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PURPOSE 
 
The purpose of this report is to: 
 
• Update the Committee on complaints and conduct matters including 

key statistics reflecting the position at the end of Q2, 2025/26. 
• Update the Committee on findings from dip-sampling of Police 

Scotland complaints from Q1, 2025/26. 
 
The paper is presented in line with: 
 

• Scottish Police Authority Committee Terms of Reference  
 
The paper is submitted:  
 
• For Discussion  
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1. BACKGROUND 

1.1. This is a regular agenda item, containing updates on complaints and 
conduct matters within the SPA.  

 
2. FURTHER DETAIL ON THE REPORT TOPIC 

 
2.1. SPA Complaints Performance 

 
2.1.1. Appendix A provides an overview of the complaint handling 

responsibilities of the SPA with explanatory text on reporting 
terminology.  

 
2.1.2. The SPA Complaints Quarterly Performance Report, including key 

statistics reflecting the position at the end of Q2 2025/26, is 
attached as Appendix B to this report and provides comparison 
to the previous 7 quarters. 

 
2.2. Workload Management 
 
2.2.1. Detail on ongoing workload is presented as a separate agenda 

item at the private session of this meeting. 
 

2.3. Dip-Sampling of Police Scotland Complaints 
 

2.3.1. Appendix C provides a report on SPA dip-sampling of complaints 
closed by Police Scotland during Q1, 2025/26. This marks 
resumption of this quarterly exercise (paused following last 
report in September 2024, pending recruitment to the team). 
 

2.3.2. A summary of key findings and recommendations is outlined 
below. 
 
Key findings: 
 

• The PIRC Statutory Guidance provides an expectation that 
policing bodies should respond to non-criminal complaints 
requiring investigation within 56 days (40 working days) of 
receipt. The aim of frontline resolution (FLR) is to provide a 
quick, informed response within a much shorter timescale. 

• Findings from this dip-sampling exercise are consistent with 
those of earlier exercises, demonstrating that, where cases are 
concluded by FLR at Division or via PSD (NCARU), this is 
consistently achieved within a very short timeframe, although 
where FLR is achieved via PSD (Non-Criminal Investigations) or 
Specialist Division, this continues to take in excess of 40 
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working days. In respect of those cases requiring formal 
investigation and determination, however, closure timescales 
continue to significantly exceed 40 working days, it being 
recognised that these are impacted by initial delays in allocation.  

• As with previous dip-sampling exercises, timescales are 
assessed as being a key contributing factor in cases 
subsequently abandoned. However, unlike previous exercises, 
this exercise identified instances where reasonable efforts did 
not appear to have been made to secure the complainer’s 
cooperation before the case was abandoned.   

• As was identified in each of the earlier samples, there continue 
to be issues surrounding effective record-keeping practice 
(including, but not limied to, ensuring that equality and diversity 
information has been sought and recorded). 

• With the exception of the above points, all cases have otherwise 
been deemed to have been handled appropriately in terms of 
the CAPSOP (and, in turn, the PIRC Statutory Guidance). 
 
Recommendations: 
 

• As identified from earlier samples (and the findings of the 
SPA/PIRC Joint Audit of Police Scotland’s initial triage of 
complaints and PIRC Audit Report on the Six-Stage Complaint 
Handling Process), Police Scotland should continue: 

o Monitor timescales following the initial assessment of the 
complaint and contact with the complainer 

o Monitor record keeping practice to ensure consistent 
practice in line with excepted standards 

• Opportunities to capture equality and diversity information could 
be enhanced by providing, in the first instance, the opportunity 
for complainers to provide this when completing the online 
complaint capture form.  

 
2.4. Stakeholder Meetings  

 
2.4.1. The National Complaint Handling Development Group (NCHDG) 

met on 20 August 2025, chaired by T/Superintendent James 
Mann.  
 

2.4.2. The Group received input from West Midlands Police complaints 
lead on actions taken to successfully reduce their won complaints 
backlog, as well as from the Scottish Public Services Ombudsman 
on complaint handling best practice. Other key areas of 
discussion included updates to the online complaint capture form 

https://pirc.scot/publication/audit-report-police-scotland-triage-complaints-about-police-2023
https://pirc.scot/publication/audit-report-police-scotland-triage-complaints-about-police-2023
https://pirc.scot/publication/audit-report-six-stage-complaint-handling-process
https://pirc.scot/publication/audit-report-six-stage-complaint-handling-process
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following the NCARU audit and an update on Operation Glade 
(including progression of the linked internal audit).  

