantiated & trend lines                            Chart 29 Combined complaint allegations substantiated & confidence limits 
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 Unsubstantiated 
This section is the number of complaint allegations unsubstantiated each month and the trend line 

plus the annual total with the upper and lower confidence limit with previous two years for 

comparison. 
 
Chart 30 Bedfordshire complaint allegations unsubstantiated & trend lines                 Chart 31  Bedfordshire complaint allegations unsubstantiated & confidence limits 

   
Chart 32 Hertfordshire complaint allegations unsubstantiated & trend lines                 Chart 33 Hertfordshire complaint allegations unsubstantiated & confidence limits 

  
Chart 34 Combined complaint allegations unsubstantiated & trend lines                Chart 35 Combined complaint allegations unsubstantiated & confidence limits 
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Local Resolution 
This section is the number of complaint allegations locally resolved each month and the trend line 

plus the annual total with the upper and lower confidence levels with previous two years for 

comparison. 

 
Chart 36 Bedfordshire complaint allegations locally resolved & trend lines               Chart 37 Bedfordshire complaint allegations locally resolved & confidence limits 

  
 
Chart 38 Hertfordshire complaint allegations locally resolved & trend lines                 Chart 39 Hertfordshire complaint allegations locally resolved & confidence limits 

  
Chart 40 Combined complaint allegations locally resolved & trend lines                 Chart 41 Combined complaint allegations locally resolved & confidence limits 
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4.1.2. Timeliness of Complaint Cases  
This is measure from the day the case is recorded to finalised, it is anticipated that dealing with 

complaints would undertake a proportionate approach in accordance to the seriousness of the 

complaint. The timescales in the below charts is a performance indicator, with an aim of  

completing cases within 120 working days, although it is acknowledged that due to a number of  

factors it is not possible for all cases. 

Full Investigations 
 
Chart 42 Bedfordshire timescales fully investigated complaint cases finalised 2009-10 includes confidence limits 

 
                              
 
 
Chart 43 Hertfordshire timescales fully investigated complaint cases finalised 2009-10 includes confidence limits 

 
 
 
 
 

4.1.1 COMMENTS 
 

• There has been a decrease in the number of dispensations by the IPCC for both 
forces. Bedfordshire dispensations by the IPCC have fallen 39% (54 to 33). 
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Chart 45 Combined timescales fully investigated complaint cases finalised 2009-10 includes confidence limits 

 

 

 

 
 

 

 

 

 

 

 

 

Locally Resolved Cases 
Chart 46 Bedfordshire timescales locally resolved complaint cases finalised 2009-10 includes confidence limits 

 
 

4.1.2 COMMENTS  
 

• Timeliness has improved over the course of the year, 30 out of 205 fully investigated 
cases took over 120 days to finalise. There will always be cases that will not be 
completed within the desired 120 days due to their complexity or other extenuating 
circumstances.  

 
• A new robust performance management process was introduced by the BHPSD in 

December 2009 which has seen steady improvements in the timeliness of 
investigations. This will continue throughout 2010/11. 
 

• Of Bedfordshire’s 78 investigated cases 70 were finalised within the set timescale 
(90%) 
 

• Proportionate investigating has had a positive impact on the number of Bedfordshire 
cases completed within the first 30 days; these are mainly cases whereby the 
complainant refused the local resolution process although the allegations within the 
case met the criteria to locally resolve. 
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 Chart 47 Hertfordshire timescales locally resolved complaint cases finalised 2009-10 includes confidence limits 

 
 
Chart 48 Combined timescales locally resolved complaint cases finalised 2009-10 includes confidence limits 

 

 

 

 
 
 

 

 

 

4.2.1. Conduct Formal Sanctions 
Where the findings of conduct case is that of a case to answer the individual concerned may be 

taken to a disciplinary meeting or hearing depending on the severity. 

  

The tables below show the most severe sanction and breach code in any one particular case for 

one subject. 

4.1.3 COMMENTS  
 

• The majority of Local Resolutions were completed within the local target of 55 days. 
 

