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Executive summary

This report presents figures on complaints about
the police in England and Wales for the financial
year 2009/10. These complaints are made by
members of the public about the conduct of those
serving with the police and are dealt with under
the Police Reform Act 2002 (PRA 2002). The PRA
2002 introduced a number of changes with regard
to complaints against the police. These changes
came into effect on 1 April 2004 and aimed to
improve the way that complaints are handled. 

Under the PRA 2002 police forces are required to
record all complaints made by the public about the
conduct of those serving with the police. However,
complaints on issues such as general policing
policies are known as ‘direction and control’
matters. These are handled under separate
provisions and are not covered in this report1.

This report differs from past IPCC reports
presenting annual statistics on complaints. This is
because it reflects work between the IPCC and key
stakeholders which has led to the creation of a
new group of indicators. These are presented in
the report and have been created for two reasons.

Firstly, there has never been a set of agreed
indicators which the police and the public can use
to judge objectively how well complaints are being
handled. This report presents nine key indicators
which can be used to do this. The indicators have
been developed to drive improvements in the
complaints system. 

Secondly, rises and falls in figures presented in
past statistical reports could be interpreted as
either good or bad. For example, a rise in
complaints can be seen negatively as it means that
more people are complaining about the police.
Conversely, it may mean that changes have made 

it easier for more people to complain, or that more
members of the public are confident that if they
complain their case will be dealt with
appropriately. The new indicators have been
selected because they are unambiguous and
therefore support the objective of driving
improvement in the complaints system. They can
be found in Table 1, while associated contextual
information can be found in Table 2.

The purpose of this report is to help inform public
debate by presenting the above indicators, along
with an overview of the numbers and types of
complaints, and information about how these
were resolved. It also outlines the demographics of
people who made complaints and those who were
the subject of complaints. 

What follows is a discussion on these findings,
placing them in the wider context of public
contact and annoyance with the police, willingness
to complain and experience of the complaints
system. In response to this, it also considers the
objective of creating a complaints system that
handles complaints correctly in terms of process
and outcomes.   

Complaint cases recorded

• A total of 33,854 complaint cases were recorded
during 2009/10 (see Table 3). This is an 8%
increase compared to 2008/09 and is more than
twice the number of cases recorded in the last
year before the reforms contained within the
PRA 2002 came into force2.

• The majority of forces saw an increase in
complaint cases, although for some of these, the

1  For more on this see Home Office Circular 19/2005 (Home Office, 2005).

2  If the figures for BTP are included, the total number of complaint cases
recorded in 2009/10 is 34,310. This compares to 31,747 in 2008/09 and also
represents an 8% increase.
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• During 2009/10, 221 allegations were made per
1,000 police officers/staff members (see Table
7). This is an increase on the 206 allegation rate
during 2008/09. Allegation rates across forces
ranged from 135 to 324 per 1,000 police
officers/staff members.

Complaints cases finalised

• A total of 31,758 complaint cases were finalised
during 2009/10. This is 6% more than during the
previous year.

• Key indicator: It took on average 100 working
days to complete a complaint case (see Table 1
and Figure 4). This is the same amount of time
as during 2008/09. This figure is based on all
complaint cases regardless of whether they
were subject to sub judice. 

• Key indicator:When we remove any time spent
in sub judice, the average time to complete all
complaint cases was 90 working days. This is
slightly longer than the 85 working days it took
in 2008/09. This varied across forces, ranging
from 46 to 121 working days, when time spent
under sub judice was removed.

Allegations finalised

An allegation can be dealt with in a number of
ways. It may be investigated, withdrawn,
dispensed, discontinued or be dealt with through
local resolution. There are also a number of
different forms of investigation. For an explanation
of the different ways an allegation may be handled
please see the glossary in Annex A.

• During 2009/10 a total of 56,774 allegations
were finalised (see Table 8).  Conducting an
investigation was the most common means of
dealing with an allegation (43%). As well as
being the largest single means of handling
allegations, the proportion of investigations has
steadily increased in recent years.

increase is only marginal (see Table 4). There 
were 22 forces where the annual rate of increase
was 8% or higher. 

• Key indicator: Of the complaint cases recorded
by forces, 84% were recorded within the target
of 10 working days (see Table 1 and Figure 2).
Forces varied widely in their rates for recording
complaint cases within 10 working days, ranging
from 43% to 98%. 

