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OFFICE OF POLICE AND CRIME COMMISSIONER
TITLE: 	Quality of Service and Statutory Responsibility Compliance Annual Report 2024/2025
DATE:		September 2025
TIMING: 	Annual 

PURPOSE:	For monitoring

	1.
	RECOMMENDATION
For the Police and Crime Commissioner (PCC) to: 
1. Receive the statistics and findings resulting from the review process for police complaints during 2024/25.  
2. Monitor the number and outcome of Chief Constable complaints for 2024/25.
3. Be sighted on compliance with statutory responsibilities in relation to police complaints as per the requirements of the Specified Information order. 


	2.
	INTRODUCTION & BACKGROUND
The Police and Crime Commissioner has three main duties in relation to police complaints, as outlined below:

· Appropriate Authority to consider complaints about the Chief Constable.
· Duty to hold the Chief Constable to account for providing an effective and efficient complaints process.
· Relevant Review Body of some police complaints.

This report will provide information relating to the resources and processes that have been put in place to meet those duties and will give reassurance that the Police and Crime Commissioner is fulfilling their duties in relation to police complaints.

Under The Police (Complaints and Misconduct) Regulations 2020, the PCC has responsibility for reviews into complaints that have been formally recorded by Gwent Police. unless the complaint meets the requirements for the review to be undertaken by the Independent Office for Police Conduct (IOPC).  

Since the change to the complaints system and the subsequent responsibility this placed on PCCs, Gwent, Dyfed Powys and North Wales agreed to enter into a contract for support with the process. This contract was subsequently awarded to Sancus Solutions Ltd and remains with them after open and transparent re-tender processes.  The support and independence provided by an external organisation has been invaluable and provides further assurance on the independence of the review process.

The change in Regulations did not impact on the PCC’s responsibility for the handling of Chief Constable complaints or their duty to hold the Chief Constable to account as stated in the Police Reform Act 2002, Police Reform and Social Responsibility Act 2011 and The Policing and Crime Act 2017.



	3.
	ISSUES FOR CONSIDERATION
Appropriate Authority for Complaints against the Chief Constable:
The Police and Crime Commissioner for Gwent is statutorily responsible for considering complaints made against the Chief Constable of Gwent Police.  The Chief Executive has been delegated as the Appropriate Authority for dealing with these complaints and is supported by the Head of Assurance and Compliance (HoAC).

During 2024/25, 2 complaints against the Chief Constable were received, neither of which were valid as they related to officers under their direction and control.  Responses were provided to the complainants advising them of the reason why they were unable to make a complaint and providing them with alternative avenues through which they could raise their concerns.

How the Police and Crime Commissioner is holding the Chief Constable to Account
The Chief Constable is the Appropriate Authority for all complaints made about officers, staff and services under their direction and control. This duty has been delegated to the Deputy Chief Constable and is carried out by the Force’s Professional Standards Department (PSD).

Scrutiny Meetings
The Police and Crime Commissioner has a duty to ensure that the Chief Constable has an effective and efficient police complaints system in place.  An overview of PSD performance was presented to the Strategy and Performance Board which is the forum in which the Police and Crime Commissioner holds the Chief Constable to account for the delivery of policing services across the Gwent area.  In June 2024, a new quarterly PSD Scrutiny Meeting was established as it was acknowledged that not enough time could be dedicated to scrutinising this key area of policing via the existing performance report.  The meeting is chaired by the Chief Executive of the Office of the Police and Crime Commissioner (OPCC) and is provided with an overview of PSD performance with more detailed updates provided on complaints, misconduct, counter corruption and vetting.  Discussions also take place in relation to IOPC matters, learning the lessons bulletins and PSD specific recommendations.  We also feedback an overview of progress with complaint review requests and outcomes from the complaint dip sampling process as applicable.  During 2024/25, PSD started developing a performance framework in Power BI.  Once completed this will provide instant performance information which is hoped will assist in better scrutiny by both Gwent Police and the OPCC as well as making it easier to identify common trends in complaints and areas of misconduct.

Updates and assurance on the scrutiny undertaken are provided to the PCC after each meeting.  Consideration is currently being given as to how the OPCC can publish scrutiny in this area without disclosing any sensitive information.

