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Foreword

Police officers and police staff depend on public co-operation and support to keep
people safe and reduce crime. They will only receive this if the public has confidence
that people will be treated with fairness and respect by the police. Police actions that
are perceived to be unfair, disrespectful or corrupt are extremely damaging to public
confidence, so it is essential for police forces to stop this poor practice. Where
misconduct does occur, forces must act quickly to investigate and deal with it
appropriately, and must be seen to do so. That is why HMIC undertakes this annual
inspection of the legitimacy with which police forces operate.

While our inspection questions change from year to year, our overall focus remains
the same: we continue to assess the extent to which forces treat people with fairness
and respect, the extent to which they ensure their workforces act ethically and
lawfully, and the extent to which those workforces themselves feel they have been
treated with fairness and respect by the forces.

Also, this year, we assessed the progress forces had made in tackling problems
highlighted during our 2014 police integrity and corruption inspection. As part of this
assessment, we asked specific questions about how well forces are dealing with
incidents in which police officers or staff abused their positions of authority for sexual
gain. This is a serious form of corruption that betrays the trust of the public —
particularly of some of the most vulnerable people in society, such as victims of
domestic abuse.

The results of this inspection were largely positive, though there were some
significant areas where forces can improve. Making improvements to the legitimacy
with which forces operate requires significant time, effort and continuing
commitment. It is vital that forces continue to focus on this as a crucial aspect of
effective policing, including learning from those forces that we have identified as
performing well.

AN T A LT AN

Michael Cunningham QPM

HM Inspector of Constabulary



Summary and main findings

Introduction

HMIC assesses the legitimacy of police forces across England and Wales as part of
its annual PEEL inspections. HMIC defines a legitimate force as one in which those
working in it are seen by the public consistently to behave fairly, ethically and within
the law.

This is our second national report into police legitimacy. The findings are based on
inspections carried out between March and July 2016. This report is published at the
same time as individual reports on legitimacy for each police force in England and
Wales. The main question that our inspection considers is:

e How legitimate are the police at keeping people safe and reducing crime?

After consultation with the public, police forces, government, the voluntary sector and
other interested parties, the 2016 PEEL legitimacy inspection has assessed forces’
legitimacy against three main questions:

e To what extent does the force treat all of the people it serves with fairness and
respect?

e How well does the force ensure that its workforce behaves ethically and
lawfully?

e To what extent does the force treat its workforce with fairness and respect?

We have graded every police force on each of these three questions, and on its
overall legitimacy. For each question, we have made one of four judgments:
outstanding, good, requires improvement or inadequate. Individual force reports and
grades for all police forces are available on the HMIC website.*

In coming to these judgments, HMIC considered a range of data and documents
submitted by the 43 Home Office-funded forces in England and Wales, and carried
out fieldwork in each force. More information about how we inspect can be found on
the HMIC website (www.justiceinspectorates.gov.uk/hmic/peel-assessments/how-
we-inspect/), and details of the data used in this report can be found in Annex A.

! Reports on our efficiency and leadership inspections are also available on the HMIC website at:
www.justiceinspectorates.gov.uk/hmic/peel-assessments/peel-2016/ Our reports on police
effectiveness will be published in March 2017.
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Main findings

Overall, HMIC’s assessment of how legitimate forces in England and Wales are at
keeping people safe and reducing crime was positive. We graded 2 forces as
outstanding, 36 as good and 5 as requires improvement. None was graded as
inadequate. This is largely consistent with 2015’s overall legitimacy judgments,
which graded 1 force as outstanding, 37 as good, 5 as requires improvement and
none as inadequate.

Victims’ satisfaction with their treatment by the police remains high. Forces use a
range of ways to seek feedback from the public; many forces could do more to seek
feedback and challenge from those people who are less likely to complain or who
have less trust and confidence in the police. Forces cannot rely on established
channels of communication. They must find different ways to seek challenge from
those people who are less likely to want to talk to them and should identify potential
concerns by analysing their own information. Also, forces must demonstrate to these
groups that they have taken action in response to their feedback.