Allegations recorded

A complaint case may have one or more
allegations attached. For example, a person may
allege that they were pushed by a police officer
and that the officer was rude to them. This would
be recorded as two separate allegations forming
one complaint case3.

• During 2009/10, a total of 58,399 allegations
were recorded. This is 8% more than in the
previous year (see Table 5).

• The five largest categories of allegations
recorded accounted for the vast majority of all
those recorded during 2009/10 (see Table 5 and
Figure 3). These were:
- other neglect or failure in duty (26%); 
- incivility, impoliteness and intolerance (20%); 
- other assault (13%); 
- oppressive conduct or harassment (7%); and 
- unlawful/ unnecessary detention (5%).

• The above proportions varied across forces. The
largest five categories account for between 56%
and 80% of all allegations recorded at individual
force level.

• Compared to the previous year, the biggest rises in
allegations were for:
- other neglect or failure in duty (15%);
- Breach of Code B PACE (15%);
- oppressive conduct or harassment (14%); and
- improper disclosure of information (13%), (see 
Table 6).

3  For more information about the recording of complaints see the IPCC’s
Statutory Guidance for the police services and police authorities (IPCC, 2010b).
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• The proportion of allegations dealt with through
local resolution decreased for the third
consecutive year and accounted for 37% of all
allegations finalised during 2009/10.

• Key indicator: In 2009/10 it took on average 62
working days to deal with an allegation through
local resolution (see Table 1 and Figure 5). This is
longer than the average time taken in 2008/09
(53 working days). This varied across forces,
ranging from 27 to 93 working days.

• Key indicator: In 2009/10 it took on average 145
working days to deal with an allegation through
a local investigation (see Table 1 and Figure 6).
This is a shorter time compared to the previous
year, despite more allegations being subject to a
local investigation. This figure varied across
forces, ranging from 71 to 306 working days.

• Key indicator: In 2009/10 it took on average 412
working days to deal with an allegation through
a supervised investigation (see Table 1 and
Figure 5). This is a significant increase compared
to the previous year (294 working days). This
varied across forces, ranging from 132 to 914
working days4.

The proportion of allegations
not proceeded with

• A total of 11,613 allegations were dispensed,
discontinued or withdrawn. The proportion of 
allegations dealt with in these ways has fallen 
over a number of years. In 2004/05, 30% of 
allegations were not proceeded with, in 2009/10
this figure was 20%. This figure varied across
forces, ranging from 8% to 47%.

Investigation outcomes

• Of the allegations dealt with by an investigation
during 2009/10, 10% were substantiated and
90% were unsubstantiated (see Table 9). In
future years, the IPCC plans to present a fuller

picture on the outcome of investigations,
including complaint cases leading to
misconduct and criminal proceedings. 

• The proportion of allegations with a
substantiated finding is similar to previous years.
The proportion of allegations substantiated
varies across forces, ranging from 3% to 22%.

Appeals to the IPCC

• During 2009/10, a total of 5,584 appeals were
received by the IPCC. This represents a 21% increase
compared to the 4,634 received during 2008/095.

• During 2009/10, the IPCC completed: 
- 2,928 valid appeals against a police 
investigation and upheld 21%;

- 449 valid appeals about how the police had 
dealt with a complaint via local resolution 
and upheld 33%; and 

- 932 valid appeals about the police refusing to 
record a complaint and upheld 54% (see Table 
10 and Figure 7).

• Key indicator: The rate of upholding appeals
across all appeal types remained unchanged
during 2009/10. Of the 4,309 valid appeals
completed, 1,252 (29%) were upheld (see Table 1).

• Key indicator: The number of appeals to the
IPCC about the local resolution process 
represents 3% of all allegations finalised by local
resolution (see Table 1).

• Key indicator: The number of appeals to the
IPCC about a force investigation (local or
supervised) represents 15% of all allegations
finalised by these types of investigation (see
Table 1).

Profile of complainants

Over a year a complainant may make one or more 

4 For details of IPCC investigations see the annual report for 2009/10 (IPCC, 2010).

5 These figures include appeals relating to police authorities and other
organisations. All other appeal figures refer to the 44 police forces covered in
this report.
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allegations which form a single complaint case.
These may be linked to one or more people serving
with the police. A complainant may also make
different sets of allegations which mean that he or
she is linked to one or more complaint cases.

• The number of people who complained about
the conduct of someone serving with the police
during 2009/10 was 34,713 – a rise of 8%
compared to the previous year.

• The majority of complainants were men (see
Table 11).

