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This report is to inform the reader of the governance obligations of the Office of the 
Police and Crime Commissioner (OPCC). The OPCC will publish this information on 
a quarterly basis, to ensure that the public can review the functions of the OPCC. 
The areas of focus for this report are: 

• Professional Standards Department (PSD) Dip Sampling  
• Customer Services/Lower Dissatisfaction Dip Sampling 
• Chief Constable Complaints 
• Reviews 
• Independent Custody Visitors (ICVs) 
• Legally Qualified Chairs (LQCs) 
• Freedom of Information / Subject Access Requests  
• Trends/Patterns received by the OPCC. 

 

Dip Sampling – Schedule 3 complaints – Professional Standards Department 
 

The purpose of the OPCC Dip Sampling Schedule 3 complaints it that it is a critical 
function to the reputation of Bedfordshire Police that the public has confidence in the 
complaints system. To this end, both the Chief Constable and the Police and Crime 
Commissioner have arranged for ‘dip sampling’ to be undertaken of complaints. On a 
monthly basis, the OPCC will request categories of complaints from the Professional 
Standards Department and when the files have been received will review them in 
full.  

The categories of complaint are: 

 
Complaint Categories & Subcategories 

 
A   Delivery of Duties and Service   
 
A1 Police action following contact    / A2 Decisions    / A3 Information   / A4 General level of 
service.    
  
 
B  Police powers, policies, and procedures 
 
B1 Stops, & stop & search / B2 Searches of premises & seizure of property / B3 Power to 
arrest & detain /        
 
B4 Use of force / B5 Detention in police custody / B6 Bail, identification, and interview 
procedures /     
   
B7 Evidential procedures / B8 Out of Court disposals / B9 Other policies and procedures  



 
 
C Handling of or damage to property / premises 
D Access and / or disclosure of information  
 
D1 Use of police systems / D2 Disclosure of information / D3 Handling of information /   
 
D4 Accessing and handling of information from other sources.   
 
 
E Use of Police Vehicles 
F Discriminatory behaviour 
 
F1 Age / F2 Disability / F3 Gender Reassignment /  F4 Pregnancy & Maternity / F5 Marriage 
& Civil Partnership /  
 
F6 Race / F7 Religion or Belief / F8 Sex / F9 Sexual Orientation / F10 Other   
 
G Abuse of Position / Corruption 
 
G1 Organisational corruption / G2 Abuse of position for sexual purpose /  
 
G3 Abuse of position for the purpose of pursuing an inappropriate emotional relationship /    
G4 Abuse of position for financial purpose / G5 Obstruction of justice / G6 Abuse of position 
for other purpose   
 
H Individual Behaviours 
 
H1 Impolite language or tone / H2 Impolite and intolerant actions / H3 Unprofessional 
attitude and disrespect  
 
H4 Lack of fairness and impartiality / H5 Overbearing or harassing behaviours  
 
J Sexual Conduct 
K Discreditable Conduct 
L Other 

 

The OPCC will consider such aspects when completing the Dip Sampling: 

• Timescales for completion of investigations 
• Learning Identified 
• Were all allegations covered fully and appropriately? 
• Satisfaction 
• Was Body Worn Video (BWV) used and was it useful to the complaint? 
• Other aspects are considered throughout the process.  



The process relates only to the Dip Sampling of closed complaints cases and does 
not cover either the duty to oversee ongoing complaints or the new wider power of 
direction of the handling of complaints against the police. 

The purpose of Dip Sampling is not to interfere with the review process and 
decisions made by the Relevant Review Body can only be overturned by the courts 
through the Judicial Review Process. 

Q1 – PSD Dip Sample 
During April 2026 to June 2026, 58 were dip sampled with a total of 122 allegations 
made. This is two less complaints than the last quarter, and a decrease of 10 
allegations made. 

Bedfordshire OPCC dip sampled 19 complaints in April 2026. Within the 19 
complaints, 34 allegations were covered.  

Bedfordshire OPCC dip sampled 20 complaints in May 2026. Within the 20 
complaints, 53 allegations were covered.  

Bedfordshire OPCC dip sampled 19 complaints in March 2026. Within the 19 
complaints, 35 allegations were covered.  

 

 



 

 

 



 

Bedfordshire OPCC believe that all PSD complaints dip sampled have been dealt 
with in a reasonable and proportionate manner, however additional learning has 
been passed back to the Professional Standards Department to consider.  

