Report on Positive Scrutiny findings for Complaints
& Standards Meeting 7 August 2025

Two categorisations of complaint were scrutinised. All were complaints that were
designated appropriate for informal resolution. Seventeen cases were scrutinised
where the informal resolution was successful, and nine were scrutinised where the
informal resolution process failed and the cases were subsequently formally
recorded.

Successfully-resolved Informal Complaints scrutinised:

Ten out of seventeen had no queries or concerns raised.

The standard scrutiny questions for these were:

Question Findings
Was this contact appropriate for an All reviews agreed this was the correct
Informal Process? process

Was sufficient detail recorded / clarity All reviews agreed an appropriate level
sought from the complainant about their | of detail and clarity had been recorded
problem and wishes?

Was the complaints process adequately | All reviews the complaints process had
explained? been appropriately explained.

Positive Feedback comments on these cases included:

1.

2.

High degree of confidence in PSD processes, very clear

Clear investigation and good speed of response

Thorough analysis of BWV to provide explanation to reporting party which is
what they were seeking as an outcome. Appears follow-up questions about

custody battle were dealt with professionally.

A complex and lengthy complaint involving a number of colleagues! Case
resolved.

High degree of confidence in complaint handling. All clear.
This was very well handled and swiftly it gave the right amount of detail and

because of the speed of the response if | was the member of the public |
would feel | had been taken seriously.




7. Good response resolving the matter for the complainant

8. Follow up by PSD and attempt to pre-empt and prevent further complaint was
positive practice and clarified the reasons for subsequent poor communication
to complainant.

9. Appeared to be a spurious complaint that made unsubstantiated allegations
against the officer involved. A good review and response to the complainant.

Complaints formally recorded after failed Informal
Resolution:

Four out of ten cases had no queries or concerns raised. (1014-24, 1029-24, 2365-
23, 3647-23)

The standard scrutiny questions for these were:

Question Findings

Do you think PSD handled this All but two reviews found no fault in this
investigation in line with statutory regard.

guidance?

Did the 10 seek to understand the Every review found that the 10 had
complaint fully? taken appropriate steps to fully

understand the complaint.

Was the full answer/s given? 8 out of 10 cases found the responses
to be full and comprehensive.

Did the Outcome letter appropriately 6 out of 10 cases reviewed were found
address all the allegations? to have comprehensive outcome letters.

Positive Feedback comments on these cases included:

1. A balanced and proportionate response. The 10 stated the officers did have to
make balanced decisions although they had the legal power to act as they
did.

2. | appreciate the candid comments regarding Claire's Law being a new
process at the time and it was ambiguous as to who the best person was to
share the information with and also shows openess to the complainants



perspective. The IO was also open to disclose they had discussed the case
with one of the officers prior to taking over the investigation.

3. Appears to be a straightforward case and a Tribunal fully explained the
reasons to support the police actions.

4. Appears to be a thorough investigation

5. The PSD officer has completed a review of multiple incidents and summarised
them accordingly.

6. A balanced and proportionate response. The |O stated the officers did have to

make balanced decisions although they had the legal power to act as they
did.

Lisa Honess 30/7/25
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