• Of the 162 Bedfordshire Locally Resolved cases  
 

o 112 were finalised within the local target (69%) 
 

o 4 were completed over the 120 working days (2.5%)  
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Police Officers / Specials Hearings & Sanctions 
 
Table 7 Bedfordshire Conduct Outcomes emanated from a Hearing 

SANCTION CODE OF CONDUCT 
 Discreditable Conduct 

Dismissal Without Notice 1 
 
Table 8 Hertfordshire Conduct Outcomes emanated from a Hearing 

SANCTION CODE OF CONDUCT 
 Honesty and Integrity Discreditable Conduct 
Written Warning 0 1 
Final Written Warning 1 0 
Dismissal Without Notice 0 1 

 
Table 9 Bedfordshire & Hertfordshire Combined Conduct Outcomes emanated from a Hearing 

SANCTION CODE OF CONDUCT 
 Honesty and Integrity Discreditable Conduct 
Written Warning 0 1 
Final Written Warning 1 0 
Dismissal Without Notice 0 2 

 

Police Officers / Specials Meetings & Sanctions 
 
Table 10 Bedfordshire Conduct Outcomes emanated from a Meeting 

SANCTION CODE OF CONDUCT 

 Honesty & 
Integrity 

Duties & 
Responsibilities 

Discreditable 
Conduct 

Authority 
Respect & 
Courtesy 

Equality & 
Diversity Confidentiality 

Final Written Warning 0 1 1 0 0 0 

Written Warning 1 4 2 1 0 1 

Management Advice 0 1 0 0 1 1 
 

Table 11 Hertfordshire Conduct Outcomes emanated from a Meeting 
SANCTION CODE OF CONDUCT

 
Orders & 

Instructions Honesty & Integrity Fitness for Duty Discreditable 
Conduct 

Final Written Warning 0 0 0 1 

Written Warning 0 1 1 0 

Management Advice 1 0 0 0 
 

Table 12 Bedfordshire & Hertfordshire Combined Conduct Outcomes emanated from a Meeting 
SANCTION CODE OF CONDUCT 

 
Honesty 

& 
Integrity 

Duties & 
Responsibilities 

Discreditable 
Conduct 

Authority 
Respect 

& 
Courtesy 

Equality 
& 

Diversity 
Confidentiality Orders & 

Instructions 
Fitness 
for Duty 

Final Written 
Warning 0 1 1 0 0 0 0 0 

Written 
Warning 1 4 2 1 0 1 0 1 

Management 
Advice 0 1 0 0 1 1 1 0 
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Police Staff / Community Support Officers Hearings & Outcomes 
 

Table 13 Combined Conduct Outcomes emanated from a Hearing 
SANCTION CODE OF CONDUCT 

 Confidentiality Discreditable Conduct 
Written Warning 1 0 
Dismissal Without Notice 0 1 

 

4.2.2. Resigned during an Investigation before Formal Proceedings 
 

On occasions individuals who are under a conduct investigation choose to resign before any 

formal proceedings. The table below shows the number of subjects who have resigned under 

these conditions. 
 
Table 14 Staff Resignations   

  Beds Herts Combined 
Resignations 4 6 10 

 

 

 

 

4.2 COMMENTS 
 

• The police staff Hearings were for Hertfordshire. 
 

• On occasions employees under investigation resign, this is true for four members of 
Bedfordshire staff and consists of both officers and police staff. 
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4.2 IPCC APPEALS 
 
The complainant has the right to appeal to the IPCC against three main areas, these are: 

1) The use of the Local resolution process 

2) The outcome of a  police investigation 

3) The non recording of a complaint 
 
The tables below show how many appeals have been made for each category and the outcome. 
 