We were pleased to find that forces continue to clarify standards of professional
behaviour for their workforces and to reinforce high standards. However, we were
concerned to find that some forces are not complying with every aspect of national
vetting policy, and that many are only responding to reports of corruption rather than
actively seeking out and preventing it. These limitations have direct implications for
forces’ ability to tackle the problem of officers and staff abusing their authority for
sexual gain.

We were pleased to find that forces continue to seek the views of their workforces;
increasingly, they can demonstrate that they understand the critical importance of
workforce wellbeing to a force’s legitimacy, and are taking steps to improve it.
However, the level of wellbeing support varies considerably, as does the capability of
supervisors to identify and support individual wellbeing needs. Forces have more to
do to establish fair approaches to individual performance management. As well as
contributing to perceptions of unfairness among the workforce, this situation is likely
to have a negative effect on the efficiency, effectiveness, integrity and leadership of
forces.

To what extent do forces treat all the people they serve with fairness and
respect?

Overall, the police forces of England and Wales are good at treating all the people
they serve with fairness and respect. HMIC assessed 2 forces as outstanding, 38 as
good and 3 as requiring improvement for this inspection question. None was graded
as inadequate. HMIC’s 2015 legitimacy inspection assessed different aspects of
police legitimacy, so we cannot provide a direct comparison with last year's grades
for this question. Where it is possible to indicate trends in findings between years, we
do so in this report.



Officers and staff in forces across England and Wales have a good understanding of
the importance of treating people with fairness and respect. Forces have made
progress in improving officer and staff understanding of the Code of Ethics for
policing.?

Forces are using a range of methods to seek feedback and challenge from the public
on issues that affect their perceptions of fair and respectful treatment. Some forces
rely too heavily on public complaints and existing channels such as community
meetings and social media. Forces that rely on these established channels risk
failing to get feedback from those people who have less trust in the police.

Most forces do undertake some analysis of public surveys, complaints and their use
of ‘stop and search’ powers to identify and to understand the issues that affect public
perceptions of fair and respectful treatment. However, many forces need to improve
the systematic collection and analysis of feedback, wider management information
and learning, to identify trends and prioritise areas for improvement.

Similarly, while many forces were able to provide examples of how they had made
improvements to their services in response to feedback from individuals, they
sometimes struggled to show clear and consistent links between identifying the
problem, making effective improvements, and then demonstrating to the public that
they had done so. If individual responses are uncoordinated, short term or solely
reactive, forces miss out on opportunities to tackle more systemic problems to
improve trust and confidence in the police.

How well do forces ensure their workforces act ethically and lawfully?

Overall, the police forces of England and Wales are good at ensuring their
workforces act ethically and lawfully; however, improvement is still required in more
than a third of forces. One force was graded as outstanding, 26 forces as good and
16 forces as requiring improvement. None was graded as inadequate. HMIC’s 2015
legitimacy inspection assessed different aspects of police legitimacy so we cannot
provide a direct comparison with last year’s grades for this question. Where it is
possible to indicate trends in findings between years, we do so in this report.

HMIC was concerned to find that a significant number of forces are failing to comply
with all aspects of national vetting policy, in particular with the requirements to re-vet
individuals after ten years of service and to undertake vetting reviews before
promotion or posting to high-risk units. This makes these forces vulnerable to
corruption among their officers and staff.

% Code of Ethics: A Code of Practice for the Principles and Standards of Professional Behaviour for
the Policing Profession of England and Wales, College of Policing, July 2014. Available at:
www.college.police.uk/What-we-do/Ethics/Documents/Code _of Ethics.pdf




Forces are generally good at assessing and developing intelligence once they
receive it, and monitoring how their workforces adhere to policies that are related to
integrity. However, many need to improve their ability to seek out intelligence, rather
than waiting for it to be reported, so they can intervene early to reduce risks to
integrity. This limitation is particularly serious with regard to forces’ ability to tackle
the problem of abuse of authority for sexual gain.

While forces acknowledge the seriousness of the problem of abuse of authority for
sexual gain, some are still failing to recognise it as a form of serious corruption and
SO cases are not always being referred to the Independent Police Complaints
Commission (IPCC). Forces also need to do more to improve their workforces’
recognition and understanding of the problem. This problem has been highlighted
before, particularly in the 2012 IPCC/Association of Chief Police Officers (ACPO)
report,® and by high-profile misconduct and criminal cases. The fact that these areas
still require improvement suggests that the problem requires a coherent,
comprehensive national policing response, including clear messages about the
seriousness of this form of corruption and an emphasis on prevention.

