


About our Impact Report

• Our third Impact Report sets out what we have achieved and the difference 
we have made.

• It outlines our achievements in four priorities areas:

o working with others to improve the police complaints system

o improving policing by identifying and sharing learning from our work

o improving public confidence in police accountability

o being an efficient and effective organisation



Who we are and what we do

We oversee the police complaints system in England and Wales. We: 

• investigate the most serious incidents and complaints about the police

• consider applications for review or appeal from people who are unhappy 
about the outcome or handling of their complaint

• set and monitor the standards that police should use to handle complaints

• publish research and statistics on specific areas of policing and the 
complaints system

• use learning from our work to influence changes in policing

All our decisions are made independently of the police, government 
and interest groups.





Working with others to improve the 
police complaints system. 

We work to improve all parts of the complaints system 
– both our own work and that carried out by others –
so that it consistently delivers impartial, fair and evidence-
based outcomes in a timely way.

We play a key role in making sure that: 

• complaints are dealt with in a reasonable and 
proportionate way

• police officers and staff are held to account 

• the police service learns and policing practice improves



Our investigations

We investigate the most serious 

and sensitive incidents and 

allegations involving the police. 

By law, the police must refer 

certain complaints and incidents 

to us. We decide whether an 

investigation is necessary and, if 

so, what level of involvement we 

should have. 



Our investigations

We focused on improving the time 

our investigations take. 

We completed 91% of our core 

investigations within 12 months. 

This is up from 83% in 2019/20.

When selecting cases, we also 

consider if there are opportunities 

for learning or if there is potential for 

good practice to be identified.







Appeals and reviews

• When someone isn’t happy 

with how the police dealt 

with their complaint, they

have a right of review. 

• We assess whether the 

outcome was reasonable 

and proportionate.



Working with forces on legislative change

In February 2020, legislative reforms were launched to make the 
complaints system simpler and more effective.

• We provided regular support to help forces understand and implement 
changes to complaints handling. 

• We held workshops for police complaint handlers to promote a more 
flexible way of handling complaints.

• We shared learning with forces from our data collection on reviews, 
investigations, and national complaints.

• There are early signs that reforms are working: forces were less process-
driven and sought more flexible outcomes. 

• The number of complaints investigated under the formal Schedule 3 
process fell from 40% to 3% over first 9 months. 



Legislative change workshops



Improving policing by identifying and sharing 
learning from our work.

We focus our work on areas of concern to both the 
public and police and work with partners to share our 
learning to improve policing and protect the public 
from harm.



Learning recommendations

• We identify and share learning from 

our work on investigations, reviews 

and appeals. 

• We make learning 

recommendations to ensure that 

where things go wrong, lessons are 

learnt and policies and practice 

changes, if appropriate.

• Operation Kentia recommendations 

led to national changes in search 

warrant applications and further 

training for 24,000 police officers.



Learning recommendations





Sharing learning to improve policing

We share learning 
identified from our reviews and investigations through reports, investigation 
summaries, media releases, newsletters, briefings and presentations. 

We promote learning 
by highlighting issues to police leaders and our oversight partners, and 
recommending that they take action to improve policing (for example, in the Taser 
Review, NPCC social media task force).



Learning the Lessons magazine





Improving public confidence in police 
accountability

We engage with a range of stakeholders and 
communities, focusing on those with the least 
confidence in policing, so they understand their right 
to expect fair and just treatment and their right to 
make a complaint about serious incidents.



Working with young people

• We set up the Youth Panel in 2018 to address drivers of low confidence, barriers to 

complaining and explore how we can increase young people’s awareness.

• There are 37 members in total with 2/3 of members from a Black, Asian or minority ethnic 

background. 

• We launched a new guide for young people to help them understand their rights. Our 

social media content has been viewed over 7,000 times. 

• We shared the young person’s guide with independent advisory groups, offices of PCCs, 

health bodies, local authorities and community groups. 