Table 15 Bedfordshire IPCC Appeals and Outcomes 

 Out-standing Not Upheld Upheld Total 

Complaint 

LR Process    
2009/10 0 9 0 9 

2008/09 0 12 1 13 

Outcome of Police Investigation

2009/10 8 21 5 34 

2008/09 0 13 2 15 

Non Recording of a Complaint

2009/10 0 0 0 0 

2008/09 0 1 0 1 

Direction & 

Control 

Non Recording of a Complaint

2009/10 7 7 6 20 

2008/09 0 7 5 12 

Inbox 

Non Recording of a Complaint

2009/10 1 2 3 6 

2008/09 0 2 1 3 

 
Table 16 Hertfordshire IPCC Appeals and Outcomes 

 Out-standing Not Upheld Upheld Total 

Complaint 

LR Process    

2009/10 2 6 1 9 

2008/09 0 11 1 12 

Outcome of Police Investigation

2009/10 13 17 9 39 

2008/09 0 43 10 53 

Non Recording of a Complaint

2009/10 0 0 0 0 

2008/09 0 0 0 0 

Direction & 

Control 

Non Recording of a Complaint
2009/10 5 7 9 21 

2008/09 0 8 1 9 

Inbox 

Non Recording of a Complaint

2009/10 1 4 1 6 

2008/09 0 3 1 4 
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Table 17 Bedfordshire & Hertfordshire Combined IPCC Appeals and Outcomes 

 Out-standing Not Upheld Upheld Total 

Complaint 

LR Process    

2009/10 2 15 1 18 

2008/09 0 23 2 25 

Outcome of Police Investigation

2009/10 21 38 14 73 

2008/09 0 56 12 68 

Non Recording of a Complaint

2009/10 0 0 0 0 

2008/09 0 1 0 1 

Direction & 

Control 

Non Recording of a Complaint

2009/10 13 14 14 41 

2008/09 0 15 6 21 

Inbox 

Non Recording of a Complaint

2009/10 2 6 4 12 

2008/09 0 5 2 7 

 

 

 

 
 
 
 
 
 

4.3 COMMENTS 
 

• The majority of Bedfordshire appeals are against the outcome of police investigation 
although the highest number of upheld appeals is for the non recording of a complaint, 
when recorded as a D&C matter.  
 

• The increase in number of appeals upheld has been highlighted as an area of concern in 
Section 2 and has been the subject of review by PSD and the IPCC locally. At this time the 
IPCC have expressed no concern in relation to either working practice of the Department 
or the present level of appeals being received. This is constantly monitored and reviewed 
and is regularly discussed with the IPCC. 
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SECTION 5 

Complainant Demographics 
 
This section provides a measure of proportion of population demographics as guideline for 

comparative measures of complainants.  
Table 18 Bedfordshire & Hertfordshire Complainant Demographics against Population 

Code
Beds 09/10 - 

% of 
Population

Beds  
09/10

Beds 
Status

Herts 09/10 -% 
of Population

Herts  
09/10

Herts 
Status

Combined  
Population0

9/10

Combined 
Force 09/10

Combined 
Status

GENDER

Male 49.9 61.3 48.8 62.2 49.35 61.75

Female 50.1 37.8 51.2 36.8 50.65 37.3

AGE

0‐19 25.4 3.2 25.1 4.1 25.25 3.65

20‐29 13.3 18.6 11.8 13.2 12.55 15.9

30‐39 14.6 21.3 14.3 16.6 14.45 18.95

40‐49 15.3 26.9 16 19.9 15.65 23.4

50‐59 12 11.5 12 8.8 12 10.15

60+ 19.4 6.9 20.8 5.5 20.1 6.2

ETHNICITY

Asian 10 13.1 4.5 4.1 7.25 8.6

Black 4.1 12 2.4 9 3.25 10.5

Mixed 2.1 0 1.9 0 2 0

White 82.2 62.9 89.6 56.3 85.9 59.6

Other 1.6 1.6 1.6 2.5 1.6 2.05

Bedfordshire & Hertfordshire Complianant Demographics against Population

 
Bedfordshire population based on midyear population estimates and forecasts 2008 
Hertfordshire population based on midyear population estimates 2008 and Office of National Statistics mid 2007 

Excludes unknowns but the percentages are percentage of total therefore may not add up to 100 

Lower than population

Higher than population

Stable

 

5 COMMENTS 
• The complainants against Bedfordshire Police do not fully reflect the population 

demographic for the County. 
 