Clarification or further information was required on 10 of the 58 PSD dip sampled.  

60% of those sampled found service to be acceptable.  

19% of those sampled found Service was not/partially not acceptable for all 
allegations. 

2% of those sampled found no further action was required.  

5% of those sampled found unable to determine for all allegations. 

The top three categories respectively (remaining same as the previous quarter): 

 A1 - Police action following contact  
 B4 - Use of Force  
 H3 – Unprofessional Attitude H3 - Unprofessional attitude and disrespect 

The Office of the Police and Crime Commissioner’s Office (OPCC) agreed with any 
learning identified within the complaint reports and identified additional points for 
PSDs consideration. 

 

CRT/Lower Dissatisfaction – Dip Sample 
 

The Compliance Officers within the Governance and Compliance team continue to 
undertake monthly dip‑sampling of lower‑level dissatisfaction complaints. This 
activity has always been carried out by the OPCC and has remained independent 
throughout. The Compliance Officers have no operational involvement in the 
handling of complaints, and their role is limited to assurance and oversight; 
dip‑sampling therefore continues to be fully independent of the complaints‑handling 
process. 

Customer support and dissatisfaction dip‑sampling has been in place since August 
2021, undertaken by the OPCC while Bedfordshire Police retained responsibility for 
the handling of all complaints. In January 2026, operating arrangements changed in 
line with the statutory model 2 (National guidance), with responsibility for handling 
lower‑level dissatisfaction complaints transferring to the OPCC Complaints Team. 
Despite this change in operational delivery, the OPCC’s independent dip‑sampling 
function has been maintained, ensuring continuity of assurance, compliance with 



statutory guidance, and clear separation between complaint handling and quality 
oversight. 

The OPCC will consider such aspects when completing the Dip Sampling: 

• Complaint 
• Allegations 
• Victims Code of Practice 
• Recommendations or actions 
• Timescales 

The process relates only to the Dip Sampling of closed complaints cases and does 
not cover those that remain an enquiry. 

Transfer of Initial Complaint Handling to the OPCC – January 2026 

From January 2026, the Bedfordshire Police and Crime Commissioner (PCC), John 
Tizard, assumes responsibility for the initial local stage of receiving and managing 
police complaints. 

Previously, this stage of the complaints process was managed within the police 
service. Under the new arrangements, it will be delivered by a specialist team within 
the Office of the Police and Crime Commissioner (OPCC). 

This new approach introduces a dedicated service designed to: 

• Resolve complaints quickly and effectively. 
• Provide support and guidance to complainants, ensuring they understand the 

process and are kept informed at every stage. 
• Deliver a process that is more effective, transparent, and independent. 

The PCC’s decision should not be interpreted as criticism of the team previously 
delivering this service within the police; rather, it reflects a commitment to improving 
accessibility and impartiality. 

Key Features of the New Service 

• Clearer routes for the public to raise concerns. 
• Acknowledgement of complaints within two working days. 
• Focus on learning and improvement, with complaints managed to achieve 

resolution wherever possible. 
• Crucial decisions made outside the police service, increasing public 

confidence that complaints are handled fairly and impartially. 

 



Escalation Process 

If a complaint: Cannot be resolved locally, or falls outside the scope of local 
resolution, it will be referred to: 

• The Professional Standards Department (PSD) for Bedfordshire, 
Hertfordshire, and Cambridgeshire, or 

• The Independent Office for Police Conduct (IOPC), as per current statutory 
requirements. 

Complaints data 

The below dashboard shows continued growth in complaint demand between April 
and June 2026 compared to the same period last year. Complaints increased by 
23%, whilst allegations rose by 66%. The average number of allegations per 
complaint increased from 1.20 to 1.61 (+34%), indicating that complaints are 
becoming increasingly complex, with a greater number of concerns being raised 
within each complaint. 

Performance in resolving complaints outside Schedule 3 processes improved from 
61% to 71%. Although monthly performance varied throughout the quarter, this is 
largely reflective of the profile of complaints received rather than operational 
performance and demonstrates continued use of local resolution where appropriate. 