• We sent a poster guide on tips for working with young people to all police forces across 

England and Wales. 



Young people’s views



More views from the public



Raising awareness

• We shared information via our website, social media, newsletters, reports 

and publications, reaching millions of people). 

• We published 198 media releases about investigations and secured several 

front-page stories in national newspapers, reaching millions of viewers.

• We published key reports including an annual report on deaths during or 

following police contact, and quarterly and annual statistics on local and 

national police complaints. 

• We relaunched our ‘Make yourself heard’ campaign promoting the Silent 

Solution system. Received media coverage and 164K Twitter impressions.



Raising awareness



Working with stakeholders

• We value listening to and engaging with stakeholders from policing, voluntary, 

community and advocacy organisations and those with the lowest confidence. 

• We identified a national learning recommendation on training to improve the way 

police officers deal with people who are unwell or suffering a medical emergency. 

• The impact was that training was updated for police students, police officers, 

special constables and police community support officers.

• We held over 300 community focused meetings with independent advisory groups, 

local government, schools, religious, community and advocacy groups.

• We trained over 100 frontline caseworkers at Victim Support on how to support  

someone to complain (charity carries out 88K calls, emails and live chats a year).



What our stakeholders say

Source: IOPC annual stakeholder surveys

Stakeholder views from 2019/20 and 2020/21



Engaging with local communities

• We increased our engagement with 

Black, Asian and minority ethnic 

communities affected by serious 

police incidents.

• We set up community reference groups

to listen, share information and 

increase accessibility to the IOPC.

• We held over 30 community reference 

group meetings and a further seven 

high-profile case community meetings 

with local people.



Putting service users first

We retained our Customer Service Excellence accreditation, a nationally recognised standard.

We retained the highest rating in: 

• working with hard-to-reach and disadvantaged service users

• putting the service user at the heart of what we do 

• being a learning organisation sharing that learning internally and externally



Being an effective and efficient organisation

We will attract and retain a highly skilled diverse 
workforce and provide them with a good working 
environment while continually improving to provide 
value for money for service users and tax payers.



Supporting our people during the pandemic

• We adapted quickly to working from home, being flexible and adopting different 

ways of working (e.g. ways of taking witness statements, keeping our staff 

connected virtually).

• We asked for regular feedback via Pulse staff surveys to inform organisational 

decisions and make sure that staff felt supported throughout. 

• We prioritised the wellbeing of our people and set up wellbeing initiatives  (e.g. 

counselling sessions, wellbeing tips and activities to keep staff connected).

• Despite the pandemic, we still delivered our strongest year of performance ever for 

timeliness of investigations and number of learning recommendations.



A more inclusive and diverse IOPC

We are an inclusive organisation committed to promoting equality and valuing diversity in everything we 

do. Our actions include:

• signing up to the Race at Work Charter to show our commitment to race equality and inclusivity 

• developing an equality, diversity and inclusion strategy and a EDI policy for staff conduct 

• setting up a new recruitment policy to increase Black, Asian and minority ethnic applicants, improve 

diversity and build better career pathways for the diverse talent we already have 

• launching our first allyship 

programme and reverse mentoring 

scheme to enable better inclusion, 

foster learning and growth



Building our expertise

Our internal subject matter networks (SMNs) 

aim to grow our knowledge, both internally 

and externally, and increase our impact as 

an organisation. 

They bring together disciplines to identify 

learning and ensure our operational work 

reflects good practice.

SMNs produced guidance on victim-blaming 

language, shaped staff policies on domestic 

abuse and guided national and local learning 

recommendations in areas of their expertise.





Questions?



To find out more

Website: www.policeconduct.gov.uk

Twitter: @policeconduct

Email: enquiries@policeconduct.gov.uk

Phone: 0300 020 0096

Text relay: 18001 0207 166 3000

Write to us at:

IOPC, 10 South Colonnade 

Canary Wharf London E14 4PU

mailto:enquiries@policeconduct.gov.uk