 
2.4.3. The Group is scheduled to meet again on 27 November 2025. 

 
2.4.4. In addition to the above, the SPA Complaints team also attended 

the Police Scotland Professional Standards Department Induction 
Course in October 2025. 
 

2.5. Organisational Learning 
 

2.5.1. The SPA is committed to promoting a culture of organisational 
learning. Opportunities are identified through a variety of sources 
including the handling of complaints within the remit of the SPA 
and PIRC Complaint Handling Reviews (CHRs) if applicable.  
 

2.5.2. During the quarter, the PIRC reported back on its review of a 
complaint handled by the SPA. The report made a number of 
recommendations, as well as identifying a number of specific 
organisational learning opportunities. Further details in this 
regard will be reported following implementation of the above, 
and confirmation from the PIRC that they are satisfied that 
matters identified have been addressed.  

 
3. FINANCIAL IMPLICATIONS 

 
3.1. There are no financial implications in this report. 

 
4. PERSONNEL IMPLICATIONS  

 
4.1. There are no personnel implications in this report. 

 
5. LEGAL IMPLICATIONS  

 
5.1. There are no legal implications in this report. 

 
6. REPUTATIONAL IMPLICATIONS 

 
6.1. There are reputational implications associated with this paper. The 

report (alongside corresponding reports from Police Scotland and 
the PIRC) serves to highlight trends in respect of complaints 
received and performance in respect of complaints handling, 
enabling the Committee to seek assurance in this important area, 
recognising its key link to public confidence in policing in Scotland. 
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7. SOCIAL IMPLICATIONS  
 

7.1. There are no social implications in this report. 
 

8. COMMUNITY IMPACT 
 

8.1. There are no community implications in this report. 
 

9. EQUALITIES IMPLICATIONS  
 

9.1. There are no equality implications in this report. 
 

10. ENVIRONMENT IMPLICATIONS  
 

10.1. There are no environmental implications in this report. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

RECOMMENDATIONS 
 
Members are invited to discuss the contents of this report. 
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SPA Complaints Overview 
 
• A complaint is an expression of dissatisfaction, and the SPA is 

responsible for handling complaints about: the SPA itself (including 
Forensic Services); members of SPA Corporate/Forensic Services 
staff; and senior officers of Police Scotland (i.e. Assistant Chief 
Constable, Deputy Chief Constable and Chief Constable).  

 
• As at 9 October 2025, there are 14 officers of senior rank in Police 

Scotland and 676 staff working across SPA Corporate and Forensic 
Services functions. 

 
• On receipt of a complaint, the SPA will complete an initial 

evaluation to determine who the complaint is about and if it is 
within its remit. For cases within the SPA remit, the initial 
assessment will ensure they are categorised and dealt with in the 
most appropriate manner (i.e. relevant complaint; grievance; 
whistleblowing concern; criminal allegation; misconduct allegation; 
or a miscellaneous case (which refers to enquiries or other 
correspondence received by the SPA)). 

 
• A ‘relevant complaint’ is defined in legislation and is essentially a 

non-criminal complaint made by a member of the public. The SPA 
Complaints Performance Report mainly provides statistical 
information on relevant complaints within the remit of the SPA.  

 
• A single complaint may consist of a number of component parts 

that can be determined separately. For the purposes of this report, 
these are referred to as ‘allegations’ and each complaint may 
include multiple allegations. 

 
• The handling of relevant complaints are subject to the oversight of 

the PIRC, who have an expectation that such complaints should be 
completed within 40 working days. 