• The majority of complainants are white males between the ages of 20 – 49 and is higher 
than the counties demographic profile. 

 
• A similar disparity can be seen in the percentage of the black community within 

Bedfordshire as the percentage of complainants is significantly higher than the 
demographic profile. Detailed research to better understand the issues behind this 
disparity and that seen with regards satisfaction is being taken forward in force through 
the Service Improvement Group and nationally via the ACPO Complaints and 
Misconduct Group lead by Chief Constable Paul West of West Mercia.  
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SECTION 6 
Subject Demographics 

 

This section provides a measure of proportion of the workforce demographics as a guideline for 

comparative measures of subjects. 
Table 19 Bedfordshire & Hertfordshire Subject Demographics against Workforce 

Code Beds 09/10 - % 
of Workforce Beds  09/10 Beds Status Herts 09/10 -% 

of Workforce Herts 09/10 Herts Status
Combined 
09/10 -% of 
Workforce

Combined 
09/10

Combined 
Status

STAFF TYPE

Officer 50 79.8 47.4 81.1 48.7 80.45

Special 7.1 1 7.1 1.4 7.1 1.2

PCSO 4.9 1.3 5.6 2.4 5.25 1.85

Police Staff 38 6.6 39.8 4.6 38.9 5.6

SERVICE

0‐2 25.4 21.5 26.5 22.3 25.95 21.9

3‐5 13.3 24.2 21.2 30.4 17.25 27.3

6‐10 14.6 22.1 25.6 26.5 20.1 24.3

11‐15 15.3 7.8 8.4 4.8 11.85 6.3

16‐20 12 5.9 7.4 6.7 9.7 6.3

21‐25 10.4 5.6 6.2 4.9 8.3 5.25

26+ 9 4.2 4.5 4.1 6.75 4.15

ETHNICITY

Asian 3.5 4.9 1.7 1.4 2.6 3.15

Black 1.6 0.87 0.79 0.5 1.195 0.685

Mixed 1.5 0 0.59 0 1.045 0

White 91.5 80.8 96.4 84.2 93.95 82.5

Other 0.1 2.3 0.8 1.5 0.45 1.9

Bedfordshire & Hertfordshire Subject Demographics against Workforce

 
Staffing levels based on end of March 2010 workforce 

 Excludes unknowns but the percentages are percentage of total therefore may not add up to 100 

 lower than workforce

higher than workforce

Performance Rating

 
  

 

 

6 COMMENTS 
 

• The service band of 3-5 and 6-10 years sees a higher percentage of subjects of a 
complaint than the force breakdown.  
 

• In comparison to the percentage of officers in the workforce the percentage of subjects is 
significantly higher as would be expected as officers make up the majority of public facing 
operational staff.  
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SECTION 7 
Letters of Appreciation 

 
This section provides an overview of the external number of letters of appreciation recorded onto 

the PSD system.  
 
 
Table 20 Bedfordshire & Hertfordshire Recorded Letters of Appreciation  

 

 

 

 

 

 Beds Herts Combined 
Letters of Appreciation 142 282 424 

7 COMMENTS 
 

• There were 212 letters of appreciation for Bedfordshire in the year 08/09. There is no 
comparative data as recording across both forces was not implemented until collaboration 
in April 2009. 
 

• Members will now see a sample of letters as part of quarterly file reading. 
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SECTION 8 
Lessons Learnt 

The IPCC state that they as well as police forces and policing partners have a role to play in 

ensuring that learning from the complaints system is captured, disseminated and monitored.   

Bedfordshire and Hertfordshire continually strive to improve the service they offer to members of 

the public and identifying, reviewing, monitoring and disseminating lessons for learning have 

contributed to this aim. 

Where learning has been identified a Service Improvement Document (SID) is generated stating 

areas / actions for reviewing and actioning. This year a total of seven SID’s were generated for 

wider learning to be disseminated and whilst there is no comparative data due to this being a new 

process the below will provide members with overview of the themes covered.  