More positively, nearly all forces now communicate the outcomes of gross
misconduct and corruption cases to the public and to the workforce. Some forces
should do more than just fulfil basic requirements of openness, so that people are
clear about the consequences of misconduct and corruption.

To what extent do forces treat their workforces with fairness and respect?

Overall, the police forces of England and Wales are good at treating their workforces
with fairness and respect. However, improvement is still required in nearly a third of
forces. Three forces were graded as outstanding, 28 as good and 12 as requiring
improvement; none was graded as inadequate. HMIC’s 2015 legitimacy inspection
assessed different aspects of police legitimacy, so we cannot provide a direct
comparison with last year’'s grades for this question. Where it is possible to indicate
trends in findings between years, we do so in this report.

We were pleased to find that most forces use a range of communication channels for
seeking feedback from their workforces and can provide evidence of taking action
where it is needed. However, many forces could improve the extent to which they
demonstrate to their workforces that they have made effective improvements, and
could involve the workforces in their implementation.

We found that most forces recognise the importance of workforce wellbeing,
including psychological wellbeing and mental health, and take steps to improve it.

® The abuse of police powers to perpetrate sexual violence, jointly published by IPCC and ACPO (now
the National Police Chiefs’ Council), September 2012. Available at:
www.ipcc.gov.uk/sites/default/files/Documents/research stats/abuse of police powers to perpetrat
e_sexual violence.PDF



http://www.ipcc.gov.uk/sites/default/files/Documents/research_stats/abuse_of_police_powers_to_perpetrate_sexual_violence.PDF
http://www.ipcc.gov.uk/sites/default/files/Documents/research_stats/abuse_of_police_powers_to_perpetrate_sexual_violence.PDF

However, as occupational health provision continues to shrink, there is an increasing
dependence on supervisors to identify and support the wellbeing needs of
individuals. We remain concerned that supervisors do not always have the
knowledge and confidence to recognise and respond to these.

We were disappointed to find that most forces do not have fair and effective
processes for managing the individual performance of officers and staff. In many
cases, reliance on the diligence of individual supervisors has resulted in processes —
or lack of processes — that may be unfair and ineffective. This is an area that needs
to improve significantly, particularly given that it has wider implications for the
integrity, efficiency and leadership capability within policing.



Legitimacy in numbers

Ethnic diversity

Percentage of BAME in England and Wales 31

March 2016
overall workforce officers staff PCSOs
6% 6% 7% 9%

Percentage of BAME in o
England and Wales, 14%
2011 Census

Public complaints

Officers  Staff (including

PCSOs)
Number of public complaints

per 1,000 workforce 12 268 61
months to 31 March 2016

Grievances
Officers Staff (including
Number of grievances per 1,000 PCSOs)
workforce raised and finalised
12 months to 31 March 2016 4.8 6.8

® Victim satisfaction

England and Wales

Victim satisfaction with forcs averegs
their overall treatment by

the police 12 months to 31 Y
March 2016 93.4%

For further information about the data in this graphic please see annex A



About police legitimacy

Police legitimacy — a concept that is well established in the UK as ‘policing by
consent’ — is crucial in a democratic society. The police have powers to act in ways
that would be illegal if undertaken by a member of the public (for example, searching
someone). Therefore, it is vital that, in the course of their duties, they use these
powers fairly and treat people with due respect.

Police legitimacy is required for the police to be effective and efficient, and it
motivates the public to co-operate with the police and respect the law. The more the
public supports the police by providing information or becoming involved in policing
activities (such as Neighbourhood Watch or other voluntary activity), the greater the
scope for police forces to prevent or resolve crime and other incidents.

For forces to achieve this support or consent, the public needs to believe that the
police will treat people with respect and make fair decisions, as well as be friendly
and approachable.? In academia, and increasingly throughout policing, this is often
described as ‘procedural justice’. Conversely, actions taken by the police that are
perceived to be unfair or disrespectful can damage its legitimacy in the eyes of the
public.

