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Purpose of Report
1. The purpose of this report is to provide the Ethics Committee with a summary of public complaints performance data relative to the fiscal year of 2014/15, examine an increase in public complaints recorded by Leicestershire Police during this period, and provide commentary upon the process of organisational learning arising from complaints and misconduct.
Recommendation
2. It is recommended that the Board:
a. Notes the content of this report
b. Provides feedback to the Professional Standards Department as considered appropriate
Introduction
3. Review of Public Complaints made to Leicestershire Police (2014/15)
The number of public complaint cases recorded by Leicestershire Police over the last 3 years are as follows:
	Year
	Number of Complaints
	Percentage Increase

	2011/12
	451
	

	2012/13
	465
	3%

	2013/14
	677
	46%*

	2014/15
	846
	25%


*The 46% increase coincides with a change in the recording of complaint cases.

4. The national increase for 2013/14 was 15% and the national increase for 2014/15 was 6%.
A comparison may be drawn to our regional forces as follows:

	Force
	Percentage Increase

	Leicestershire 
	25%

	Derbyshire
	2%

	Lincolnshire
	11%

	Northamptonshire
	-2%

	Nottinghamshire
	7%


5. Allegations
Each complaint case may have one or more allegations attached to it. The number of allegations recorded over the past 3 years are as follows:

	Year
	Number of Allegations
	Percentage Increase

	2011/12
	780
	

	2012/13
	902
	16%

	2013/14
	1194
	32%

	2014/15
	1580
	32%


6. The national increase in allegations for 2013/14 was 10% and for 2014/15 was 13%. Leicestershire has recorded more allegations than its regional forces.
7. Each of the allegations is recorded against one of 27 allegation categories defined by IPCC guidance. The top 5 categories of allegations for 2014/15, recorded by Leicestershire, are broadly in line with the national figures and are as follows:
	
	Allegation
	Force %

	1
	Other Neglect or failure in duty
	38

	2
	Oppressive Conduct or harassment
	11

	3
	Incivility, impoliteness and intolerance
	11

	4
	Other Assault
	5

	5
	Lack of fairness and impartiality
	5

	
	All other categories
	30


8. This shows that 38% of all the allegations made during 2014/15 were recorded in the ‘Other neglect or Failure in duty’ category. This is a broad category which is used to encompass a broad range of allegations that do not fit into the more specific categories. 
9. Situation Type
This category can be further broken down into ‘Situation Type’ to provide a clearer picture of the types of allegations:

	Situation Type
	Number of Allegations

	Crime enquiry
	353

	Traffic
	54

	Welfare
	52

	Other
	68

	Domestic dispute
	35

	Public Order Incident
	17

	Arrest
	7

	Search of Premises
	7

	Police detention
	4

	Vehicle Recovery
	3

	Arrest Police detention
	2

	Crime enquiry Domestic dispute
	1

	Domestic dispute Welfare
	1

	Total
	604


This table shows that 58.4% of all allegations in this category have been made in relation to crime enquiries.

10. An examination of the departments subject to the 604 allegations within the ‘Other neglect or Failure in duty’ category was undertaken revealing a broad distribution of allegations across Force departments. Taking into account the size of each department and their volume of interactions with the public, there does not appear to be one specific area of concern.
Current Complaint Trends (2015/16) – Half Year Figures
11. Notable increases in public complaints have been experienced during the first quarter of this fiscal year within the Force Investigation Unit / Managed Appointment Unit and Child Abuse Investigation Unit. The majority of these complaints are categorised as ‘Other neglect or Failure in duty’. The trend of this category and its link to public dissatisfaction for the quality of crime enquiries therefore remains extant. 
12. ‘Other neglect or failure in duty’ continues to increase as the most prevalent category of complaint, with most recent half year figures indicating that it accounts for 47% of all complaints.
13. The time taken to close public complaints has lengthened; a position experienced by most other forces within the country. Local resolution is now recorded as taking 82 days to complete, while local investigations are closed after 277 days.  Leicestershire Police has increased the amount of complaints that are dealt with by local resolution (now 48% against a national average of 37%); thereby reducing lengthy local investigations. It is also in the process of introducing a service recovery scheme. Service recovery is a term attributed to the prompt resolution of complaints by aiming to understand what caused the specific public dissatisfaction and then taking any appropriate action to meet the person’s expectations and regain their confidence. Effectively undertaken, there is evidence to show that this approach reduces the requirement to record public complaints that may be promptly resolved, reduces the need to embark upon formal local resolution procedures or lengthy investigations and raises public satisfaction. A number of regional forces utilise service recovery and have reported notable success. 
Organisational Learning
14. Lessons learned from the management and investigation of public complaints and misconduct matters are administered by the Force ‘Getting it Right First Time’ meeting, chaired by a Detective Chief Superintendent. This does not inhibit or prevent ‘fast time learning’ derived from incident reviews or investigations undertaken by the Professional Standards Department, but does provide a governance framework and accountability mechanism to ensure that action is taken to improve systemic failure or policy where required. 
15. Terms of reference for the Force Getting it Right First Time meeting are as follows:
Our Duty 