Given the change towards more learning outcomes under the new IPCC Guidance it is anticipated 

that this figure will rise in 2010/11.  

Notable Lessons identified this year have included: 

• Custody Paper records - Continuation sheets needing to be time / date stamped to 

improve integrity; 

 

• Prisoner transportation – Review of risk assessments when conveying persons in 

‘protected areas’ of Police van; 

 

• Custody - Post release care plans – Custody officers reminded of the need to record 

accurately the risks presented by detainees and ensure that these risks are to include post 

release care plans; 

 

• Call Handling - Cross border call handling of 999 calls between the neighbouring forces. 

Misrouted 999 calls from mobile phones have required a review of call handling 

procedures to ensure that calls are not delayed or lost; 

 

• Call Handling – The identification grading and management of potential critical incidents 

that relate to vulnerable persons. A review of call handling and dispatch procedures has 

been undertaken to ensure that initial risk assessments correctly influence the priority 

given to reported incidents.  
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SECTION 9 
Conclusion 

 
The Force continues to meet the requirements of the provisions of the Police Act 1996 with regard 

to the handling of Complaints and Misconduct and the Police Authority remained properly informed 

of the workings of Sections 67 to 76 of that Legislation. 

 

SECTION 10 
Recommendation 

 

 

That the report be accepted and noted by members of the Police Authority. 
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Complaints & Professional Standards Committee  
18 May 2010 

Item 9 
 INDEPENDENT CUSTODY VISITORS’ PANEL 

 
27th April  2010 

 
Minutes of Meeting 

PRESENT 
Mrs P Fletcher (Chair) 
 
Mr Arnold Brown, Mr Barry Brown, Mr George Dykes, Mrs Honey Farmer, Mr 
Philip Jerred, Mr Lee Knapp, Ms June Laws, Ms Susan Lofthouse, Mr Abdul 
Malik, Mr Mark Mason, Mr David Miller, Mr Sidney Miller, Mr Graham Mitchell, 
Mr Mo Rashid, Mr Mike Rudd, Mr Richard Sutton, Mr Stephen Tiktin, Mrs june 
Vallerius, Mr Revaldo Walters, Mr Barry Wheeldon, Mrs Lenanne Whitehead, 
Mrs Kathy Johnson, Mr John Williams, Assistant Chief Constable (Territorial 
Policing) Katherine Govier, Chief Inspector Jaki Whittred, Mrs Pat Brown, Ms 
Janet Wardell Mr Andrew Lane and Inspector Robert Tompkins of UK Borders 
Agency. 
 
Apologies for absence were received from Ms Jacqueline Dowsing, Mr Vic 
Eltringham, Ms Sandra Fairs, Mr Paul Fensom, Mrs Shamim Hamida, Mr Nick 
Hill, Mr Humayun Kobir, Mr Hugh Pratt, Mr Ian Webster, Mr Shahzad 
Choudhry, Mrs Alison Graham, and Mrs Sarah Holland. 
 
Communication from the Chair 
Mrs Penny Fletcher welcomed Temporary Chief Inspector of Criminal Justice 
Jaki Whittred and also Assistant Chief Constable (Territorial Policing) 
Katherine Govier. 
 
1 MINUTES 

 
The minutes of the Independent Custody Visitors Panel held on 19th 
January 2010 were confirmed.  
 

2 MATTERS ARISING 
 
There were no matters arising. 
. 

3  UK BORDER AGENCY 
 
Inspector Robert Tompkins of UK Border Agency Local Immigration 
Team Bedfordshire and Northamptonshire (West) gave a presentation to 
members of the panel explaining the roles and procedures of his 
organisation paying particular attention to immigration detainees in 
police custody. He assured the panel that improvements had been made 
over recent months to keep the length of stay of immigration detainees 
to a minimum with the introduction of revised transport arrangements.  
 