• The majority of complainants were White (see
Table 12) and were between 18 and 49 years of
age (see Table 13).    

Profile of those subject to
complaints

Over a year a police officer or staff member may
face one or more allegations from members of the
public. These allegations may form a single
complaint case or result from a series of
unconnected incidents and therefore may form a
number of complaint cases.

• A total of 39,030 people serving with the police
were subject to a complaint during 2009/10 –
an 11% increase compared to the previous year.

• The majority were police officers rather than
police staff (see Table 14).

• The majority of those facing complaints were 
men and were White (see Tables 15 and 16).

Discussion

Any discussion of complaints about the police
should be placed in the context of evidence which
suggests that the majority of people give positive
ratings for the contact they have with the police
(Allen et al, 2006; Inglis, 2010). However, the
figures in this report show an increase in

complaints being made against the police during
2009/10 and this forms part of an upward trend
spanning seven years.

What might explain this upward trend? Public
contact with the police appears to have remained
stable, with around 40% of adults having some
form of encounter in the past 12 months (Nicholas
et al, 2008). So the rise in complaints cannot be
explained at a national level by greater levels of
police-public contact. Furthermore, evidence from
the British Crime Survey indicates that the number
of people ‘annoyed’ by contact with police officers
has also remained stable over the years (Grace and
Bucke 2009). The upward trend cannot therefore be
explained by a rise in annoyance with the police.

Having discounted the above possibilities, the most
plausible explanation for the rise is that more
people are having their complaints recorded – that
a greater number of dissatisfied people are
entering the police complaints system. There may
be two reasons for this. 

Firstly, more individuals making up the ‘annoyed
pool’ of people maybe coming forward and seeking
to have their complaint formally recorded.
However, surveys of the general public suggest that
people’s willingness to make a complaint has been
stable since the PRA reformed the handling of
police complaints. Secondly, police procedures may
have changed, meaning that it is now easier to
lodge a complaint. This is perhaps the most
plausible explanation, with people finding it easier
to make a complaint via websites and email, as
well as police forces being more likely to formally
record the matter as a complaint. A recent study
however, does suggest that issues still remain with
regard to police forces recording complaints
(Hagger Johnson, 2010)    

As well as remaining stable in recent years, surveys
suggest that the public’s willingness to make a
complaint is relatively high. When asked if they
would complain if given due cause to do so, the
most recent estimates have hovered around 60%
(see Inglis, 2010). This does suggest a degree of
public confidence in the system for handling
complaints and that a complaint will be responded



to in an appropriate manner. However, this
contrasts with evidence from the British Crime
Survey which suggests a high level of
dissatisfaction among those people who have
actually had a complaint handled by their local
police force (Grace and Bucke, 2009). 
How should the police and IPCC respond? The
system should focus on getting the handling of
complaints right, in terms of the process as well as
the outcome. The indicators presented here are
part of the answer towards achieving this
objective. The IPCC is providing evidence, from its
handling of appeals, of how forces can better
handle complaints to improve complainant
satisfaction.

During 2007 and 2008 the IPCC carried out a Stock
Take of the police complaints system. The purpose
of this review was to establish whether the police
complaints system reflected the aspirations of
Parliament and the public following the
introduction of the PRA. The Stock Take revealed a
number of frustrations about how complaints were
being handled and made ten proposals which
aimed to improve the system (IPCC, 2008). These
aimed to remove the distinction between
complaints about conduct and other types of
complaint, simplify the system once a complaint
has been made, and focused on the need to ‘fix the
problem’ at the earliest appropriate opportunity.
These have been taken forward through the IPCC
issuing new Statutory Guidance on the handling of
complaints, the creation of the indicators presented
here, and by the IPCC making proposals for
amending the PRA. The latter proposals are now in
the Police Reform & Social Responsibility Bill
currently before Parliament.
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Further details and statistical note
- The 2009/10 statistics are being published 
later than in past years due to the release 
of a revised statutory guidance to police 
forces and police authorities that became 
operational in April 2010. This involved 
some changes to IT applications and the 
IPCC decided that it would be best to wait 
for these changes to occur before collecting
any data. The IPCC plans to produce annual 
figures at a much earlier point in future years.

- A glossary of terms can be found at the 
back of this report.

- An overview of the performance of the IPCC
with regard to its investigations, handling 
of appeals, referrals and other areas can be 
found in its annual report (IPCC, 2010a).