Research suggests that police officers and staff are more likely to treat the public
with fairness and respect if they feel they are also being treated that way, particularly
by their own force. Therefore, it is important that the decisions forces make about the
things that affect their workforces are perceived to be fair.® This principle is
described as ‘organisational justice’, and HMIC considers that, alongside the
principle of procedural justice, it is an important aspect of maintaining police
legitimacy.

An area in which both internally-facing organisational justice and externally-facing
procedural justice play an important role is forces’ handling of misconduct and
corruption. Both the police workforce and the general public need to be confident
that forces are tackling these problems fairly and firmly.

These areas of procedural justice, organisational justice and dealing effectively with
misconduct and corruption form the basis for the three main questions of the 2016
legitimacy inspection.

* It's a fair cop? Police legitimacy, public cooperation, and crime reduction, National Policing
Improvement Agency, September 2011. Available at:
http://whatworks.college.police.uk/Research/Documents/Fair_cop Full Report.pdf

® Fair cop 2: Organisational justice, behaviour and ethical policing, College of Policing, 2015.
Available at:

http://whatworks.college.police.uk/Research/Documents/150317 Fair cop%202 FINAL REPORT.pd
f

10


http://whatworks.college.police.uk/Research/Documents/Fair_cop_Full_Report.pdf
http://whatworks.college.police.uk/Research/Documents/150317_Fair_cop%202_FINAL_REPORT.pdf
http://whatworks.college.police.uk/Research/Documents/150317_Fair_cop%202_FINAL_REPORT.pdf

To what extent do forces treat all the people they
serve with fairness and respect?

HMIC’s 2015 legitimacy inspection led to a positive assessment of how well forces
understand, engage with and treat fairly the people they serve. However, the results
of a 2015 Ipsos MORI survey commissioned by HMIC indicated that forces still had
more to do to gain a reputation for treating all the people they serve fairly and with
respect.® This finding is reflected in a 2016 survey which found that only 56 percent
of respondents agreed that the police in their local area treated people fairly and with
respect (compared with 54 percent in 2015).”

Our 2016 inspection questions and graded assessments therefore focused on this
aspect of police engagement.® Specifically:

e To what extent does the force understand the importance of treating the
people it serves with fairness and respect?

e How well does the force seek feedback and identify those issues that have
the greatest impact on people’s perceptions of fair and respectful treatment?

e How well does the force act on feedback and learning to improve the way it
treats all the people it serves, and demonstrates that it is doing so?

Understanding the importance of fair and respectful
treatment

Public perceptions of whether police officers and staff make fair decisions and treat
people with respect affect police legitimacy in the eyes of the public, over and above
police effectiveness at preventing and detecting crime.® We assessed how far the

® Before our 2015 inspection, HMIC commissioned Ipsos MORI to survey members of the public
throughout England and Wales to seek their views on policing. A total of 26,057 adults were
surveyed. The results of the survey are available at:
www.justiceinspectorates.gov.uk/hmic/publications/public-views-policing-england/

" See Annex A for more information about the recent survey.

8 HMIC’s 2016 Effectiveness inspection will explore another aspect of engagement: the extent to
which forces understand and respond to community concerns about crime and anti-social behaviour.

% It's a fair cop? Police legitimacy, public cooperation, and crime reduction. Andy Myhill and Paul
Quinton, National Policing Improvement Agency, September 2011. Available at:
http://whatworks.college.police.uk/Research/Documents/Fair_Cop Briefing_Note.pdf

11
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vision and values of a force reflected the principles of fair and respectful treatment,
how well the force communicated these — and the Code of Ethics for policing® — to
the workforce, and how well the workforce understood them.

We were pleased to find that, while the disparities between force values and the
Code of Ethics that we identified last year remain in some forces, most have taken
effective action to improve workforce understanding of the Code of Ethics, including
the importance of treating people with fairness and respect.

Positive examples include Greater Manchester Police, which undertook a nine-week
education programme focusing on one principle of the Code each week. Also, it is
introducing a mandatory two-day customer service training course for all officers and
staff who come into contact with the public. Humberside Police continues to train
new officers, staff and volunteers in its values and the Code of Ethics and how they
link to customer service principles. It reinforces these messages at professional
development events.