 



SPA Complaints 
Performance Report
Quarterly Report
Q2 2025/26



Highlights (8 quarter view)

▪ In context of generally low 
volume of relevant complaints 
(and allegations), numbers 
remain largely consistent 

▪ Majority of relevant complaints, 
and allegations, relate to senior 
officers 

▪ 68% of allegations relate to On 
Duty complaints, the remaining 
32% relate to complainers’ 
dissatisfaction with the Quality of 
Service

▪ Early Stage Resolution remains 
an effective means of addressing 
complaints of a less serious 
nature (28% of allegations closed 
during period)

▪ Of the 21 complaints closed over 
the reporting period, 6 were out 
with the target completion time of 
40 working days

▪ At the end of Q2, 3 complaints 
were ongoing

▪ Data excludes complaints 
received that are outside the 
SPA’s mandate

Cases received Subject of complaints Determination
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Relevant Complaint Other
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Not Upheld Early Stage Res Abandoned (nil)

Upheld Withdrawn (nil) Ongoing

6

8 quarter view of allegations

▪ Of the cases closed during the 
reporting period, 10 allegations 
were resolved by Early Stage 
Resolution (ESR) via explanation, 
assurance or apology. 

▪ Across the 8 quarter period, 62% 
of cases received (within SPA 
remit) classed as relevant 
complaints 

▪ ‘Other’ cases include grievances, 
whistleblowing, misconduct 
allegations, criminal allegations etc

▪ Most cases received outside of SPA 
remit related to matters that have 
since been brought to the 
attention of Police Scotland’s 
Professional Standards Department
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Senior Officer Forensics SPA

▪ The majority of relevant 
complaints (71%) relate to senior 
officers, although absolute 
volumes remain low

▪ Within these complaints, 41 
individual allegations were made, 
with 76% relating to senior 
officers.

Beyond the first chart (Cases 
received) all other charts in this 
report refer to relevant complaints 
only



Allegations by subject Timescales to close

Allegations by category
While the SPA aims to deal with relevant complaints within 
40 working days, each complaint is unique, and a number of 
factors (such as complexity and seriousness) can impact 
timescales. The cases closed over 40 working days above can 
be attributed to:

▪ Requirement for case reviews by Forensic Services

▪ Delays in obtaining evidence out with the control of the 
Authority

▪ Delays in agreeing Heads of Complaint

▪ Complex cases involving officer subjects above & below 
senior officer rank, therefore requiring liaison with Police 
Scotland

▪ Sickness and annual leave involving witnesses
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Drill down from ‘Subject of complaints’ on previous page
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On Duty Off Duty Quality of service

28

13

23/24 24/25 25/26

Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2

Closed 1 1 1 1 3 7 3 4

Ave. working 
days to close 2 13 81 207 21 70 37 26

Cases closed 
beyond 40 

working days

Closed 0 0 1 1 0 2 1 1

Days to close
81 207 160, 272 101 65
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Introduction 

The information and evidence collected during the exercise was assessed 
against the Police Scotland Complaints about the Police Standing 
Operating Procedure (CAPSOP) and the Police Investigations & Review 
Commissioner (PIRC) Statutory Guidance on the handling of complaints 
about the police in Scotland. 
 
Sample Size 
 
This report covers complaints closed by Police Scotland during Q1 
2025/26. A random selection of 77 (approx. 5% of 1456 total complaints) 
were selected for review (comprising West (26), East (25) and North (26) 
Command Areas).  
 
Complaint Closure Type 
 
Of those cases reviewed during this exercise, the following Complaint 
Closure Types were identified: 
 
Type Definition 
Frontline 
Resolution  

Early Resolution 
• Complaints resolved by Divisional supervisors  

 
PSD (National Complaints Assessment & Resolution Unit) 
• Complaints received and resolved by the Unit (following 

assessment of suitability for FLR) 
 
PSD (Non-Criminal Investigations) or Specialist Division 
• Complaints resolved via FLR following allocation for 

investigation (subject to assessment of suitability for FLR) 
Non-Criminal Complaints where no criminal allegations included,  where:  

• FLR has not been achieved; or 
• FLR is not considered to be appropriate where the 

complaint is considered to be serious or complex in nature 
(i.e. of a nature which may later justify proceedings for 
misconduct or which allege serious failures in policing 
services) 

Criminal Complaints where reasonable inference a crime may have 
been committed 

Abandoned • Complaints closed where complainer cannot be contacted 
& does not respond to a request to make contact within 14 
calendar days 

• If the complainer subsequently makes contact the original 
complaint will be re-opened. 

