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This report combines three areas dealt with by Professional Standards Department: Public Complaints,
Conduct, and Anti-Corruption Unit Intelligence.

Public Complaints and Conduct are assessed under the Police (Complaints and Misconduct)
Regulations 2020 and Police (Conduct) Regulations 2020.

Conduct is reviewed in relation to Standards of Professional Behaviour as defined within the Code of
Ethics:

Honesty and Integrity Duties and Responsibilities

Authority/ Respect/ Courtesy Confidentiality

Equality and Diversity Fitness for duty

Use of Force Discreditable Conduct

Orders and Instructions Challenging and Reporting Improper Conduct

This report covers 2023/2024 Quarter 2 (Q2), 01/07/2023 to 30/09/2023. Figures in this report are
correct as of 13/10/2023.

Conduct, Anti-Corruption Unit Intelligence, and certain commentary within the Public Complaints
sections are not for publication. Please consult with the Head of Professional Standards prior to
publishing any of the contents of this report.

In line with IOPC data collection and analysis, De-Recorded Public Complaint allegations and cases,
unless otherwise stated, have been excluded from the below figures and commentary. De-Recorded
cases and/or allegations may concern persons who are not eligible, as per the Police Regulations 2020,
to make an expression of dissatisfaction and/or have been logged/recorded in error.

Unless otherwise stated, the below sections relate to allegations recorded within a given quarter and
added to a case which has been logged/recorded in the same quarter. They do not include allegations
which have been logged/recorded but added to an earlier quarter’s case, e.g., allegation recorded in
Q1 but added to a Q2 case; this is to allow more like for like comparisons between quarters.
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Public Complaints

Complaints (expressions of dissatisfaction) have decreased in Q2 when compared with Q1. Cases have
decreased by 10.2% and allegations have decreased by 1.19%. This is only a small decrease and when
comparing this figure to that of Q2 22-33 there is still a significant increase. The small decrease in both
cases and allegations coincides with decreases in all 3 areas of incidents, crimes and custody arrests
when compared with Q1 (Appendix C).

Complaint Cases & Allegations Q1 22/23- Q2 23/24
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Schedule 3 complaints cases have significantly reduced when comparing the figure to Q4 of 22-23.
The reduction between these quarters is -38% from 60 schedule 3 cases to 37 in this quarter. The
number of Schedule 3 cases in Q2 is lower than Q2 of the previous year where there was 39.
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Handling Times

There have been significant improvements in the time between cases received to initial contact. The
figures for Q2 23/24 are in the first tables and those of Q1 23/24 are shown underneath.

Contact Days (Case Received to Initial Contact) — Including De-Recorded Cases

Q2 23/24 July August September
0-5 days 72 81 78
6-10 days 3 1 3
11-20 days p 1 2
21-30 days 4 1 1
Over 31 days 0 0 0

Q1 23/24 April May June
0-5 days 30 72 84
6-10 days 2 14 18
11-20 days 4 6 3
21-30 days 14 11 7
Over 31 days 12 7 0
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Contact Days (Case Received to Initial Contact)— Including De-Recorded Cases
Schedule 3 and Outside Schedule 3 Cases

Q2 23/24 Outside of Schedule 3 Schedule 3
0-5 days 205 35

6-10 days 5 2

11-20 days 5 0

21-30 days 4 2

Over 31 days 0 0

Q1 23/24 Outside of Schedule 3 Schedule 3
0-5 days 161 25

6-10 days 32 2

11-20 days 10 3

21-30 days 27 5

Over 31 days 11 8

Days taken to log Complaint (Case Received to Case Logged) — Including De-Recorded Cases

Q2 July August September
0-5 days 84 81 81

5+ 6 2 2

Ql April May June

0-5 days 52 87 91

5+ 10 23 21

A total of 246 cases (96% including De-Recorded cases) were logged within 7 days of having been
received in Q2, this percentage is higher to that of the previous quarter, Q1 (93%).

Average Finalisation Times of Cases Logged/Recorded and Finalised

Finalisation figures include only cases logged in Q2 and finalised in Q2, they do not include roll over legacy cases
from previous quarters, this allows a fair comparison between quarters.

Average number of days to finalise Average number of days to finalise
Complaint Case Outside Schedule 3 Complaint Case Schedule 3
Ql21/22 17.5 314
Q2 21/22 4,91 31.81
Q3 21/22 7.15 26.88
Q4 21/22 5.98 26.09
Ql22/23 6.73 21.5
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Q2 22/23 10.4 20.6
18 30
Q3 22/23 (Including De-Recorded Cases) (Including De-Recorded Cases)
17.44 44
Q4 22/23 (Including De-Recorded Cases) (Including De-Recorded Cases)
150 Finalised 7 Cases Finalised
81 Cases remain Live 54 Remain Live
30.08 35.66
Q1 23/24 113 Finalised 3 Finalised
69 Live 34 Live
19.2 52.2
153 Finalised 7 Finalised
65 Live 27 Live
Sk 1 LPB Review made
2x Sub judice

Within this quarter we can see improvements in the time taken to finalise cases compared with the
previous quarter. In Q1 62.93% of cases finalised where done within 28+ days, whereas in Q2 only
28.12% of finalised cases were done in 28+ days.