- In the percentage column presented in the 
tables, ‘-‘ denotes zero and 0 denotes less 
than 0.5%.

- Some percentage may add up to more or 
less than 100% due to rounding.

- Allegation figures presented in the tables 
refer to allegations recorded in 2009/10 
and are attached to complaint cases 
recorded in any time period since 1 April 
2006. This approach may differ from that used
by police forces to calculate the figures locally.

- Figures for British Transport Police have 
been included in the tables and figures 
unless otherwise stated.

- Average times are presented as working 
days and do not include weekends or bank 
holidays.

- Data with invalid start/end dates have been
removed from average time calculations. 
Therefore the numbers used in average 
time calculations may be lower than the 
total number.



Police Complaints    Tables and figures

Tables and figures

6

Table 1 Key indicators in the handling of complaints

Measure 2008/09 2009/10

Percentage of complaint cases recorded within 10 working days 82% 84%

Average number of days to locally resolve allegations 53 62

Average number of days to investigate complaint allegations - local 
police investigation 179 145

Average number of days to investigate complaint allegations - supervised 
police investigation 294 412

Average number of days to finalise complaint cases (not including sub judice) 85 90

Average number of days to finalise complaint cases (including sub judice) 100 100

Appeals to IPCC as a percentage of allegations completed by local or  
supervised investigations 15% 15%

Appeals to the IPCC as a percentage of allegations completed by local resolution 2% 3%

Percentage of all  appeal types upheld 29% 29%

Table 2 Contextual information on allegations recorded and outcome

Measure 2008/09 2009/10

Number of allegations per 1,000 police personnel 206 221

Percentage of 'Other neglect or failure in duty’ allegations 24% 26%

Percentage of 'Incivility, impoliteness & intolerance' allegations 21% 20%

Percentage of 'Other assault’ allegations 13% 13%

Percentage of 'Oppressive conduct or harassment' allegations 7% 7%

Percentage of 'Unlawful/unnecessary detention' allegations 5% 5%

Percentage of allegations discontinued 2% 1%

Percentage of allegations dispensed 10% 8%

Percentage of allegations withdrawn 12% 11%

Percentage of investigated allegations resulting in a substantiated finding 10% 10%
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Table 3 Complaint cases recorded in reporting year 2000/01 – 2009/10

2000/01 2001/02 2002/03 2003/04 2004/05 2005/06 2006/07 2007/08 2008/09 2009/10

Total recorded in year 18911 16654 15248 15885 22898 26268 28998 28963 31259 33854

% annual change -10 -12 -8 4 44 15 10 0 8 8

Of which 

Completed 12038 10332 9461 10149 15076 17508 18540 18206 19484 20608

% of total recorded in year 64 62 62 64 66 67 64 63 62 61

Pending at year end 6873 6322 5787 5736 7822 8760 10458 10757 11775 13246

% of total recorded in year 36 38 38 36 34 33 36 37 38 39

Notes
1. Complaint cases pending at the end of each year will be finalised in later years
2. Table does not include figures for British Transport Police

Note This does not include figures for British Transport Police
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Table 4  Complaint cases by police force 2009/10 and comparison to past years

Percentage change Percentage change
Police force 2008/09 2009/10 from 2008/09 from 2003/04