Members of the Panel noted the new transport arrangements and 
welcomed the informative presentation of the work of the UK Border 
Agency. 
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4 CUSTODY SUITES REPORT 
Chief Inspector Jaki Whittred submitted an update report of Custody 
Suites. 
 
The following was highlighted: 
 
Resource Levels 
Staffing levels were at full establishment. A process for succession 
planning was currently being devised with the Force Training and 
Development Services. Regional training of Detention Officers had been 
instigated to allow training to be carried out in a more timely way.  
 
Staff Changes 
Inspector John Maries was to leave his role as Custody Manager and 
this post had been advertised. The post of Custody Officer had been 
given a one-year tenure. 
,  
Estates Issues 
Cleaning of Custody areas and cells was being closely monitored and 
shortfalls in standards had been picked up. ICVs were urged to pay 
particular attention to cleanliness of custody areas during their visits and 
asked to report all issues found. The cleaning contract was due for 
renewal next year and user requirement standards had been revised in 
preparation for contractual negotiations. 
 
The user requirements for improved CCTV including audio capability 
and improved storage had been communicated to the Estates 
Department and this information was to be put to suppliers by late June 
2010. The Force was waiting on guidance from the National Policing 
Improvement Agency (NPIA) regarding digital interview standards. 
Members of the Panel were advised that the installation of both of these 
projects would require closure of the custody units and interview rooms. 
 
Custody Performance. 
The report advised that a new custody performance framework was 
being developed to enable the custody managers to better scrutinise the 
performance of their staff and manage the custody units more 
effectively. 
 
Operation Safeguard 
There had been no request made by the Home Office to reinstate 
Operation Safeguard. 
 
Her Majesty Inspector of Constabularies (HMIC) Inspection of 
Custody. 
No notification had been received regarding the anticipated inspection of 
custody to date. The HMIC had published an Expectations Report to 
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inform of standards expected within custody and this was to be made 
available to all ICVs. 
 
Members of the panel discussed the report raised the following points:- 
 
Members enquired if there was a specific member of custody staff at 
each unit with responsibility for the standard of cleaning and were 
surprised that this was not the case and that responsibility fell to the 
Estates Department based at Headquarters. 
 
Members pointed out that whiteboards to monitor cleaning of cells were 
not being used effectively. 
 
Members suggested that monitors for improved CCTV should be placed 
in more than one location as currently, particularly during busy spells, 
there was not always a member of staff able to watch the monitors in the 
custody office. 
 
It was requested that the Force notify the Scheme Administrator should 
Operation Safeguard was to be reinstated. 
 
Members of the Panel commented that graffiti had remained on cell 
doors at Dunstable Police Station for some time and suggested that it be 
removed. 
 
Resolved  
 

That the report be noted 
 

 
5. UPDATE REPORT OF THE CHAIR 

 
Mrs Penny Fletcher, Chair, addressed the following matters: 
 
Probationary Interviews 
Probationary interviews had been successfully undertaken for all new 
ICVs.  
 
ICVA National Conference 
The ICVA National Conference was to take place in November 2010 in 
Leeds. Four places were to be available and the Scheme Administrator 
would email all ICVs to them to register their interest. 
 
Eastern Region ICVA Conference 
This conference was to take place on Saturday 12th June 2010 in 
Hertford and all ICVs were invited to attend. 
 
Diversity and Human Rights Training 
The Chair advised that a considerable number of ICVs had taken up the 
offer of Diversity and Human Rights training provided by the Police 
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Authority. 
 
Bedfordshire ICV Handbook 
The Bedfordshire ICV Handbook would be revised when the PACE 
reviews, already considerably overdue, were published. 
 
Custody Gold Group 
The Chair advised that the Custody Gold Group had ceased and that a 
new task and finish group had been set up to address the ‘Expectations 
agenda’. 
 
Security Vetting 
In line with Police Authority policy all ICVs are required to undergo 
Security Checking. New ICVs had all passed this vetting. Pat Brown will 
contact ICVs about this process by email. 
 