Table 1: Complaints Performance Dashboard  
 

 Apr-26 May-26 Jun-26 Average Y.O.Y 
Change 

Complaints Logged 133 151 147 144 ↑ 23% 
Complaints Logged SPLY 115 122 113 117  
Allegations Logged 201 264 230 232 ↑ 66% 
Allegations Logged SPLY 136 149 134 140  

Closed outside S3 % 89% 63% 62% 71% ↑ 17% 
Closed outside S3 % SPLY 62% 63% 58% 61%  

Same Period Last Year – SPLY / Year on Year Y.O.Y 

Table 2: Quarter-on-Quarter Performance Comparison (2026) 
 

 Q1 Avg. Q2 Avg. Change 
Complaints Logged 161 144 ↓ -11% 
Allegations Logged 220 232 ↑ 5% 
Closed Complaints 129 66 ↓ -49% 
Closed outside S3 % 84% 71% ↓ -15% 
Initial Contact sent 24hrs % 99% 98% ↓ -1% 
Average time to close (Days) 19 22 ↑ 16% 
Average time to log (days) 2 2 → 0% 



 

Compared to the previous reporting period, complaint volumes reduced by 11%; 
however, allegations increased by 5%, indicating that complaint complexity 
continues to increase despite a reduction in overall complaint demand. The average 
number of allegations per complaint increased from 1.29 in Q1 to 1.61 in Q2 (+25%), 
reinforcing the trend towards more complex complaints. 

Complaint closures reduced by 49% compared to Q1, whilst average closure times 
increased from 19 to 22 days (+16%). The proportion of complaints resolved outside 
Schedule 3 processes also reduced from 84% to 71%. This suggests that whilst 
complaint demand has moderated compared to the previous quarter, complaint 
complexity and case handling pressures remain significant challenges. 

Allegations by Category of all complaints 
 

 
 
The data shows a clear concentration of complaint allegations within four key 
categories: 

• A1 – Police Action Following Contact (130 allegations) 
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• A3 – Information (114 allegations) 
• A2 – Decisions (90 allegations) 
• A4 – General Level of Service (76 allegations) 
 

Table 4: Allegations by Category (Excerpt)   
 
Allegation Type 2025 2026 YOY Change 
A3 - Information 20 114 ↑ 470% 

A2 - Decisions 25 90 ↑ 260% 

D2 - Disclosure of Information 4 14 ↑ 250% 

D3 - Handling of Information 2 6 ↑ 200% 

B7 - Evidential Procedures 6 17 ↑ 183% 

H4 - Lack of Fairness & Impartiality 4 10 ↑ 150% 

B4 - Use of Force 16 39 ↑ 144% 

Dip Sampling will continue for the new OPCC complaints team to ensure that 
learning is captured, documented, and applied effectively. This process will support 
continuous improvement and help deliver the highest standard of service to the 
public in Bedfordshire. 

 



 

 
Chief Constable Complaints 
 

There have been no Chief Constable complaints recorded within the last quarter 
April 2026 – June 2026. 

The OPCC has received complaints from individuals who believe they are submitting 
a complaint against the Chief Constable. However, unless the complaint relates 
directly to the personal conduct of the Chief Constable, it is not classified as a 
complaint against the Chief Constable. 

Complainants often assume that, because the Chief Constable holds overall 
responsibility for the Force, they can be held personally accountable for operational 
decisions or actions taken by others. In practice, many responsibilities are delegated 
to other officers or staff within the organisation. 

When the OPCC reviews such complaints, if it is immediately clear that: 

• The allegations do not concern the Chief Constable’s conduct, and 
• The Chief Constable has had no personal involvement in the matter, 

then the complaint will not be recorded as a complaint against the Chief Constable. 



Statutory Guidance 

The IOPC statutory guidance (Section A.7) states: 

“There will be times where a complaint names the chief officer or acting chief officer, 
but the complaint is about something where authority has been delegated to another 
officer or staff member within the force. Where the local policing body receives a 
complaint for which it is not the appropriate authority, they must forward the 
complaint to the appropriate authority. Therefore, where it is immediately clear that 
the chief officer or acting chief officer has not been involved, the local policing body 
must take the steps outlined in paragraphs 6.5 – 6.7. They should explain the 
reasons for this to the complainant.” 

In line with this guidance: 

Complaints of this nature are forwarded to OPCC Complaints team, this team 
assesses the matter and allocates it to the appropriate individual or department 
within the Force for handling. 