Seeking feedback and challenge

HMIC'’s 2015 legitimacy inspection found a positive picture of how well forces
engage and work closely with communities. This year, we focused specifically on
forces’ understanding of people’s perceptions of fair and respectful treatment. One of
the most important ways forces can do this is by seeking feedback and challenge
from the people they serve, including from those groups with the least trust and
confidence in the police. Forces use a range of methods to do this.

Public surveys

All forces are required to conduct victim satisfaction surveys and provide data to the
Home Office on a quarterly basis. The surveys take account of victims’ experiences
of the service they received and are intended to inform improvements to services.

While the perspective of the victim is an extremely important one, it should not be the
only one that forces consider. The results of the Ipsos Mori survey we commissioned
to seek views on policing from members of the public across England and Wales
illustrate the importance of seeking a broad range of views on perceptions of police
treatment. For example, only 56 percent of respondents said that the police in their
local areas treated people fairly and with respect; seven percent of respondents said
that the police in their local areas did not treat people fairly and with respect, and this
negative assessment increased to 38 percent among those who believed that police
behaviour had got worse in the previous 12 months.

1% Code of Ethics: A Code of Practice for the Principles and Standards of Professional Behaviour for
the Policing Profession of England and Wales, College of Policing, July 2014. Available at:
www.college.police.uk/What-we-do/Ethics/Documents/Code _of Ethics.pdf

12
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We found that better-performing forces try to develop an even broader
understanding of public perceptions by commissioning public perception surveys
which aim to understand how the public had been (or perceived they would be)
treated by the police.

Independent advisory groups

Nearly all forces use independent advisory groups (IAGs) to gain insight into local
perceptions of the service the force offers. IAGs also provide advice in advance of,
or after, high-profile incidents or operations, and scrutinise data, body-worn video
camera evidence, complaints and calls for service. If they are used effectively, and if
their membership is regularly reviewed and refreshed using open selection
processes, IAGs are one way that forces can improve their ability to identify and
understand the views of the people they serve.

However, in forces where IAGs are relied on to fulfil this function, there is a risk that
too great a responsibility is being placed on a small group of individuals who put
themselves forward to represent their community. We know that people with less
trust and confidence in the police are less likely to complain or take part in formal
communication methods, so forces must continue to look for wider opportunities to
seek feedback on such people’s perceptions and experiences of police treatment.*

A good example of a force with active IAGs is West Yorkshire Police, which has
them at both force and district levels, some with an independent chair. The force
consults its IAGs on a range of issues, such as developing operational guidance for
officers on how to engage with the lesbian, gay, bisexual and transgender
communities, and seeking advice on communicating with people with hearing or
sight impairment and people for whom English is not their first language.
Bedfordshire Police involves young people in its stop and search scrutiny panel as
reviewers of body-worn video camera footage of use of stop and search powers.

Day-to-day interactions

Beyond formal surveys and IAGs, forces should take the opportunity to seek
feedback and challenge on issues of treatment during or following their day-to-day
interactions with the public. We were pleased to find that nearly all forces have a
page on their website where people can submit feedback, or find more information
about how to make a complaint.

' The IPCC’s most recent survey on public confidence in the complaints system found that minority
ethnic respondents, and those respondents under 25 years old, were not only less likely to be happy
with the way the police treated them during contact, but were also significantly less likely to complain
about the police if they were unhappy with that contact. Available from:
www.ipcc.gov.uk/sites/default/files/Documents/quidelines_reports/IPCC_Public_confidence survey 2

014.pdf
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Many forces also referred to more general communication methods — such as
community meetings, social media channels and Neighbourhood Watch schemes —
as their main methods for seeking feedback and challenge about people’s
perceptions and concerns about police treatment.

While these communication channels certainly offer the public an opportunity to talk
to the police about their local crime and anti-social behaviour concerns, we found
few examples of forces using them explicitly to seek challenges on issues of
treatment. Therefore, we would be concerned if forces are relying on these existing
channels as the only means for seeking feedback and challenge, because people
with less trust and confidence in the police may not use them.