Complaint Dip Sampling
Every six months, dip-sampling of closed complaint files takes place, the aim of which is to scrutinise compliance with the Force’s complaints management process. The volume of police complaint cases considered by Gwent Police’s PSD dictates that it would be impractical for the OPCC to oversee every complaint case, therefore dip-sampling enables the PCC to fulfil their oversight and monitoring responsibility under legislation. The outcome of the dip sampling undertaken by Gwent OPCC can be located via the following hyperlink: Decisions | Gwent Police and Crime Commissioner (pcc.police.uk)

External Inspections and Recommendations
Further scrutiny of the police complaints function is carried out by the IOPC.  Scheduled inspections by HMICFRS also take place. Statistical reports of their scrutiny and findings are available on their respective websites. The Police and Crime Commissioner responses to the HMICFRS assessments are published on our website HMICFRS Inspection Responses | Gwent Police and Crime Commissioner (pcc.police.uk).  

Quality Assurance
The OPCC has processes in place to action communication, dissatisfaction and complaints received of an operational nature or in relation to officers below the rank of Chief Constable – this communication is the responsibility of the Chief Constable and falls outside of the remit of the PCC. The OPCC considers all communication received and provides relevant advice to the individual, including the process for making a complaint to the Force, details of the relevant department or process relevant to their communication and/or any relevant information/hyperlink to further information on the Force website. 

Quality assurance mechanisms are in place to monitor and improve the quality of responses to Gwent Police complaints. As previously mentioned, the OPCC undertakes dip sampling of police complaint files which includes consideration to any further work that may need to be undertaken to address and improve the quality of responses to complaints. 

Gwent Police also has quality assurance measures built into their complaints process.  A review of complaint handling was undertaken during 2024/25 due to a significant backlog in the number of complaints and the subsequent impact on the timeliness of responses from PSD.  Focus was placed on responding to recent complaints, with a dedicated resource working through the backlog of complaints. Rather than complaints assessors who deal with the low level complaints and where appropriate, pass on those for recording to Sergeants to consider, all staff within this team are now trained to handle all complaints.  This has seen the backlog of complaints reduce significantly with the timeliness of responses also reducing to more acceptable levels.  The HoAC meets with the complaints Inspector on a monthly basis to discuss any ongoing concerns and to monitor the changes being implemented.  Updates are also provided to the PSD Scrutiny Meeting.

During 2022/23, PSD developed a survey to enable complainants to provide feedback on the complaints process.  This is sent as a link along with the outcome to each complaint.  There has been minimal feedback received to date, but PSD are considering if this process can be improved.  

Additionally, when each complaint review is considered, the OPCC retains a log of all recommendations/lessons learnt made to Gwent Police PSD. A satisfactory response must be received from Gwent Police that addresses the recommendation/lesson learnt identified, prior to updating both the complainant and the log with those details. The logs are then considered for any opportunities to improve the quality of responses to future complaints.

During 2024/25, it was determined that the OPCC were not being provided with written communications issued under regulation 13 of the Police (Complaints and Misconduct) Regulations 2020, where an investigation had not been completed within a “relevant period”, in line with legislation.  PSD worked with the HoAC to rectify this which subsequently resulted in 25 updates being provided.  As a result, the HoAC now monitors this area to ensure compliance. Two updates were received from the IOPC for a complaint that they were managing in relation to Gwent Police under this regulation.  

Review Process
The Policing and Crime Act 2017 made significant changes to the police complaints and disciplinary systems to achieve a more customer-focused complaints system. Importantly, the reforms aim to make the discipline system more proportionate,  placing a greater emphasis on learning from mistakes and aimed to increase independence and transparency.

The Act provides a choice of three models which the Commissioner may choose to adopt. In Gwent, the Commissioner confirmed that Model 1 would be adopted in accordance with paragraph 13a of the Policing and Crime Act 2017. This decision is evidenced on the OPCC website The Police and Crime Commissioner for Gwent has considered and agreed his preferred option in relation to changes to the Police Complaints Reform introduced by the Policing and Crime Act 2017. | Gwent Police and Crime Commissioner (pcc.police.uk)

Since 1st February 2020, if an individual’s complaint was recorded under Schedule 3 of the Police Reform Act 2002 and the individual is dissatisfied with the outcome of their complaint, they can submit an application for review to the Relevant Review Body, either the IOPC or the PCC. Gwent Police continue to be responsible for logging, recording and investigating complaints and for keeping complainants informed of progress.