Avon and Somerset 904 876 -3 100

Bedfordshire 330 352 7 119

Cambridgeshire 382 393 3 162

Cheshire 436 434 0 40

City of London 91 132 45 63

Cleveland 410 450 10 113

Cumbria 240 249 4 64

Derbyshire 362 461 27 166

Devon and Cornwall 1062 1124 6 144

Dorset 370 399 8 159

Durham 159 207 30 101

Dyfed-Powys 286 282 -1 124

Essex 908 997 10 121

Gloucestershire 327 342 5 75

Greater Manchester 2102 1898 -10 74

Gwent 264 390 48 122

Hampshire 1046 1137 9 79

Hertfordshire 395 462 17 87

Humberside 437 477 9 100

Kent 862 760 -12 159

Lancashire 836 947 13 97

Leicestershire 488 539 10 62

Lincolnshire 383 409 7 134

Merseyside 904 869 -4 121

Metropolitan 6144 7175 17 163

Norfolk 436 518 19 138

North Wales 390 430 10 138

North Yorkshire 392 496 27 164

Northamptonshire 422 599 42 425

Northumbria 576 578 0 63

Nottinghamshire 614 669 9 118

South Wales 774 715 -8 69

South Yorkshire 442 613 39 78

Staffordshire 521 422 -19 41

Suffolk 317 418 32 126

Surrey 685 710 4 206

Sussex 737 746 1 168

Thames Valley 947 1167 23 130

Warwickshire 226 256 13 117

West Mercia 839 851 1 204

West Midlands 1655 1704 3 38

West Yorkshire 874 903 3 75

Wiltshire 284 298 5 100

Total 31259 33854 8 113

British Transport Police 488 456 -7 -

Total including British 
Transport Police 31747 34310 8 -

Notes: A comparison with 2003/04 is presented as this was the last year that police complaints were collated before the PRA 2002 came into effect.
Data for the British Transport Police was not collated in 2003/04.
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Table 5  Types of allegations recorded 2009/10

Allegation groupings Allegation category N %

Oppressive behaviour Serious non-sexual assault 376 1

Sexual assault 114 0

Other assault 7348 13

Oppressive conduct or harassment 4015 7

Unlawful/unnecessary arrest 

or detention 2849 5

Malpractice Irregularity in relation to 

evidence/perjury 1239 2

Corrupt practice 408 1

Mishandling of property 1705 3

Breach of PACE Breach of Code A PACE on 

stop and search 758 1

Breach of Code B PACE on 

searching of premises and seizure 

of property 1488 3

Breach of Code C PACE on detention, 

treatment and questioning 2515 4

Breach of Code D PACE on 

identification procedures 27 0

Breach of Code E PACE on 

tape recording 13 0

Multiple or unspecified breaches of 

PACE which cannot be allocated to 

a specific code 74 0

Lack of fairness and impartiality Lack of fairness and impartiality 2653 5

Discriminatory behaviour Discriminatory behaviour 1531 3

Other neglect of duty Other neglect or failure in duty 14983 26

Incivility Incivility, impoliteness and intolerance 11576 20

Traffic Traffic irregularity 846 1

Other Other irregularity in procedure 1426 2

Improper disclosure of information 1189 2

Other sexual conduct 39 0

Other 1227 2

Total allegations 58399 100
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Figure 3 Largest categories of allegations recorded 2009/10
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Table 6  Comparison of allegations recorded 2008/09 and 2009/10

Allegation category 2008/09 2009/10 Numerical difference Percentage change
from 2008/09

Serious non-sexual assault 406 376 -30 -7

Sexual assault 116 114 -2 -2

Other assault 7284 7348 64 1

Oppressive conduct or harassment 3530 4015 485 14

Unlawful/unnecessary arrest or detention 2783 2849 66 2

Irregularity in relation to evidence/perjury 1220 1239 19 2

Corrupt practice 375 408 33 9

Mishandling of property 1704 1705 1 0

Breach of Code A PACE on stop and search 712 758 46 6

Breach of Code B PACE on searching of 

premises and seizure of property 1297 1488 191 15

Breach of Code C PACE on detention, 

treatment and questioning 2338 2515 177 8

Breach of Code D PACE on identification 

procedures 38 27 -11 -29

Breach of Code E PACE on tape recording 17 13 -4 -24

Multiple or unspecified breaches of PACE 

which cannot be allocated to a 

specific code 117 74 -43 -37

Lack of fairness and impartiality 2419 2653 234 10

Discriminatory behaviour 1559 1531 -28 -2

Other neglect or failure in duty 13044 14983 1939 15

Incivility, impoliteness and intolerance 11171 11576 405 4

Traffic irregularity 753 846 93 12

Other irregularity in procedure 1284 1426 142 11

Improper disclosure of information 1053 1189 136 13

Other sexual conduct 38 39 1 3

Other 1016 1227 211 21

Total allegations 54274 58399 4125 8
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Table 7  Number of allegations recorded per 1,000 police personnel
Number Allegations per Allegations per Percentage change 

of allegations 1,000 personnel 1,000 personnel per 1,000 personnel 
Police force 2009/10 2008/09 2009/10 from 2008/09