Better performing forces use every contact with the public as an opportunity to seek
feedback and challenge, and target tailored communication methods to those groups
with less trust and confidence in the police. For example, Derbyshire Constabulary
and the Metropolitan Police Service give cards to victims that encourage them to
provide feedback on the service they received from the police; West Midlands Police
and Leicestershire Police encourage members of the public to rate their experiences,
provide feedback and view others’ feedback through dedicated websites. Derbyshire
Constabulary writes separately to all black, Asian and minority ethnic victims, who
may have lower levels of confidence in the police,*? to encourage them to provide
feedback. Kent Police issues a card to people who have been stopped and searched
that directs them to a page setting out the law on stop and search and advice on how
to make a complaint.

Other sources of information

Policing processes and systems produce a range of information relating to police
interactions with the public that forces can use to identify and to understand the
extent to which the force is (or is perceived to be) treating people with fairness and
respect.

Lessons from inspections, investigations and reviews

The ability of forces to learn from their own and others’ mistakes and experiences is
an extremely important aspect of how they continue to improve the way the police
treats the public.

12 Crime statistics, focus on public perceptions of crime and the police, and the personal well-being of
victims, Office of National Statistics, March 2015, Available at:
www.ons.gov.uk/peoplepopulationandcommunity/crimeandjustice/compendium/crimestatisticsfocuson
publicperceptionsofcrimeandthepoliceandthepersonalwellbeingofvictims/2015-03-
26/chapterlperceptionsofthepolice#overall-confidence-in-the-local-police-by-background-
characteristics

14


file:///\\poise.homeoffice.local\home\L01B\Users\MarchaC\My%20Documents\HMIC\Reports\PEEL\2016\Legitimacy\Legitimacy%20thematic\www.ons.gov.uk\peoplepopulationandcommunity\crimeandjustice\compendium\crimestatisticsfocusonpublicperceptionsofcrimeandthepoliceandthepersonalwellbeingofvictims\2015-03-26\chapter1perceptionsofthepolice
file:///\\poise.homeoffice.local\home\L01B\Users\MarchaC\My%20Documents\HMIC\Reports\PEEL\2016\Legitimacy\Legitimacy%20thematic\www.ons.gov.uk\peoplepopulationandcommunity\crimeandjustice\compendium\crimestatisticsfocusonpublicperceptionsofcrimeandthepoliceandthepersonalwellbeingofvictims\2015-03-26\chapter1perceptionsofthepolice
file:///\\poise.homeoffice.local\home\L01B\Users\MarchaC\My%20Documents\HMIC\Reports\PEEL\2016\Legitimacy\Legitimacy%20thematic\www.ons.gov.uk\peoplepopulationandcommunity\crimeandjustice\compendium\crimestatisticsfocusonpublicperceptionsofcrimeandthepoliceandthepersonalwellbeingofvictims\2015-03-26\chapter1perceptionsofthepolice
file:///\\poise.homeoffice.local\home\L01B\Users\MarchaC\My%20Documents\HMIC\Reports\PEEL\2016\Legitimacy\Legitimacy%20thematic\www.ons.gov.uk\peoplepopulationandcommunity\crimeandjustice\compendium\crimestatisticsfocusonpublicperceptionsofcrimeandthepoliceandthepersonalwellbeingofvictims\2015-03-26\chapter1perceptionsofthepolice

We were pleased to find that most forces have well-established governance
structures for marshalling, understanding and learning from issues and
recommendations identified through or made as a result of HMIC inspections, IPCC
investigations and serious case reviews.

In most cases, emerging lessons and actions are collated and disseminated through
written briefings or oral presentations, often produced by force professional
standards departments. Wiltshire Police’s organisational review board revised
policies and training after an IPCC investigation into the force’s approach to a high-
profile crime.

Victim satisfaction data

Victim satisfaction data provide forces with information on how victims feel they have
been treated by the police. Figure 1 below provides a picture of sustained high levels
of victim satisfaction over the last five years.

Figure 1: Percentage of victims who were satisfied with overall treatment in England and
Wales, from the 12 months to 31 March 2011 to the 12 months to 31 March 2016

100%
99%
98%
97%
96%
95%
94% —_— /\
93%
92%
91%
90%

0

2011 2012 2013 2014 2015 2016
Source: Home Office Annual Data Requirement
Figure 1 shows that, in the 12 months ending 31 March 2016, the percentage of
victims in England and Wales who were satisfied with overall treatment was 93.4

percent. There has been little change since the 12 months ending 31 March 2011,
when 93.9 percent of victims were satisfied.
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Figure 2: Percentage of victims satisfied with overall treatment in the 12 months to 31 March
2016, by police force
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Figure 2 shows that, by police force, in the 12 months to 31 March 2016 the
percentage of victims satisfied with overall treatment ranged from 88 percent to 97
percent.