Withdrawn • Complaints withdrawn by the complainer at the initial 
NCARU assessment stage. Complainer advised to contact 
PSD should they reconsider. 

https://www.scotland.police.uk/spa-media/lgyddvsi/complaints-about-the-police-sop.docx
https://www.scotland.police.uk/spa-media/lgyddvsi/complaints-about-the-police-sop.docx
https://pirc.scot/media/5465/pirc-statutory-guidance-october-22.pdf
https://pirc.scot/media/5465/pirc-statutory-guidance-october-22.pdf
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• Written statement required from complainer where request 
to withdraw following allocation for investigation. Criminal 
complaints may continue to be investigated.   

Not a Releavnt 
Complaint 

• In terms of the Police, Public Order and Criminal Justice 
(Scotland) Act 2006 [as amended by the Police and Fire 
Reform (Scotland) Act 2012]  

 
The chart below sets out the breakdown of complaints included in the sample. 
Appendix I details the breakdown of all complaints received in the quarter, and 
provides comparison to those in earlier dip-sample exercises. 
 

 

Key Findings  

1. Front Line Resolution - Early Resolution 
 

1 (of a total 4 complaints) was reviewed: 
 
• Closure time – 1 working day from receipt of complaint 
• This compares to earlier dip-sample exercises as follows: 
 
Sample Period Average Closure Time (Working Days) 
Q3 2023/24 1 
Q1 2023/24 2  
Q4 2022/23 3  

 
2. Front Line Resolution - PSD (National Complaints Assessment & 

Resolution Unit) 
 

Criminal 6 (8%)
Non-Criminal

8 (10%)
FLR (Early Resol)

1 (1%)

FLR PSD (NCARU)
38 (49%)

FLR (Spec or PSD)
5 (7%)

Abandoned
12 (16%)

Withdrawn
6 (8%)

Not Relevant 1 
(1%)

Complaint Closure Type
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38 (of a total 761 complaints) were reviewed: 
 

• Average closure time – 6 working days from receipt of complaint  
• This compares to earlier dip-sample exercises as follows: 

 
Sample Period Average Closure Time (Working Days) 
Q3 2023/24 12 
Q1 2023/24 12 
Q4 2022/23 8 

 

• None of the case handling forms (CHF) were completed in respect of 
the recording of equality and diversity information. Police Scotland 
advised that this information is only captured if the complainer 
agrees to share the information. However, no evidence was 
recorded that this question was requested of a complainer or 
declined. 

• In 33% of the files reviewed there was no information as to whether 
or not the subject officer had been notified of the complaint and 
outcome. 

• There was a low level of Front Line Resoloution (FLR) letters issued 
to complainers. Whilst it is contained within the CAPSOP that these 
should only be issued when requested, there is little evidence that 
the NCARU staff, recording on the CHF, are advising complainers 
that they can revert to Police Scotland should they change their 
mind. This information is contained within the FLR letter. 

3. Front Line Resolution - PSD (Non-Criminal Investigations) or 
Specialist Division 

 
5 (of a total 85 complaints) were reviewed:  

 
• Average closure time – 176 working days from receipt of complaint 
• This compares to earlier dip-sample exercises as follows: 

 
Sample Period Average Closure Time (Working Days) 
Q3 2023/24 54 
Q1 2023/24 72 
Q4 2022/23 54 

 
• However, the above figure is impacted by one case, which took 669 

days to close. It was not apparent from records kept in the case file 
why it took so long to close. 
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• From review of the sample, file management practice made it 
difficult to confirm an outcome of complaints. There was no 
consistency in records of contact with complainers or to provide 
meaningful updates in respect their complaints, or indeed to confirm 
that their complaints had had the outcome that they desired after 
contact with PSD staff. 

• In one instance the complainer attended at a Police Office to see 
PSD, having submitted their complaints some 23 months earlier, in 
an effort to have them resolved. 

• In instances where subject officers have to be seen and spoken to 
by line management, there was no record of this having been done, 
with complaints closed on the sending of the notification email. 

• In one case, delay letters were sent to a complainer despite their 
complaint having been closed some months previously.  