Avon and Somerset 1385 235 229 -3

Bedfordshire 561 227 229 1

Cambridgeshire 634 237 217 -8

Cheshire 632 150 149 0

City of London 175 96 135 41

Cleveland 717 257 250 -3

Cumbria 332 135 145 8

Derbyshire 845 184 216 17

Devon and Cornwall 1658 216 252 17

Dorset 610 195 201 3

Durham 396 103 145 41

Dyfed-Powys 689 314 317 1

Essex 1491 221 216 -2

Gloucestershire 578 196 241 23

Greater Manchester 3039 256 224 -13

Gwent 629 188 247 31

Hampshire 2249 279 323 16

Hertfordshire 902 179 204 14

Humberside 878 165 201 22

Kent 1250 217 175 -20

Lancashire 2030 222 312 40

Leicestershire 821 225 202 -10

Lincolnshire 685 306 280 -8

Merseyside 1879 228 245 7

Metropolitan 12422 199 222 12

Norfolk 622 186 187 1

North Wales 698 241 244 1

North Yorkshire 852 234 281 20

Northamptonshire 703 177 246 39

Northumbria 1107 174 160 -8

Nottinghamshire 964 213 208 -2

South Wales 1054 180 184 3

South Yorkshire 1154 149 195 31

Staffordshire 641 193 154 -20

Suffolk 867 176 319 81

Surrey 1049 241 231 -4

Sussex 1055 174 175 1

Thames Valley 2183 235 262 11

Warwickshire 608 227 291 28

West Mercia 1497 298 324 9

West Midlands 3022 213 221 4

West Yorkshire 1640 162 156 -3

Wiltshire 425 192 165 -14

Total 57628 207 222 7

British Transport Police 771 161 172 7

Total including British 
Transport Police 58399 206 221 7
Notes: Figures for 2008/09 calculated from police service strength as of March 2009.
Figures for 2009/10 calculated from police service strength as of March 2010.
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Table 8  Means by which allegations were finalised 2009/10
Allegations Withdrawn Dispensation Discontinuance Local Total
investigated resolution

Police force N % N % N % N % N % N

Avon and Somerset 637 47 109 8 60 4 5 0 541 40 1352

Bedfordshire 165 29 59 10 63 11 2 0 273 49 562

Cambridgeshire 262 43 72 12 43 7 4 1 223 37 604

Cheshire 297 52 39 7 21 4 1 0 216 38 574

City of London 88 48 39 21 17 9 7 4 31 17 182

Cleveland 290 40 62 8 88 12 8 1 286 39 734

Cumbria 79 27 29 10 43 15 1 0 136 47 288

Derbyshire 300 36 118 14 35 4 18 2 372 44 843

Devon and Cornwall 623 42 210 14 133 9 12 1 519 35 1497

Dorset 239 41 55 9 91 16 5 1 197 34 587

Durham 172 44 11 3 27 7 2 1 175 45 387

Dyfed-Powys 219 36 83 14 51 8 7 1 243 40 603

Essex 724 50 183 13 91 6 2 0 460 32 1460

Gloucestershire 240 44 26 5 102 19 4 1 173 32 545

Greater Manchester 727 23 446 14 232 7 195 6 1548 49 3148

Gwent 195 34 46 8 69 12 2 0 268 46 580

Hampshire 1054 48 174 8 153 7 33 1 800 36 2214

Hertfordshire 351 41 129 15 74 9 0 - 304 35 858

Humberside 206 28 149 20 71 10 0 - 313 42 739

Kent 614 45 162 12 92 7 58 4 436 32 1362

Lancashire 804 40 168 8 74 4 27 1 931 46 2004

Leicestershire 256 36 43 6 11 2 3 0 391 56 704

Lincolnshire 247 34 80 11 47 6 0 - 358 49 732

Merseyside 885 49 141 8 176 10 6 0 606 33 1814

Metropolitan 6177 49 1554 12 1311 10 176 1 3304 26 12522

Norfolk 255 39 53 8 37 6 18 3 297 45 660

North Wales 311 42 53 7 71 10 6 1 303 41 744

North Yorkshire 137 16 41 5 56 7 8 1 594 71 836

Northamptonshire 214 33 73 11 26 4 20 3 311 48 644

Northumbria 402 38 132 12 110 10 7 1 417 39 1068

Nottinghamshire 377 43 117 13 47 5 9 1 335 38 885

South Wales 213 21 309 31 122 12 37 4 325 32 1006

South Yorkshire 308 31 79 8 158 16 14 1 447 44 1006

Staffordshire 342 49 62 9 1 0 6 1 290 41 701

Suffolk 267 36 55 7 21 3 11 1 381 52 735

Surrey 378 39 71 7 64 7 5 1 463 47 981

Sussex 499 45 91 8 83 7 12 1 423 38 1108

Thames Valley 850 48 87 5 100 6 6 0 737 41 1780

Warwickshire 302 49 111 18 21 3 1 0 186 30 621

West Mercia 740 57 142 11 65 5 1 0 358 27 1306

West Midlands 1654 58 307 11 57 2 6 0 852 30 2876

West Yorkshire 677 41 228 14 195 12 19 1 513 32 1627

Wiltshire 133 31 18 4 31 7 3 1 238 56 423

Total 23905 43 6216 11 4440 8 767 1 20574 37 55902

British Transport Police 315 36 73 8 105 12 12 1 367 42 872

Total including British 
Transport Police 24220 43 6289 11 4545 8 779 1 20941 37 56774
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Table 9 Outcome of allegations finalised by investigation