 
Reviews 
 

The statutory framework for complaint reviews, introduced on 1 February 2020, 
remains unchanged. The governance team continues to play a critical role in 
ensuring compliance, transparency, and continuous improvement. This section 
provides an overview of review outcomes, key learning points, and governance 
actions taken during the reporting period. 

The chart below illustrates data on completed reviews. In addition, key findings and 
actions taken by the Review Officer in Bedfordshire are summarised below: 
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Key Outcomes and Actions 

Upheld Reviews 

• Identified shortcomings in the handling of communication, officer conduct and 
decision-making during an arrest, while another identified inadequately 
reasoned complaint findings requiring reconsideration by Bedfordshire Police. 

• Recommendations were made for officers to undertake reflective practice, 
review Body Worn Video footage, and consider opportunities for improved 
communication, de-escalation and professional standards. 

• Organisational learning was identified and shared with PSD to improve future 
complaint handling and operational practice. 

OPCC Oversight and Learning 

• The OPCC continued to provide oversight in reviews where outcomes were 
assessed as reasonable and proportionate but learning opportunities were 
identified. 

• Oversight focused on communication with complainants, follow-up 
arrangements, complaint recording practices, rationale for decision-making 
and maintaining transparent audit trails. 

• Learning and feedback were provided to PSD to support continual 
improvement and strengthen public confidence in the complaints process. 

• The OPCC highlighted opportunities to improve contact with complainants, 
document decision-making more effectively and ensure lessons learned are 
embedded into future practice. 

Learning Themes identified within Reviews  

• Communication and complainant engagement – ensuring meaningful contact 
is maintained with complainants and that efforts to communicate are 
appropriately documented. 

• Use of force and de-escalation – reinforcing proportionality, communication, 
leadership and the continuous assessment of tactical options during incidents 
involving restraint. 

• Professional standards and conduct – maintaining professional language, 
behaviour and decision-making during challenging interactions. 

• Complaint recording and transparency – ensuring concerns raised by 
complainants about complaint wording, scope and accuracy are clearly 
documented with supporting rationale. 

• Supervision and reflective practice – using Body Worn Video reviews, 
reflective learning and supervisory oversight to improve future performance. 



• Decision-making and rationale – ensuring complaint outcomes clearly explain 
findings and provide robust reasoning where service failures are or are not 
identified. 

The average time taken to complete a review and send the final response to the 
complainant within the Office of the Police and Crime Commissioner for Bedfordshire 
July 2025 - June 2026 - 19.64 (20) days average. 

 



Legally Qualified Persons and Independent Members 
 

Hearings are governed by the Police (Conduct) Regulations 2020, although cases 
initiated before 1 February 2020 follow earlier regulations. For hearings commenced 
after 7 May 2024, panels include a Chair (Chief Constable or delegated senior 
officer), two Independent Panel Members (IPMs), and a Legally Qualified Advisor 
(LQA) who provides guidance but does not make decisions. Hearings formed before 
this date, during the transition period, consist of a Legally Qualified Chair (LQC), a 
police officer of at least Superintendent rank, and an Independent Member (IM). 

 

 

 

 

 

 

 

 

 

 



Police Appeals Tribunals  
Police Appeals Tribunals are chaired by individuals appointed by the Home 
Secretary and include a senior officer or former senior officer and a senior police 
staff member. The OPCC is responsible for appointing LQCs and IMs, and in line 
with the PCC’s transparency pledge, appointment figures are published regularly. 

Due to a national issue, PAT Chairs are not currently taking on cases. Unfortunately, 
this will result in considerable delays in the handling and resolution of police appeal 
tribunals. This matter has been escalated both locally and nationally, including to the 
Home Secretary, to seek a resolution as quickly as possible. 

 

 

 

Freedom of Information/Subject Access Requests  
The OPCC has received several Freedom of Information (FOI) and Subject Access 
Requests (SARs that were intended for Bedfordshire Police. In these cases, the 
Governance and Transparency team responds by confirming that the OPCC does 
not hold the requested information, advising that the request should be directed to 
the Force, and providing the appropriate contact details. 

The OPCC also receives FOI and SAR requests that relate specifically to the PCC’s 
office and completes these in line with statutory requirements. The OPCC is fully 
aware of its obligations under Data Protection legislation and the Freedom of 
Information Act, and ensures compliance at all times. 
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