Q2 23/24 Days to Finalise Count of Cases
1 Week 0-6 Days 15
2 Weeks 7-13 Days 27
3 Weeks 14-20 Days 46
4 Weeks 21-27 Days 27
Over 4 Weeks 28+ Days 45
Remain Live N/A 92
Q1 23/24 Days to Finalise Count of Cases
1 Week 0-6 Days 6
2 Weeks 7-13 Days 2
3 Weeks 14-20 Days 2
4 Weeks 21-27 Days 33
Over 4 Weeks 28+ Days 73
Remain Live N/A 103

The total number of cases logged/recorded in Q2 and finalised in Q2 was 160 and those
logged/recorded in Q2 and remaining live at the end of Q2 is 92. This is a 63/36 split and shows an

increase in performance compared to Q1 which was a 40/36 split.

During Q2 88% of cases were Resolved, 3% were Not Resolved NFA, 3% The service provided was
acceptable, 1% the service provided was not acceptable an 5% De recorded. (Appendix F).

Complaints Received
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During Q2 255 complaints (including 9 De-Recorded) were received through various routes; Online
complaints remain the most common. The overall % share of complaints received Online and over
the telephone are similar to Q1. Complaints received via the IOPC have increased from 14% in Q1 to

20% in Q2.

Q2 How complaints have been recieved
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Complainant Characteristics

From the Complainant Characteristics data available, complaints are still more likely to be submitted
from Males (50%) rather than Females (45%). There are no significant changes in % of gender from
the below figures to those of Q1 (Males 54% females 41%).
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For the complainants Age Q2 has seen a reduction of 5% in the unknown category compared to Q1,
this coincides with a small increase in all the other age category’s in Q2 compared to Q1.

Q2 23/24- Complainants Age

Under 18
Unknown 2% 18-30
20% 15%

61+

9% 31-40

20%

51-60
18% 41-50
16%
= Under 18 =18-30 = 31-40 41-50 =51-60 =61+ = Unknown

The Ethnicity of the complainant is not known in over half of the cases, which was also the case in
Q1. Although the new single online form, where diversity data is automatically ingested into
Centurion went live at the start of the previous quarter, we have not seen any significant
improvements with this information being captured.
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Q2 23/24- Complainants Ethnicity
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See Appendix D for breakdown of Complainant Ethnicity: Self Classification.

Some of the complainants characterised as ‘unknown ethnicity’ remain due to this not being recorded
in PSD, however, dip sampling shows that some are due to complainants preferring not to say on IOPC
forms, email or via phone. Following on from dip sampling, further scrutiny of the different reporting
methods is now required to focus performance management.

Complaint Allegations

All complaint groups have either maintained same overall share of allegations or had a small increase
since Q1. The most common complaint group continues to be Group A — Delivery of duties and service
followed by Group H — Individual Behaviours which has seen an increase of 3% this quarter. Group B —
Police powers, policies and procedures continues to be in the top 3.

Complaint Group

A-Delivery of duties and
service

B - Police powers,
policies and procedures
C - Handling of or
damage to
property/premises

D - Access and/or
disclosure of
information

E - Use of police
vehicles

F - Discriminatory
behaviour

G - Abuse of
position/corruption

H - Individual
behaviours

J —Sexual Conduct

K - Discreditable
conduct
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L — Other

Q2 Complaint Allegations by Group
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See Appendix B Table B3 for comparison with Q1.
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When comparing the Group H figures from Q2 to Q1 there has been...

- H1Impolite language and tone, an increase from 17 to 28.

H2 Impolite and intolerant actions, stayed the same at 8.

H3 Unprofessional attitude and respect a small decrease from 19 to 18.
- H4 Lack of fairness and impartiality a decrease from 11 to 9.
- H5 Overbearing or harassing behaviours a small increase from 20 to 21.

Of the 84 complaint cases citing an allegation from Group H, 16 of these refer to national factor Call
Handling and 10 for Investigations.

There are 76 officers have been noted on Group H complaints, 23 of these are repeat officers with or
more complaint/conduct cases against them in the last 12 months. The area with the most Group H
complaints is CMR with 7 complaints second is CCR with 4 and third is CWP2 Carlisle and Wigton Patrol
with 3 complaints, two of these complaints relate to repeat officers. There has been no learning
identified with any of the Group H complaints.

We anticipate an increase in category H complaints when ‘Right Care, Right Person’ is introduced in
Cumbria, as members of public adapt to the new way of working.

Officers and staff subject of repeat complaints are discussed monthly at the People Intelligence
Meeti
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