ICVA Revised Code of Practice 
The ICVA Code of Practice had been revised and members of the panel 
were supplied with a copy. 
 
Mattress cleaning 
The Chair asked all ICVs during visits to check that cell mattresses were 
cleaned between detainees to help prevent the spread of infection as 
was expected in the ‘Expectations’ document as mentioned above. 
 
Police Authority Inspection 
The Chair informed members of the panel that the Police Authority was 
to be inspected jointly by Her Majesty’s Inspectorate of Constabulary 
and the Audit Commission in July 2010 and that there was likely to be a 
request for input from the IVC scheme. She asked that any views of 
ICVs on the value of the scheme be emailed to the Scheme 
Administrator for inclusion in inspection documentation by the end of the 
week. 
 
Goodbye to the Chair  
The Chair announced that she was standing down from her position as 
Vice Chair of Bedfordshire Police Authority from May 2010 and therefore 
would no longer be Chair of the ICV Panel. (Chair of ICV Panel was a 
responsibility of the Vice Chair role). Members of the Panel were 
saddened by this news and commended the Chair for her many 
achievements within the ICV scheme and custody and wished her well. 
 

6. MONITORING REPORT 
 
Chief Inspector Jaki Whittred submitted a monitoring report of the Police 
Authority and Force which summarised the activities of Independent 
Custody Visitors between 1 January 2010 and 31 March 2010 and 
highlighted associated issues. 
 
Reports were very positive about the conduct of the Custody Staff and 
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given the positive comments from the panel on this matter particularly 
over the last two quarters it was agreed that a letter of appreciation be 
sent to ACC (Territorial Policing).  
 
Areas highlighted were: 

 There were 35 visits carried out against a target of 39 during this 
quarter.  

 158 detainees had consented to be seen against 234 in detention 
at the time of the visits – 67.5%. 

 Most visits had occurred on weekdays; one visit had occurred on 
a Sunday and there had been no visits on a Saturday. 

 
Chief Inspector Jaki Whittred urged ICVs to speak to the Duty Inspector 
if at any time they were dissatisfied during a visit. 
 
Chief Inspector Jaki Whittred confirmed that there was a total smoking 
ban across the Force and this included detainees in police custody. 
Members of the panel pointed out that cigarette butts had been found in 
exercise yards on several occasions and also commented that these 
areas were not regularly cleaned. Chief Inspector Whittred advised that 
she would look into this matter with the Custody Managers. 
 
Chief Inspector Whittred also advised, following discussion with 
members, that she would look into fire regulations and evacuation 
procedures in all custody units. 
 
Members of the panel were informed that custody repairs do take priority 
over general repairs and that service from the Estates Department was 
generally considered good. 
 
Resolved  
 
That the report be noted 
 

7 REPORT OF THE SCHEME CO-ORDINATOR 
 
Mr Mike Rudd, Scheme Coordinator, was pleased that the targets for the 
last quarter had almost been met.  
 
Mr Rudd had been invited to a Cambridgeshire ICV meeting to discuss 
self-introduction in June 2010. 
 
ICVs were asked to ensure that they copied/emailed Mr Rudd into their 
visiting arrangements so that he could monitor the visits against the 
targets set. 
 
Mr Rudd expressed disappointment that there was no press coverage 
for ICVs from the National Police Authorities Awareness day held in 
January 2010. Members of the panel discussed that more publicity 
should be given to the scheme as it reassured the public and would 
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increase confidence in the police if better communicated. 
 

8 EASTERN REGION ICVA REPORT 
 
Mr Nick Hill, unable to attend this meeting, had submitted an update 
report to the panel on the meeting held on 3 March 2010 of the Eastern 
Region Independent Custody Visiting Association at Newmarket. 
 
Highlights of the report were; 
 

1. ICVA Representation 
2. ICVA Update 
3. Reporting Matrix 
4. Regional Conference 2010 
5. Custody inspections Update 
6. Scheme Updates 

 
The minutes from this meeting were to be made available on request to 
members of the panel. 
 
Resolved  
That the report be noted 
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