Under the Regulations, a complainant can ask for a review if they do not think the outcome of their complaint has been reasonable and proportionate.  When undertaking a review, the role of the OPCC is to consider whether or not the complaint process and its outcome were reasonable and proportionate; we are not able to re-investigate the complaint.

Reasonable and proportionate means doing what is appropriate in the circumstances, considering the facts of the matter and the context in which it has been raised and within the legal framework as well as any relevant national guidance. It means weighing up the matter’s seriousness and its potential for learning, against the efficient use of policing resources, to determine the extent and nature of the matter’s handling and outcome.  In coming to a conclusion, the seriousness of the complaint needs to be considered as does the nature of the incident/event and harm or potential impact on, or harm to any individual(s), communities or wider public and the potential impact on confidence in the police and in the police complaints system.

The OPCC has developed quality assurance mechanisms to ensure that review decisions are sound and in-line with the requirements of the complaints legislation and IOPC statutory guidance. The reviews are considered independently by an external company called Sancus, the review file is then considered alongside the Sancus recommendations with the final outcome written by the Standards and Governance Officer. The HoAC then considers the proposed outcome prior to disclosure.  

Every individual is notified that the complaint reviews are outsourced to an independent organisation. This information is available on the complaint section of the Gwent OPCC website in the privacy notice and is also contained in the review form that complainants are asked to complete.

OPCC staff involved in the review process regularly attend training sessions, workshops and events, ensuring that they are up-to-date with legislation and statutory guidance.

Review Statistics 2024/25
Valid Reviews:
Between 1st April 2024 and 31st March 2025, a total of 43 valid requests were received by the OPCC to review the outcome of a police complaint.

Of those 43 valid reviews, 34 (79%) were finalised by the end of the 2024/25 financial year.  2 requests, although valid, were withdrawn by the complainants, 1 as they did not believe the process would be independent and the other as PSD had found additional information not available to them when dealing with the complaint.  A further 7 reviews were also finalised from 2023/24. In total 41 reviews were completed in 2024/25

In addition to this, 7 (14%) reviews were deemed to be invalid and were not progressed with.  This was due to 2 (29%) complaints not being recorded under Schedule 3 of the Police Reform Act 2002, 4 (57%) were requested past the 28 day deadline for a review request to be submitted with no exceptional reason as to why they were delayed provided, and 1 (14%) was invalid as the relevant review body was the IOPC.

In 2023/24, 31 valid reviews requests were received, with 24 finalised by the end of the financial year.  In 2022/23, 27 were received and finalised as well as an additional 3 finalised that had been carried over from 2021/22.  46 reviews were completed in 2021/22.  This indicates that review numbers have increased significantly since 2022/23.  This has been attributed to resourcing issues within the PSD complaints team and the subsequent appointment of new staff who have had to learn processes.  This also coincided with a change in approach to the responses provided to the complainant of which the HoAC was sighted.  The volume of reviews received will continue to be monitored during 2025/26 to determine if this increase is sustained.   

Timeliness:
On average it has taken 35 working days to finalise a review from receipt of the request through to sending the outcome letter.  This is in comparison to an average of 28 days in 2023/24, 37 days in 2022/23 and 32 days in 2021/22.
There are a number of factors that impact on timeliness.  When a request for a review is first made, a form is sent to the complainant asking for details as to why they believe their complaint outcome was not reasonable and proportionate.  A reminder to return the form is sent after a week, with a date by which to return also added.  Although the forms do not legally need to be completed, a delay in receiving any form of representation from the complainant can impact on the timeliness of the review.  There have also been complainants who have undertaken the review process via post which has increased the time taken to finalise some complaints.  During 2024/25 there has been an increase in the complexity of reviews received as well as an increase in the number of complainants who required extra time and support due to additional needs, which resulted in delays in dealing with reviews.

It is important to note that there is no legislative timeframe in which a review must be finalised although the timeframe should be reasonable and proportionate in relation to the complexity of the review.
Reasonable & Proportionate (Not Upheld)/Not Reasonable & Proportionate (Upheld):
Of the 41 reviews finalised in 2024/25, 2 reviews were withdrawn so did not receive an outcome. 35 (85%) were deemed to be reasonable and proportionate and were not upheld.  The remaining 6 (15%) were deemed not to be reasonable and proportionate and were upheld.  As demonstrated in the table below, the majority of reviews undertaken confirm that the handling and outcome of complaints by PSD was reasonable and proportionate.

