NOT PROTECTIVELY MARKED

A PROTOCOL between

CUMBRIA POLICE AUTHORITY & CUMBRIA CONSTABULARY for

HANDLING OF NON-COMPLAINT ‘QUALITY OF SERVICE’ CASES

1. Cumbria Police Authority (CPA) is the strategic oversight body for policing services in Cumbria and Cumbria Constabulary (CC) is the operational policing body providing that service under the independent direction and control of the Chief Constable, who is himself accountable to CPA for the delivery of those services.

2. CPA exercises a lawful jurisdiction over complaints received about senior (ACPO) officers in so far as they do not relate to the independent direction and control of a police force by the Chief Constable and those senior officers. Complaints about the conduct of police officers below that rank and police staff members are handled on behalf of the Chief Constable by Professional Standards Department (PSD).

3. Furthermore, CPA shall monitor issues complained about by members of the public, and shall intervene where it appears to the CPA that the response of the Constabulary to such issues is unsatisfactory. In particular, and without prejudice to this generality, the CPA will ensure that it is provided with all such information as will keep it properly informed about issues complained about to the Constabulary by members of the public; monitor the way that the Constabulary responds to such issues; challenge the Constabulary to correct or improve its processes for responding to such issues where it appears to the CPA that the processes are unsatisfactory, and, intervene in the way the Constabulary is responding to a particular issue if it appears to the CPA that such an intervention is necessary to ensure that the member of the public in question obtains a satisfactory response. 

4. CPA  frequently receive an additional category of generalised complaints/dissatisfaction about policing in its area which are not naturally or in law categorised as falling into any of the above criteria. These ‘other’ criticisms or critical questions about policing are categorised by the CPA as ‘Quality of Service’ complaints representing useful feedback from service users or observers. They are important to CPA’S statutory role in understanding public attitudes to policing in its area and its prioritising of strategic issues accordingly.  CPA has in its new Community Engagement Strategy identified a role as a conduit for receiving, passing on and responding to the community over such non-complaint ‘Quality of Service’ issues and this protocol is to establish a certain administrative procedure for doing so.

5. On receipt of a ‘Quality of Service’ complaint at the authority (whether directly or via an Authority member) which does not involve or make direct reference to the Chief Constable or an ACPO officer, but relates to generalised policing delivery issues only, the CPA office will invite initial assessment by the PSD as to whether the concerns raised fall within the scope of a public or direction and control complaint in line with the Police Reform Act 2002. If that is the case, PSD will retain ownership and record accordingly on the Centurion System. If the issues raised fall outwith these two categories, PSD will notify CPA either way, returning relevant documentation to the CPA for recording. 

6. On receipt of such notification from the PSD, CPA will ascertain whether or not the subject is willing for the police to deal direct with him/her. If approval is obtained, then CPA will forward details to the relevant BCU/Department and invite their observations to be provided in writing within 21 days of receipt from the CPA. If the subject is not willing for the police to deal, CPA will notify PSD who will facilitate generic information, which will be provided to the CPA within 21 days.

7. On receipt of observations either from BCU/Department or PSD, the CPA office will then either convey those observations by corresponding directly itself with the member of the public/ source of the issue or else by making arrangements for a local Member of CPA to provide that feedback direct to the member of the public or other person raising a general policing issue at a suitable safe and convenient time and location of the Member’s choosing. (This ‘live’ feedback process will include along the way any interim reverting back to the Constabulary for clarification as may be necessary). If the CPA Member would prefer to meet with the member of the public within the security of a police station, the BCU Commander will assist by making such facilities available for this purpose by special appointment. 
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