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Annual Complaints Data Report 2024/25

The Elected Local Policing Bodies (Specified Information) (Amendment) Order 2021 provides that further information is published by Police and Crime Commissioners (PCCs).  As such, PCCs must publish the most recent Independent Office for Police Conduct (IOPC) quarterly complaints data for their Force and the IOPC annual statistics report, alongside a narrative setting out how the PCC is holding the Chief Officer to account.  In addition, PCCs should include an assessment of their own performance in carrying out other complaint handling functions. The Order requires that the IOPC data and report are to be published on the PCC’s website within one month of their publication by the IOPC. Please see Appendix A for data relating to the Thames Valley or follow the below link for the full IOPC report.
Police complaints statistics for England and Wales report - 2024/25 | Independent Office for Police Conduct (IOPC). 

Introduction

In February 2020, The Home Office introduced changes to the Police Complaint system and part of these reforms were how reviews of police complaints (formerly known as appeals) were dealt with. As of 1 February 2020, PCCs have a statutory responsibility for reviews of police complaints, where the Force would have previously been the appeal body. The reason for this change is to ensure that the reviews are impartial and carried out independently, providing greater assurance and transparency to the public. Previously, complaint reviews (appeals) were conducted by the Force’s Professional Standards Department (PSD), which raised integrity issues in terms of lack of impartiality and public perception of bias. In Thames Valley, this responsibility was delegated to the Head of Governance, and as such, no further resources were initially provided. However, due to the high volume of reviews, in July 2021, a Complaints Review Manager was appointed whose primary role is to undertake reviews. As such, the length of time to conduct reviews has been reduced and a more efficient service introduced. The Complaints Review Manager also provides further support following review to the Head of Governance, specifically with regards to queries arising as the result of any review outcome and applications for judicial review.

Holding the chief officer to account

How Thames Valley Police (TVP) is measuring complainant satisfaction

There is currently no complainant satisfaction survey, or other feedback mechanism save for the right of review. The exercise of the right of review alone provides the PCC with an indication of how many complainants are not satisfied with the outcome of their complaint.  According to IOPC Data in 2024/25, 4017 complaints were logged by TVP (approximately a 10% increase on last year), 2461 complaints were finalised (under Schedule 3- approximately a 51% increase), the OPCC received 168 requests for review and the IOPC received 68 requests, making a total of 236 reviews requested and 10% of complaints leading to a request for a review. In addition, the number of complaints completed by the Complaints Resolution Team (CRT) (without the need to be recorded under Schedule 3 of the Police Reform Act 2002) was 2289, making up 57% of all finalised complaints. This is a 3% increase on 2023/24, which has been seen as a success in the implementation of the CRT. It is worth noting that as these were completed outside of Schedule 3, there is no right to a review, however, this would always be with the co-operation and agreement of the complainant, who can request that the complaint is formally recorded if they remain dissatisfied. 
 
Progress updates on implementing relevant recommendations made by the IOPC and/or HMICFRS concerning complaints handling, or where recommendations were not accepted an explanation as to why

· IOPC
The PCC monitors recommendations and requests that the IOPC send recommendations directly to the Head of Governance, so that they can be appropriately recorded and monitored. These recommendations go to the Force recommendations panel who deal with and implement as necessary. Two recommendations were made to TVP in December 2024 following an IOPC investigation where a man was arrested and taken to hospital after swallowing a large quantity of tablets. After being discharged from hospital he was physically restrained by police officers in the prone position, handcuffed and placed in limb restraints. The man’s condition deteriorated over the following days and the man sadly died. TVP accepted both of the recommendations and implemented them by reviewing, amending and adding to its training materials for officers.

· HMICFRS
HMICFRS recommendations are addressed by the Force through the monthly Deputy Chief Constable’s innovation and improvement meetings. The Force’s responses to these recommendations are then considered by the PCC at his bimonthly Performance and Accountability Meetings (PAMs) which are open to the public to attend. The PCC will then provide a strategic assurance response where appropriate, as per his statutory obligations. This is published on the OPCC website, uploaded to the HMICFRS portal and a copy is also sent to the Joint Independent Audit Committee (JIAC), who provide independent assurance to the PCC and Chief Constable regarding the adequacy of risk management framework. More information on JIAC can be found on the OPCC website: https://www.thamesvalley-pcc.gov.uk/joint-independent-audit-committee/. To make these reports easily accessible and to keep the public informed, we have provided links to the relevant reports along with the PCC’s response on the OPCC website:
HMICFRS Responses - Thames Valley PCC
At the time of this report the PCC had provided a response to all HMICFRS reports that have been published.