We were pleased to find that nearly all forces have a way of analysing their victim
satisfaction surveys to identify potential problems. For example, West Midlands
Police routinely analyses its victim satisfaction surveys to understand changes in
public perception of the service. The force overlays its survey results onto other data
which enables it to track variations in different demographic groups and identify
areas where levels of confidence in the police are low.

While the overall levels of victim satisfaction remain high across the country, forces
should not use their victim satisfaction survey results as their only way of
understanding perceptions of treatment and identifying potential concerns, as
discussed above.

Independent custody visitor schemes

Every police and crime commissioner in England and Wales supports an
independent custody visitor (ICV) scheme. Individuals from outside policing conduct
unannounced visits to police custody suites and provide feedback to forces about
what they find, including any issues relating to fair and respectful treatment of
detainees. As part of our 2016 inspection, we reviewed annual ICV reports for each
police force (if available) and in many cases our inspectors spoke with the ICV
scheme manager for that force. ICV scheme managers are based in the office of the
police and crime commissioner for each force.
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We were pleased to find that, in nearly all cases, we read or heard positive feedback
about how forces responded to issues raised as a result of ICV visits. Most forces
have formal structures for discussing and resolving any issues raised by ICVs.

Public complaints data

All forces in England and Wales are required to record the nature of complaint cases
and allegations against police officers and staff. Forces should be analysing this data
to explore the reasons behind the dissatisfaction of members of the public with the
way they have been treated by the police to establish areas of concern.

We asked forces to provide us with the volume and percentage of public complaint
allegations recorded against police officers in England and Wales by allegation type,
in the 12 months to 31 March 2016.** Figure 3 shows the types of complaint
allegations that are most frequently recorded against police officers.

Figure 3: Volume and percentage of public complaint allegations recorded against police
officers in England and Wales by allegation type, in the 12 months to 31 March 2016
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Source: HMIC Legitimacy data collection
Note: PACE is the Police and Criminal Evidence Act 1984

In the 12 months to 31 March 2016, there was a total of 55,018 public complaint
allegations recorded against police officers in England and Wales.

By police force, the number of public complaint cases against officers (per 1,000
officers) varied considerably, ranging from 118 to 447, with an England and Wales
average of 268 complaints per 1,000 officers, as shown in figure 4.

3 We also asked for the same data for police staff, including police community support officers. We
have included the police officer data for illustrative purposes.
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Figure 4: Number of public complaints against police officers (per 1,000 officers) in the 12
months to 31 March 2016, by police force
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During our 2016 inspection, we were pleased to find that almost all forces do some
analysis of their recorded complaints data to identify local trends and provide this
data to local command teams. We would like to see forces using this data to
understand the reasons why they have higher or lower rates than other police forces,
and looking at the types of cases in the ‘other neglect or failure in duty’ category, that
has by far the highest number of complaints within it.

Service recovery

Some of the variation in complaint numbers described above is to be expected
because of different demands on policing in different areas, but the scale of this
variation also suggests there are different recording practices across forces. For
example, many forces have what is known as a ‘service recovery’ process for
handling and resolving less serious matters, many of which may be about
perceptions of treatment. This approach entails the force dealing with public
dissatisfaction without recording it as a formal complaint.

We continue to be concerned that the service recovery process may mask the true
extent of dissatisfaction within a force, which limits its ability to learn and improve.
Forces using these procedures should make sure they have sufficient details about
causes of dissatisfaction and how the cases were resolved, so they can use this
information to establish and understand what the cases are telling them about the
reasons for public dissatisfaction.
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Use of stop and search

Data on use of stop and search are another valuable source of information for forces
in relation to the extent to which people are being treated with fairness and respect.

We were pleased to find positive examples of forces using IAGs and other
independent groups to scrutinise stop and search data for disproportionality and to
dip-sample stop and search forms and review evidence from body-worn video
cameras. These methods provide insight into the quality and fairness of interactions
and enable forces to identify and deal with concerns.