 
4. Non-Criminal 

 
8 (of a total 154 complaints) were reviewed:   

 
• The Complaints Against the Police Standard Operating Procedure 

(CAPSOP) states that the aim is to acknowledge complaints within 3 
working day. This was achieved in 5 of the 8 complaints reviewed. 

• Average closure time – 207 working days from receipt of complaint 
• This compares to earlier dip-sample exercises as follows: 

Sample Period Average Closure Time (Working Days) 
Q3 2023/24 99 
Q1 2023/24 98 
Q4 2022/23 138 
Q3 2022/23 88 

 
• One case, received in December 2022, appears to have been 

misplaced, being discovered by the Investigating Officer (IO) in 
August 2024 when the enquiry recommenced. This resulted in the 
complaint being under investigation for 744 days. 

• This area of PSD business should be viewed in the context of the 
current queue of complaints awaiting allocation for investigation and 
formal determination. 

 
5. Criminal 
 

6 (of a total 105 complaints) were reviewed: 
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• All complaints were referred appropriately to either PIRC or COPFS 
within 56 days of receipt. 

• Average closure time – 116 working days from receipt of complaint 
• This compares to earlier dip-sample exercises as follows: 

Sample Period Average Closure Time (Working Days) 
Q3 2023/24 163 
Q1 2023/24 160 
Q4 2022/23 119 
Q3 2022/23 98 

 
• It should be noted that timescales for criminal complaints, following 

referral to PIRC/COPFS, can be significant and are outwith the 
control of Police Scotland until they are returned to them for 
closure. 
 

6. Abandoned 
 

12 (of a total 240 complaints) were reviewed: 
 

• Average time to establish abandonment – 188 working days from 
receipt of complaint 

• Direct comparison is not available for earlier dip-sample exercises, 
which separately examined receipt to allocation, and allocation to 
abandonment as follows: 

Sample 
Period 

Average Time to Allocate (for 
FLR/Investigation) from 
Receipt of Complaint 
(Working Days) 

Average Time to Establish 
Abandonment after Allocation 
(Working Days) 

Q3 2023/24 9 71 
Q1 2023/24 15 65 
Q4 2022/23 31 20 
Q3 2022/23 19 68 

 
• 4 cases had significant delays (between 217 and 1181 working 

days). The reasons for these varied, but a significant factor was 
delays in cases assessed for investigation being allocated.  

• One complaint was received in August 2021 and no enquiry was 
documented within the file. It was reviewed in January 2025 as part 
of an audit, and subsequently abandoned with no further efforts 
made to contact the complainer. This meant that the investigation 
to closure took 1181 days. The complaint should have been followed 
up to a point where it was either progressed or abandoned in line 
with the CAPSOP. The time period elapsed is a direct result of PSD 
failing to conduct the necessary complaint investigation. 
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• One complaint was treated as abandoned after the complainer 
terminated the call from PSD, unhappy that the SO had retired and 
that they had ‘got away with it’. Investigation had been conducted 
into the complaint, and in line with the CAPSOP the decision to 
abandon the complaint should have been communicated to the 
complainer in writing. 
 

7. Withdrawn 
 
6 (of a total 107 complaints) were reviewed: 

 
• Average time to withdrawal – 264 working days from receipt of 

complaint 
• Direct comparison is not available for earlier dip-sample exercises, 

which instead examined receipt to allocation as follows: 

Sample 
Period 

Average Time to Allocate (for FLR/Investigation) 
from Receipt of Complaint (Working Days) 

Q3 2023/24 19 
Q1 2023/24 11 
Q4 2022/23 12 
Q3 2022/23 11 

 
• Timescales are influenced by the time delay in complaints being 

received by NCARU and their ultimate allocation to investigations. 
• In one case, the complainer emailed PSD and stated they were 

withdrawing their complaint. The CAPSOP states that the reason for 
the withdrawal should be included in any statement noted. 
However, no further questions were asked, and no reason for the 
withdrawal were either sought or obtained 

8. Not a Relevant Complaint 
 
1 (of a total 2 cases) were reviewed, which was assessed as having 
been handled appropriately. In previous dip sampling exercises, this 
category of complaint wasn’t reviewed, therefore comparator 
information is unavailable. 
 