Mechanisms put in place to identify and act on themes or trends in complaints

Every six weeks, PSD have performance and tasking meetings, where themes and trends of complaints are identified and discussed and actions set to respond immediately. Information relating to thematic issues is escalated in forums such as the Force Performance Group. The OPCC Head of Governance has now been invited to these meetings in order to increase the PCC’s oversight on complaints and misconduct.
When reviews are undertaken by the Local Policing Body (LPB), Organisational Learning is sometimes identified and passed to the Force. This is then considered by a recommendation panel who identify any patterns which are communicated to the front line by way of the PSD Newsletter and the Crime Academy Bulletin. Approximately half of complaints that are not upheld will have some form of Organisational Learning attached to them. This is different to upholding a review but covers situations where the complainant may have received a reasonable and proportionate response to their complaint, however it is recognised that there is room for improvement (e.g. in Force processes or with an individual).  

Systems in place to monitor and improve performance in the timeliness of complaints handling

According to IOPC data, the average amount of time to finalise complaints was 6 days for non-Schedule 3 complaints and 181 days (including suspension) or 170 days (excluding suspension) for Schedule 3 complaints. These averages are influenced by a small number of complex cases or cases that have been delayed due to being subjudice. This has seen a slight increase in timeliness from 23/24, and it is recognised that 24/25 presented challenges due to the process in place at the time, limited capacity within PSD (bearing in mind that there has been a 10% increase in the number of complaints received) and staffing issues. PSD have since taken steps to improve timeliness by implementing a new complaints handling process and increasing staffing levels of those handling complaints.

In addition, any complaint or conduct matter which has been ongoing for longer than 12 months is reported by PSD to both the PCC and the IOPC explaining the reasons for the delay so that the matter can be monitored and addressed, where necessary.

Quality assurance mechanisms in place to monitor and improve the quality of its responses to complaints

TVP PSD has one dedicated Complaint Outcome Manager whose role is to review the reports submitted by Investigating Officers (IOs) of complaints, to ensure that they are providing an appropriate and comprehensive response to the complainant. Furthermore, as explained above, Organisational Learning is identified by the LPB in relation to IO reports and outcome letters, which is fed-back to the Force for them to consider. As an extra layer of scrutiny, a joint Complaints and Standards Panel was implemented by the Force and the OPCC in 2024. The Panel’s role is to conduct regular, thorough reviews of the complaint handling and review processes within Thames Valley, identifying any discrepancies between the perception of proper procedures and actual experiences of the end user. The Panel consists of a selection of members of the public representing a cross-section of society who encourage constructive challenge over the way complaints, integrity and ethics issues are handled by the Force and overseen by the PCC. Further information about The Panel can be found on the OPCC website: Complaints and Standards Committee - Thames Valley PCC.

A decision was also made that the OPCC would begin to conduct their own scrutiny checks of complaints that had been handled by TVP, to strengthen the PCC’s oversight under Model 1 and better meet their statutory duties in monitoring police complaints. The data obtained through these checks will be analysed to identify themes, good practice and areas requiring improvement, particularly around communication and timeliness. This will then be used to provide more informed accountability of the Chief Constable and support joint work with TVP to improve on the current processes. Overall, the aim of introducing these checks is to enhance the quality of police complaint handling, increase public confidence and ensure that TVP responds to complaints with a timely, transparent and customer-focused approach.

These checks commenced in July 2025 and will therefore be included in the report for 2025/26.

Details of the administrative arrangements the PCC has put in place to hold the Chief Constable to account for complaints handling 

When members of the public raise matters with the PCC, using powers of oversight, OPCC staff will make enquiries with the Force as necessary. If it is appropriate, the matters will be escalated to the PCC who, as explained above, regularly holds Performance Accountability Meetings (PAMs), which are open to the public to attend bimonthly. These are attended by the PCC, the Chief Constable and relevant senior staff from both the OPCC and TVP, and it presents an opportunity for the PCC to publicly hold the Chief Constable to account. Separate to this, the PCC holds a private liaison meeting with the Chief Constable every two weeks.

Once every three months the Head of Governance and the Complaints Review Manager also meet with the Force PSD and the IOPC to discuss reviews and any relevant matters around complaints handling. Furthermore, when the LPB considers that a review should be upheld, this is discussed with PSD to ensure that any recommendations made are achievable/realistic. It is worth noting that according to the IOPC data, the upheld rate of reviews during the financial year 2024/25 stands at 31%. Where formal recommendations are made, these often include a request that the complaint is re-investigated by the Force to provide the complainant with a reasonable and proportionate response. It should also be noted, as stated above, that in addition to upheld reviews, Organisational Learning makes up approximately half of other reviews that are not formally upheld.

