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PURPOSE 
 
The purpose of this report is to provide an update to Committee Members of the Justice 
Sub-Committee on Policing. 
 
BACKGROUND 
 
On Thursday 14 January 2016 Chief Superintendent Carole Auld attended the Justice 
Sub-Committee on Policing as part of an evidence session on police complaints handling 
in which the following action was noted: 
 
Has any analysis been done to see why there are such huge differences and why 
there seems to have been a decrease in the north, which is bucking the trend? 
 
Chief Superintendent Carole Auld had provided the below response to Committee 
Members: 
 
“Yes, I can give you some context around the statistics. We are currently running—for the 
year end—at an overall increase of 25.4 per cent compared to the same financial period 
at the last year end. The figure that we are reporting to the force performance board 
today is an overall year-end total of 5,063 complaints, which is an increase of just under 
1,000 compared to the same period last year.  
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When the committee previously considered complaints handling, my colleague explained 
the introduction of our new front-line resolution process, which has more than matured 
now. We are getting to a point at which there is 47 per cent front-line resolution. Perhaps 
I can give some context about what is a sophisticated model for complaints handling.” 
 
KEY FINDINGS OF AUDIT WORK 
 
The data relevant to Quarter 3 2015/16 has been examined.   
 
The analysis work carried out highlights the contributing factors in regards to why PSD 
North is showing a reduction in complaints compared with PSD East and West. 
 

 The 'new' Front Line Resolution (FLR) assessment process was implemented 

nationally in September 2014, and comprises three divisional PSD hubs each 

assessing and recording complaints for their area in a consistent and effective 

manner through the application of a clear working definition within Sanctions to 

Solutions.  

 

 Prior to this, there were noticeable inconsistencies in the process as well as under 

recording and this has led to increases in year to date comparison performance as 

more complaints are being recorded this financial year.   

 

 It is predicted that all areas who have experienced recording increases in year to 

date comparisons will continue to see the gap reduce. 

 

 This 'new' assessment and recording process was first piloted in PSD North 

approximately 9-12 months prior to it being implemented nationally, which 

suggests under recording was resolved earlier than other PSD hubs and as a 

consequence, year to date comparisons were able to be accurately considered 

earlier in the financial year. 

 

 There are however monthly, quarterly and yearly variations.  For example,  in 

Quarter 3, PSD West recorded a reduction in complaint cases received of -15.8% 

compared to the same quarter period last year (132 fewer complaints), PSD North 

recorded an increase of 15.2% (39 more complaints), and PSD East an increase 

of 3.9% (15 more complaints). 

 

 The data produced in the Quarter 3 PSD Performance Report for presenting at the 

Scottish Police Authority (SPA) Complaints and Conduct Committee scheduled for 

Wednesday 17 February 2016,shows data for the period September to December 

2015.  Police Scotland have been able to make consistent and accurate period 

comparisons across all three PSD hubs.   

 

 This has influenced the year to date performance, as per below table illustrates:  
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 Quarter 2 Quarter 3 

PSD West 65.6% 27.6% 

PSD North 9.1% 11.3% 

PSD West  47.2% 31.3%.   

 
 
CONCLUSION 
 
Justice Sub-Committee Members are requested to note the contents of the report. Police 
Scotland will continually monitor, review and report complaints performance. In addition, 
Chief Superintendent Carole Auld has informed the Force of the Apologies Bill as raised 
by Margaret Mitchell MSP.   

 
 

 