Key Findings 

• The PIRC Statutory Guidance provides an expectation that policing 
bodies should respond to non-criminal complaints requiring 
investigation within 56 days (40 working days) of receipt. The aim of 
frontline resolution (FLR) is to provide a quick, informed response 
within a much shorter timescale. 
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• Findings from this dip-sampling exercise are consistent with those of 
earlier exercises, demonstrating that, where cases are concluded by 
FLR at Division or via PSD (NCARU), this is consistently achieved within 
a very short timeframe, although where FLR is achieved via PSD (Non-
Criminal Investigations) or Specialist Division, this continues to take in 
excess of 40 working days. In respect of those cases requiring formal 
investigation and determination, however, closure timescales continue 
to significantly exceed 40 working days, it being recognised that these 
are impacted by initial delays in allocation.  

• As with previous dip-sampling exercises, timescales are assessed as 
being a key contributing factor in cases subsequently abandoned. 
However, unlike previous exercises, this exercise identified instances 
where reasonable efforts did not appear to have been made to secure 
the complainer’s cooperation before the case was abandoned.   

• As was identified in each of the earlier samples, there continue to be 
issues surrounding effective record-keeping practice (including, but not 
limied to, ensuring that equality and diversity information has been 
sought and recorded). 

• With the exception of the above points, all cases have otherwise been 
deemed to have been handled appropriately in terms of the CAPSOP 
(and, in turn, the PIRC Statutory Guidance). 

Recommendations 

• As identified from earlier samples (and the findings of the SPA/PIRC 
Joint Audit of Police Scotland’s initial triage of complaints and PIRC 
Audit Report on the Six-Stage Complaint Handling Process), Police 
Scotland should continue: 

o Monitor timescales following the initial assessment of the 
complaint and contact with the complainer 

o Monitor record keeping practice to ensure consistent practice in 
line with excepted standards 

• Opportunities to capture equality and diversity information could be 
enhanced by providing, in the first instance, the opportunity for 
complainers to provide this when completing the online complaint 
capture form.  

 

 
 
 
 
 
 
 

https://pirc.scot/publication/audit-report-police-scotland-triage-complaints-about-police-2023
https://pirc.scot/publication/audit-report-police-scotland-triage-complaints-about-police-2023
https://pirc.scot/publication/audit-report-six-stage-complaint-handling-process
https://pirc.scot/publication/audit-report-six-stage-complaint-handling-process
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Appendix I – Total Complaints by Closure Type  
 
Front Line Resolution – Early Resolution 
 
Sample Date Total Complaints 
Q1 2025/26 4 
Q3 2023/24 2 
Q1 2023/24 1 
Q4 2022/23 5 
Q3 2022/23 9 

 
Front Line Resolution - PSD (National Complaints Assessment & 
Resolution Unit) 
 
Sample Date Total Complaints 
Q1 2025/26 761 
Q3 2023/24 717 
Q1 2023/24 700 
Q4 2022/23 751 
Q3 2022/23 761 

 
Front Line Resolution - PSD (Non-Criminal Investigations) or Specialist 
Division 
 
Sample Date Total Complaints 
Q1 2025/26 85 
Q3 2023/24 109 
Q1 2023/24 112 
Q4 2022/23 168 
Q3 2022/23 251 

 
Non-Criminal 
 
Sample Date Total Complaints 
Q1 2025/26 154 
Q3 2023/24 172 
Q1 2023/24 203 
Q4 2022/23 208 
Q3 2022/23 326 

 
Criminal 
 
Sample Date Total Complaints 
Q1 2025/26 105 
Q3 2023/24 114 
Q1 2023/24 108 
Q4 2022/23 85 
Q3 2022/23 85 
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Abandoned 
 
Sample Date Total Complaints 
Q1 2025/26 240 
Q3 2023/24 319 
Q1 2023/24 329 
Q4 2022/23 265 
Q3 2022/23 258 

 
Withdrawn 
 
Sample Date Total Complaints 
Q1 2025/26 107 
Q3 2023/24 81 
Q1 2023/24 85 
Q4 2022/23 89 
Q3 2022/23 88 

 
Not Relevant Complaint  
 
Sample Date Total Cases 
Q1 2025/26 2 
Not Previously Sampled 
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