                   Not Upheld      %                    Upheld                 %
2024/25      35                     85                    6                           15
2023/24      24                     96                    5                           4
2022/23      24                     80                    5                           17
2021/22      49                     91                    5                            9

Recommendations:
Recommendations can only be made when a review is upheld and the complaint was found not to have been dealt with in a reasonable and proportionate manner.  20 recommendations were made from those complaints deemed not to have been dealt with in a reasonable and proportionate manner.  These related to providing learning to the officer, re-considering the outcome provided, reviewing missed allegations and possible re-opening of a crime.  The recommendations were accepted and actioned by PSD.  

Trends:
The most frequent complaints relate to not being kept updated by officers dealing with their case and failure to investigate concern.
The Standards and Governance Officer will look to include the allegations used on Centurion by PSD in future to enable us to report more accurately on areas of concern.
Reporting:
The Chief Executive is kept updated with progress in relation to reviews with monthly updates provided by the HoAC at the OPCC Planning and Performance Meeting.  Any key areas of concern and any good work are included in the highlight report to the Strategic Management Board which is chaired by the PCC, on a quarterly basis.

Independent Office for Police Conduct Statistics
The quarterly and annual IOPC statistics can be located on their website, via the following hyperlink: Gwent Police | Independent Office for Police Conduct


	4.
	NEXT STEPS
During 2025/26, it is hoped we will be able to further analyse the information we receive as part of the review process to improve the service we provide to complainants.


	5.
	FINANCIAL CONSIDERATIONS
All reviews, no matter how straight forward, are sent to Sancus for review in the first instance.  This ensures that the same process is undertaken for all reviews received, providing consistency to all complainants.  The cost budgeted for 2024/25 for using Sancus was £8,500.00.  It must be noted that budgets are estimated as the exact number of reviews we are likely to receive is unknown.  The budget was based on the number of reviews received in 2023/24 but as a larger number of reviews had been submitted than had been estimated for, there was a requirement to increase the budget by a further £1,000.

There were no additional costs associated with the Chief Constable complaints process as this is part of the HoAC and CEx role and were able to be managed internally.


	6.
	PERSONNEL CONSIDERATIONS
There has been a substantial increase in the complexity of and number of reviews received in 2024/25.  The impact of dealing with complainants who require extra time and support due to additional needs throughout the process, either from within the OPCC or by external organisations, can also extend the time taken and increase complexity further.  This will be monitored during 2025/26 with any concerns raised via the appropriate channels.


	7.
	LEGAL IMPLICATIONS
Undertaking the complaint review process is a statutory function given to PCCs under the Policing and Crime Act 2017, with further detail following in the Police (Complaints and Misconduct) Regulations 2020 and IOPC statutory guidance.  These Regulations also provide guidance for OPCCs regarding than handling of Chief Constable complaints.

As well as the requirement to respond to the reviews, there are also additional areas within the IOPC statutory guidance that need further consideration to ensure we are confident all requirements placed on us are being met and that the people of Gwent are receiving the best possible service in relation to complaint reviews.  It is hoped that this will be progressed during 2025/26. 

The Specified Information Order (SIO) also requires performance information on police complaints as well as OPCC performance information from the OPCC on reviews to be collated into a report and published annually.  High level information from this report will be utilised in the SIO report with this report published online to provide more detailed information for members of the public in relation to the review process.


	8.
	EQUALITIES AND HUMAN RIGHTS CONSIDERATIONS
This report has been considered against the general duty to promote equality, as stipulated under the Strategic Equality Plan and has been assessed not to discriminate against any particular group. 
 
Consideration has been given to requirements of the Articles contained in the European Convention on Human Rights and the Human Rights Act 1998 in preparing this report.

In relation to Welsh Language compliance, reviews are responded to in the language in which they are submitted.  There were no reviews submitted in Welsh during 2024/25.  No reviews have been received in Welsh since PCCs became responsible for the review process in February 2020. 


	9.
	RISK
There is no timeframe set out for responding to a review although statutory guidance states that it should be reasonable and proportionate.  It is believed that the average length of time taken to process a review from start to finish falls within this criteria but this continues to be at the expense of other statutory work after a risk based approach has been considered.  We must also be aware that an increase in the time taken to respond to reviews may have a detrimental impact on public confidence.  


	10.
	PUBLIC INTEREST
This report can be made available to the public.


	11.
	CONTACT OFFICER
Joanne Regan, Head of Assurance and Compliance


	12.
	ANNEXES
None.
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