In September 2016, we published the findings of our revisit of the 13 forces that were
not complying with 3 or more features of the Best Use of Stop and Search (BUSS)
scheme in 2015.** We will return to look more widely at use of stop and search
powers in our 2017 PEEL legitimacy inspection.

Use of force

Other potential sources of information are data on the use of physical force by the
police (e.g. physical restraint, use of batons, incapacitant sprays, Tasers and
firearms and restraint equipment including handcuffs). While preventing crime and
keeping people safe are essential parts of police officer and staff duties, it is vital for
police legitimacy that they deploy force fairly and with good reasons. HMIC has
commented on the importance of monitoring police use of force before®, and a more
recent IPCC study also found a lack of consistent national data on the extent and
type of force used by the police.®

During our inspection, we were disappointed to find, again, that few forces routinely
record and monitor data (or review body-worn video camera evidence) on use of
force. The National Police Chiefs’ Council recognises that this is an area in which
most forces need to improve and it has designed a national recording form to
improve the consistency with which data are recorded and monitored. We intend to
assess use of force in more detail during one of our future inspections, as the results
of failing to improve in this area have significant implications for police legitimacy in
the eyes of the public.

! Best Use of Stop and Search revisits, HMIC, September 2016. Available at:
www.justiceinspectorates.gov.uk/hmic/publications/best-use-of-stop-and-search-revisits/

' The welfare of vulnerable people in police custody, HMIC, March 2015. Available at:
www.justiceinspectorates.gov.uk/hmic/publications/the-welfare-of-vulnerable-people-in-police-
custody/ and The rules of engagement: a review of the August 2011 disorders, HMIC 2011. Available
at: www.justiceinspectorates.gov.uk/hmic/publications/rules-engagement-review-august/

'8 Use of force: evidence from complaints, investigation and public perception, IPCC, March 2016.
Available at: www.ipcc.gov.uk/page/use-of-force

19


http://www.justiceinspectorates.gov.uk/hmic/publications/the-welfare-of-vulnerable-people-in-police-custody/
http://www.justiceinspectorates.gov.uk/hmic/publications/the-welfare-of-vulnerable-people-in-police-custody/
http://www.justiceinspectorates.gov.uk/hmic/publications/rules-engagement-review-august/

Understanding the whole picture

Considering the wide range of data and information sources the police collect and
produce, it is important that forces have well-established methods for bringing these
together to establish patterns and make links, as a means of identifying and
understanding potential concerns about police treatment.

We were pleased to find that most forces have one or more senior level meetings
that consider some of these concerns, from ethics and public confidence boards to
internal and external scrutiny panels looking at stop and search and Taser use.
However, we found few examples of forces bringing together and examining
disparate information sources side-by-side to build a clear picture of the issues that
have the greatest effect on public perceptions of fair and respectful treatment.

This finding was patrticularly surprising in some of those forces that could
demonstrate effective ways of seeking feedback and challenge; we found minimal
evidence that they were reviewing these valuable insights in any systematic way.
This lack of co-ordination limits forces’ ability to take effective action to improve the
extent to which they treat all of the people they serve with fairness and respect.

Making improvements

Forces should be able to demonstrate that they have taken effective action in
response to identified concerns about how the public have been treated, if they are
to maintain and improve public trust and confidence.

We were pleased to find that many forces have processes in place to respond to
concerns, from complaint resolution and identification to communication throughout
the workforce of lessons learned. Also, we found good examples of forces
responding to both feedback and national findings by changing or introducing
training and development activities. For example, Thames Valley Police was
concerned about the number of incivility complaints it was receiving, so it
incorporated guidance on this in its annual refresher training on the use of force.

However, we were disappointed to find that, in some cases, improvements appeared
to be ‘one-off’ rather than part of a continuous improvement process, and few forces
could provide evidence that the wider workforce had acted on lessons learned or
evaluated the effect of improvement activity. Further, we found minimal evidence of
targeted communication to the public about improvements being made in response
to concerns about police treatment, over and above the existence of general
communication channels. As such, we believe that forces are missing out on
opportunities to improve public trust and confidence i