Substantiated Unsubstantiated Total investigated
N % N % N

2009/10 2305 10 21915 90 24220

Table 10 Appeals to the IPCC

Appeal type 2008/09 2009/10

Investigation appeals

Received 2684 3631

Completed 2402 2928

Upheld 528 603

% Upheld 22% 21%

Local resolution appeals

Received 473 566

Completed 442 449

Upheld 149 150

% Upheld 34% 33%

Non-recording appeals

Received 811 1160

Completed 706 932

Upheld 349 499

% Upheld 49% 54%
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Figure 7 Upheld appeals 2008/09 
and 2009/10

Investigation Local resolution Non-recording
appeals appeals appeals
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Table 11 Gender of complainants 2009/10

Gender N %

Male 22315 64

Female 12139 35

Transsexual 3 0

Transgender 4 0

Unknown 252 1

Total 34713 100

Table 12 Ethnicity of complainants 
2009/10

Ethnicity N %

White 21986 63

Asian 2109 6

Black 2369 7

Other 963 3

Unknown 7286 21

Total 34713 100

Table 13 Age of complainants 2009/10

Age group N %

17 and below 862 2

18-29 6475 19

30-39 6544 19

40-49 7259 21

50-59 3545 10

60+ 2097 6

Unknown 7931 23

Total 34713 100

Note:
Complainants are only counted once in these tables regardless of how many
complaints they have made throughout the year.
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Table 15 Gender of those subject to 
a complaint 2009/10

Gender N %

Female 8816 23

Male 29443 75

Unknown 771 2

Total 39030 100

Table 16 Ethnicity of those subject to 
a complaint 2009/10

Ethnicity N %

White 34926 89

Asian 887 2

Black 513 1

Other 553 1

Unknown 2151 6

Total 39030 100

Table 14 Status of those subject to 
a complaint 2009/10

Status N %

Police officer ranks 35557 90

Police staff including traffic wardens 2128 5

Community support officers 1017 3

Contracted staff 127 0

Special constables 484 1

Total 39313 100

Note:
The total number of subjects in Table 14 will not match the figures in the
following tables on subjects. This is because individuals may hold different
ranks when subject to more than one complaint throughout the year. In such
cases they will be counted twice in this table but not in the following tables.

Note:
Subjects are only counted once in Tables 15 and 16 regardless of how many
complaints have been made against them throughout the year.
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Annex A: glossary of terms

The following terms are listed in the order they
appear in the text of this report, which follows the
process by which a complaint may be handled.

Complaint case: A single complaint case may
contain one or more linked allegations, made by
one or more complainants, against one or more
persons serving with the police.

Allegation: This describes the type of behaviour
being complained about. A single complaint case
can have one or many allegations attached. For
example, a person may allege that they were
pushed by an officer and that the officer was rude
to them. This would be recorded as two separate
allegations forming one complaint case. An
allegation is recorded against an allegation
category.

Local resolution: For less serious complaints, such as
rudeness or incivility, a complainant may agree to
local resolution. Usually, this involves a local police
supervisor handling the complaint and agreeing
with the complainant a way of dealing with it. This
might be: an explanation or information to clear up
a misunderstanding; an apology on behalf of the
force; and/or an outline of what actions will be
taken to prevent similar complaints in the future.

Investigation: In other circumstances (or if the
complainant declines local resolution) it may be
decided that a complaint requires a thorough
examination of the incident. This involves the
appointment of an investigating officer who will
look into a complaint and produce a report that
details whether each allegation is substantiated or
unsubstantiated. As of 1 April 2010, police forces
are expected to also record whether a complaint is
upheld or not upheld. A complaint will be upheld if
the service or conduct complained about does not
reach the standard a reasonable person could

expect. This means that the outcome is not solely
linked to proving misconduct. Information on
whether the outcome of a complaint is upheld or
not upheld will be provided for 2010/11 figures.

