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SUMMARY: 
 
This report provides the Panel with an overview of the complaints processes and 
complaints received in the financial year 2014/15. 
 
Introduction: 
 
Under the Police Act 1996 and the Police Reform & Social Responsibility Act 
2011, the Office for the Police and Crime Commissioner for Surrey (OPCC) has 
a number of specific duties in relation to the handling of complaints.  
 
The Commissioner’s Office has a responsibility to manage complaints it may 
receive against Chief Officers of the Force, its own members of staff, contractors, 
the Deputy Commissioner and the Commissioner itself.  
 
The OPCC also has a duty to keep itself informed about complaint and discipline 
matters within Surrey Police Force (as set out in section 15 of the Police Reform 
Act 2002). Similarly, it is the responsibility of the Chief Constable of a Force, by 
delegated authority through its Professional Standards Department (PSD), to 
manage complaints against its officers and staff. 
 
Complaints policy: 
 
The OPCC has a complaints policy that ensures it complies with the legislative 
and regulatory requirements and associated advice on managing and effectively 
handling complaints against the Force or Commissioner to ensure that all forms 
of complaints are dealt with properly and effectively.  
 
How the policy is implemented: 

 
In order that its policy regarding complaints is adhered to, the OPCC together 
with the Force, has set out a number of procedures and guidance documents for 
the recording, handling and oversight of complaints. Details of these can be 
found on the OPCC website.  
 
Day to day management: 
 
Due to the public facing nature of the OPCC, it regularly receives complaints 
from members of the public that it has no jurisdiction to investigate. Therefore, 
arrangements are in place so that when the OPCC receives a complaint that 
relates to the conduct and performance of a Surrey Police officer or member of 

Page 51

10

Item 10



 

 

staff, it will forward the complaint to Surrey Police’s Professional Standards 
Department (PSD) as soon as possible and contact the complainant to inform 
them of this. PSD will then update the OPCC on what action has been taken.  
 
Although many of the complaints/incidents reported to the OPCC do not, 
legislatively speaking, fall into its remit, the Commissioner is committed to 
responding to peoples’ concerns. Therefore, on occasion the OPCC will closely 
monitor the progression of certain complaints, asking PSD to provide it with 
certain information.  
 
Occasionally the OPCC receives requests for action/update on on-going 
operational matters. These requests are sent to Surrey Police’s Strategic 
Planning Department, which is the OPCC’s Single Point of Contact (SPOC) into 
the Force. These requests are recorded on the OPCC Contact Log. 
 
Complaint’s overview 2014/15: 
 
The OPCC keeps a record of all contact it receives on the Contact Log. In the 
last financial year (April 2014 to March 2015), the OPCC has been contacted 
1,008 times. Of these, 638 were complaints or expressions of dissatisfaction. 
Below is a table showing the breakdown of contact received in this period. 
 

Date Total 
Complaints / 

Dissatisfaction 
Average 
a week 

Apr-14 42 25 5.83 

May-14 58 30 6.77 

Jun-14 40 32 7.47 

Jul-14 42 38 8.58 

Aug-14 65 30 6.77 

Sep-14 53 34 7.93 

Oct-14 77 63 14.23 

Nov-14 105 100 23.33 

Dec-14 95 73 16.48 

Jan-15 117 100 22.58 

Feb-15 236 47 11.75 

Mar-15 78 66 14.90 

 
The large increase in contact in February was as a result of a campaign by the 
Countryside Alliance that saw 172 emails come to the OPCC with concerns 
about hunt-saboteurs wearing face masks when protesting. Even accounting for 
this, it is interesting to note that the average number of contacts received each 
week by the OPCC has almost tripled in the last six months. Early indications 
show that this increase has continued in to April and May as this graph 
illustrates: 
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Recent activity: 
 
In the last quarter (January to March 2015) the OPCC was contacted 431 times. 
213 of these were direct complaints against an officer’s behaviour or expressions 
of dissatisfaction about the way Surrey Police managed its policing. There is 
inevitably some duplication in these figures, as every contact is recorded. For 
instance, within this quarter one complainant contacted the OPCC 17 times 
about an investigation by Surrey Police that led to their conviction for theft, 
another has contacted the OPCC 15 times about their concern they are the 
victim of hate-crime, and another complainant has contacted the OPCC 7 times 
about the actions taken by an officer when their partner was stopped for 
speeding.  
 
A breakdown of 2014/15 complaints: 
 
Although the issues people contact the OPCC about are very varied, there are 
some trends that can be identified. One of the more common complaints is 
around the lack of investigation or time it takes for Surrey Police’s PSD to pick up 
complaints and deal with them. This leads to people contacting the OPCC in 
frustration. PSD have undergone a review in the last few months and changed its 
practices, introducing a “triage system” which means complainants are contacted 
immediately and, where possible, dealt with by the local Neighbourhood 
Inspector or Sergeant quickly.  
 
Another trend is the increasing number of complainants who contact the OPCC 
suffering from some form of mental ill-health. For instance, one correspondent 
regularly contacts the office concerning perceived harassment from neighbours. 
These telephone conversations often last hours as the individual needs to keep 
repeating themselves in order to get out everything they wish to say. In instances 
like this, the OPCC liaises with the Force and other partners to ensure that the 
individual is receiving all the help and support they require. 
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People have also contacted the OPCC with complaints about how delayed 
answering of 101 calls (non-emergency number). This is something that the 
Force has been challenged on by the OPCC and additional resources are now 
being invested in this area. 
 
Gross misconduct and Appeal Tribunals: 
 
The OPCC is responsible for recruiting and training independent members for 
gross misconduct hearings and for arranging the Police Appeal Tribunals (PATs) 
should officers be dismissed. The number of hearings and PATs have increased 
in the last year, rising from three or four between November 2012 and March 
2014, to seven/eight in the last year.  
 
This increase is mainly due to misuse of police computer systems, such as 
looking up family members, neighbours or friends, to see if they have any 
convictions. For instance, one officer, who was charged and acquitted for using 
excessive use of force in an arrest, looked up the details of the person he 
allegedly assaulted 91 times, which is a breach of section 55 of the Data 
Protection Act. 
 

Complaints’ future: 
 
The Government has indicated that the management of police complaints is set 
to change in the next few years. Gross-misconduct hearings and subsequent 
appeal tribunals will now be held in public, and these will have to be chaired by 
legally qualified chairs from January 2016. Work is underway with regional 
colleagues to do this in the most cost-effective way possible. 
 
Furthermore, the Government has indicated that PCCs should have greater 
involvement in the recording, management and investigation of complaints. A 
number of consultations have taken place recently and the outcomes of these 
are expected this summer, with draft legislation and further consultation in the 
next year or so.  
 
RECOMMENDATION: 
The Police and Crime Panel is asked to note the contents of this report. 
 
EQUALITIES AND DIVERSITY IMPLICATIONS: 
None arising. 
 
RISKS: 
None arising. 
 
LEAD OFFICER: Sam Meyer 
 
TELEPHONE: 

 
01483 639 469 

 
E-MAIL: 

 
sam.meyer@surrey.pnn.police.uk 
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