PCC assessment of their own performance in carrying out their other complaint handling functions

Timeliness of complaint reviews

All requests for review are acknowledged within 5 days of receipt, however the time it takes to provide the outcome of a review depends on its complexity. The OPCC will aim to complete all reviews within two months of receipt however this is not always possible, and complainants are advised that it can take up to six months. This is due to various factors including whether further queries have to be raised with the Force and/or the complainant which may cause a further delay in completing the review. Each review is considered on a case by case basis, however it should be noted that there is no statutory time limit by which a review must be completed. The IOPC data does not provide any commentary on review timeliness, however within the bulletin for Q4, in 2024/25, the average number of days to complete a review was 47, compared to Thames Valley’s most similar Force at 52 days and nationally at 48 days.

Review functions the PCC has delegated and what measures they have taken to ensure quality, integrity and impartiality

All review functions are delegated to the Head of Governance and the Complaints Review Manager within the OPCC. The Complaints Review Manager deals with reviews from start to finish and will discuss any complex reviews with the Head of Governance.

Apart from the PCC being an independent entity, separate from the Force, the Complaints Review Manager dealing with the review will also complete a conflict of interest form. If it is considered that they cannot be impartial, it will be passed to the Head of Governance to deal with. Both roles are vetted to a high standard, have received police complaints and review training from the IOPC and have independent access to police systems to obtain relevant information pertinent to the review so that they do not have to rely on the Force.  The Head of Governance is also a solicitor.

Quality assurance mechanisms the PCC has established to ensure that review decisions are sound and in line with the requirements of the complaints legislation and IOPC statutory guidance

When conducting a review, the IOPC Statutory Guidance and relevant legislation are always considered. The OPCC regularly liaises with the IOPC regarding any queries regarding reviews and the Head of Governance and the Complaints Review Manager often discuss individual reviews to quality check the decisions made, particularly on complex or upheld reviews. Further to this, the Head of Governance attends regular meetings with other South East area OPCCs to discuss trends, outcomes and recommendations.   As a further quality assurance mechanism, the newly established Complaints and Standards Panel will be quality checking reviews as the new members become fully trained. 

How the PCC assesses complainant satisfaction 

At present there is no formal feedback mechanism regarding reviews, however, when complainants remain dissatisfied with the outcome of their review, further correspondence is considered within reason. The OPCC often gets feedback from complainants (both positive and negative) which is invited on each review outcome letter, which is then taken into consideration. In addition, any dissatisfied complainants have the legal right to make an application to the High Court to seek judicial review proceedings. It is worth noting that there have been no successful applications for judicial review at the time of writing this report. The PCC has seen a huge increase in applications for judicial review, however these were received in the year 2025/26 and will therefore be included within next year’s report.  The rationale behind this increase is likely down to the increased use of AI as other OPCCs are experiencing the same level of increase.  As such, it is not considered that it is related to the quality of the work.

Report date: 26 February 2026
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Data for 2024/25- published by the IOPC on 27 November 2025

Please see the below IOPC Statistics for Thames Valley Police (TVP). Please note that percentages will be rounded up so may add up to more than 100%.

The average time taken to log complaints was 2 days and the average time taken to contact complainants was 3 days.

	Number of complaint cases finalised:
	 

	Under Schedule 3
	1461

	Outside of Schedule 3
	2289

	Total
	3750



	Time taken to finalise complaint cases (days):
	 

	Under Schedule 3 (inc suspension)
	181

	Outside of Schedule 3
	6



	Reasons complaints were recorded under Sch 3:
	 
	 

	Body responsible for initial handling decides
	1003
	61%

	Complainant wishes the complaint to be recorded
	158
	10%

	Dissatisfaction after the initial handling
	185
	11% 

	Nature of allegation
	301
	18%



	What has been complained about:
	 
	 

	Delivery of duties and service
	3098
	58%

	Police powers, policies and procedures
	1219
	23%

	Individual behaviours
	392
	7%

	Handling of or damage to property/premises
	147
	3%

	Discriminatory behaviour
	199
	4%

	Other
	35
	1%

	Access and/or disclosure of information
	103
	2%

	Use of police vehicles
	59
	1%

	Discreditable conduct
	15
	<1%

	Abuse of position/corruption
	51
	1%

	Sexual conduct
	        7
	<1%
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