Protecting Our Communities

Aim:

To identify emerging themes/issues and help to identify, promote and embed any organisational wide changes to customs, practice, procedure and policy that is needed to deliver Our Duty.

Scope:

· Learning from external sources such as the IPCC, HMIC, College of Policing, Home Office, Ministry of Justice, CPS

· Learning from stakeholders and partnership arrangements such as academic studies and reviews

· Learning from internal processes such as audits, complaints, grievance outcomes, HR processes and employment tribunals

· Learning from operational experience, practice and procedures

· Learning from internal and external feedback such as Your Views, organisational surveys and informal feedback

Method:

· Organisational forum that can deliver the aim, supported by leaders of all departments.

· Report to Strategic Organisational Risk Board (SORB)

· Takes priorities from SORB, the risk having been recorded on Orchid

· Identifies new and emerging risks to SORB

· Identify new and emerging risks to the force in relation to crime data integrity
· Delivers change across the organisation to ensure custom and practice follows policy

· Report to Op Fox

Membership:

· Head of Crime 

· Head of Professional Standards Department  

· Performance and Development Manager

· Service Improvement Manager

· Service Improvement Audit Manager

· Force Crime and Incident Registrar

· IMU Detective Inspector

· FIU Detective Chief Inspector

· Learning and Development

· Corporate Communications 

· Contact Management Department

· Office of the Police and Crime Commissioner 

· HR – Business Solutions 

· Equality Unit 

· Health and Safety 

· Safeguarding 

· Professional Standards Department 

· Serious Case Review representative

· Information Management Manager

· Others when considered relevant, e.g. EMSOU, identified regional or national champion force

Frequency

· Bi-monthly

Conclusions

16. The following conclusions may be drawn:
· The increase in the number of complaints recorded by Leicestershire Police has been in excess of the national average and in excess of increases experienced by our regional forces. Northamptonshire is the only force in the region to have recorded a decrease in recorded complaints.
· Leicestershire has recorded more allegations from these complaints than other forces in our region and has recorded a percentage increase which is considerably more than the national average.
· Dissatisfaction in service / reason for complaint is predominantly categorised as ‘Other neglect or Failure in duty’. This is in line with the national picture and continues to increase throughout this year.
· The subject area of ‘crime enquires’ (and specifically the failure in duty within this subject area) has attracted the most significant increase in recorded allegations and remains an ongoing trend during this fiscal year.
· The increase in public complaints is likely to continue throughout this fiscal year within the same categories of complaint previously experienced. However, new trends are emerging within departments within the Crime and Intelligence Directorate which are also predominantly recorded as ‘Other neglect or Failure in duty’
· Introduction of the service recovery scheme will replace, reduce or supplement the local resolution procedure and may reduce incidences of local investigations. Effective implementation will reduce the amount of public complaints recorded under the Police Reform Act 2002. This would reduce the demand into the Professional Standards Department and subsequent areas of the Force who are currently dealing with significant complaint workloads. In turn this would provide an increased focus on quality and service to the complainant, improved satisfaction, improved timeliness and a more efficient use of limited resources. 
Person to Contact
Name: Detective Superintendent Martyn Ball, Tel: 0116 2485201 
Email:  martyn.ball@leicestershire.pnn.police.uk
Name: DCC Roger Bannister, Tel: 0116 248 2007

Email: roger.bannister@leicestershire.pnn.police.uk
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