• Local investigations are carried out entirely by 
the police. Complainants have a right of appeal 
to the IPCC following a local investigation.

• Supervised investigations are carried out by the 
police under their own direction and control. The
IPCC sets out what the investigation should look
at (which is referred to as the investigation’s 
‘terms of reference’) and will receive the 
investigation report when it is complete. 
Complainants have a right of appeal to the IPCC 
following a supervised investigation

• Managed investigations are carried out by police 
forces under the direction and control of the 
IPCC.

• Independent investigations are carried out by 
IPCC investigators and are overseen by IPCC 
Commissioners. IPCC investigators have all the 
powers of the police themselves.

Dispensation: In some cases there may be reasons
not to take a complaint forward. Examples may
include complaints where there is insufficient
information, or complaints which are vexatious,
oppressive or an abuse of the complaint
procedures. In such cases a police force can apply
to the IPCC for a dispensation. If this is granted, it
means that no action needs to be taken with
regard to the complaint. In other cases, where the
matter of complaint was sub judice, the force does
not need the IPCC’s consent to dispense with the
complaint once the criminal proceedings have
concluded, providing reasonable efforts have been
made to pursue the complaint.

Discontinuance: In some instances police forces
may find it impractical to conclude an



investigation. This could occur if a complainant
refuses to co-operate, if the complaint is
repetitious or refers to an abuse of procedure, or if
the complainant agrees to local resolution. In such
cases the police force can apply to the IPCC to
discontinue the investigation.

Withdrawn: No further action may be taken with
regard to a complaint if the complainant decides
to retract the allegation(s).

Sub judice: Subsequent to recording, the start of
any work on a complaint may be postponed
because the matter is considered to be sub judice.
This is when a person linked to a complaint case is
associated with separate criminal proceedings.

Investigation appeal: This applies to all complaints
investigated by the force itself or where the
investigation has been supervised by the IPCC.
There is no avenue of appeal from independent or
managed investigations (see IPCC, 2010b, paras.
510 to 524).

Local resolution appeal: Complainants are entitled
to appeal against the local resolution process if
they did not agree to a local resolution; the police
did not explain sufficiently that they must agree to
the process; or they think the police did not follow
the process they agreed for the local resolution of
the complaint. Complainants cannot appeal
against the outcome of a local resolution (see IPCC,
2010b, paras. 292 to 295).

Non-recording appeal: Under the PRA 2002 the
police have a duty to record all complaints about
the conduct of a serving member of the police.
Complainants have the right to appeal to the IPCC
if the force did not record their complaint or did
not notify the correct force of the complaint if it
was originally made to the wrong force. The IPCC
reviews the appeal to determine whether the
force’s refusal to record the complaint was
justified. If the appeal is upheld, the IPCC can
direct the force to record the complaint (see IPCC,
2010b, paras.133 to 136).

Complainants:Under the PRA 2002, a complaint
about the conduct of someone serving with the

police can be made by the following types of people:
• Any member of the public who alleges that 
police misconduct was directed at them

• Any member of the public who alleges that they
have been ‘adversely affected’ by police 
misconduct, even if it was not directed at them

• Any member of the public who claims that they 
witnessed misconduct by the police

• A person acting on behalf of someone who falls 
within any three of the categories above. This 
category of person is classed as an ‘agent’ or 
‘representative’, not as a complainant in their 
own right, and must have the written 
permission of the complainant.

Being ‘adversely affected’ is broadly interpreted in
the legislation and includes distress, inconvenience,
loss or damage, or being put in danger or at risk.
This might apply, for example, to other people
present at the incident, or to the parent of a child
or young person, or a friend of the person directly
affected. It does not include someone distressed by
watching an incident on television.

A witness is defined in the PRA 2002 as someone
who ‘acquired his knowledge of that conduct in a
manner which would make him a competent
witness capable of giving admissible evidence of
that conduct in criminal proceeding’. This includes,
for example, someone in control of CCTV cameras
or in possession of material evidence.

One complaint case can have multiple
complainants attached and one individual can
make more than one complaint within the
reporting year.

Subjects: The PRA 2002 broadened the range of
people who could be subject to a complaint.
Complaints can be made against the following
police personnel:
• Police officers of any rank
• Police staff, including community support 
officers and traffic wardens

• Special constables 
• Contracted-out staff designated under section 
39 of the PRA 2002 – for example, escort or 
custody officers employed by another company.
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