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Welcome to the first edition of our newsletter which will be going out every quarter to keep you 
informed on some of the learning we have identified to improve the service which we provide to the 
community.

One of the primary roles of Professional Standards is to support the organisation and our staff and to 
learn from complaints and investigations so that we can prevent things from going wrong in the future. 
We want to provide the best service we can to the public, but we know that it can be a difficult job for 
our officers and staff who come to work every day working tirelessly to do a great job. We want to help 
and support you as much as we can.

Within this issue you will find some learning identified following IOPC led investigations, learning 
identified by PSD following complaints which have been made as well as outcomes of recent 
misconduct hearings. There is also an update on the introduction of the new regulations which came 
in to force in February with the emphasis very much now on reflecting and learning as opposed to 
apportioning blame.

Everyone makes mistakes and it’s how we learn from those mistakes that is important. This is how 
we try and operate as a PSD and why we are sharing this with you in a newsletter.
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“A person who never made a 
mistake never tried anything new” 

Albert EinsteinQuote

Two male officers attended an address one morning 
to arrest a known and prolific female offender at 
her home address. The brief circumstances were 
that once invited into the address the two officers, 
acting reasonably and proportionally, and prior to 
arrest, allowed the female to enter her bedroom in 
order to get dressed. The female at this time took 
the opportunity to attempt escape and in doing so 
inflicted serious injuries upon herself.

The outcome of the IOPC referral was that the 
officers acted correctly in the circumstances and 
could not have reasonably foreseen the actions of 
the suspect who had no intelligence held against 
her that would suggest self-harm or indeed had a 
strong desire to escape/flee police. The file with the 
IOPC and with PSD was closed with no sanction 
against either officer.

However, the organisational learning raised by the 
IOPC is that it could have been reasonably foreseen 
that an early morning arrest of a female, who was 
likely to be still in bed, would require her time to 
get dressed in order to be placed under arrest. The 
same rationale could be applied to any persons 
arrested at this time of day.

The advice is that at least one officer of the same 
sex is present when attempting these types of pre-
planned arrests. If none are available then good 
practice would suggest making an entry on the 
log to record this fact and a basic risk assessment 
applied to permitting persons time to dress to 
facilitate arrest.

Concerning another incident, the IOPC recently 
concluded an Independent investigation into 
Lancashire Constabulary’s response to a number 
of reported incidents involving two families between 
May 2018 and November 2018, the final incident 
tragically resulted in a man being killed.  The 
investigation found no misconduct on the part of any 
Police Officers or members of staff, but did identify 
some organisational learning that is important for 
all staff to be aware of.

The investigation found that on occasion’s staff who 
had attended incidents involving the respective 
families had not always recorded sufficient detail 
about the circumstances of the incident they had 
attended or what action they had taken on the 
incident logs. Staff are reminded that it is important to 
ensure that such information is recorded accurately 
and in a timely manner in order to demonstrate 
the action taken; but also to assist colleagues who 
may be required to deal with any further incidents 
in order that they are properly informed about the 
history of the situation, actions taken and any other 
activity that may be on-going. 

This is equally applicable to staff from all 
departments who may be involved in the response 
to, or investigation of such incidents.

IOPC learning
Doing the best we can



Service recovery
Did you know that 240,000 calls a year to the 
Contact Centre are from people requesting an 
update and that 34% of complaints involve failing 
to update victims.

From these complaints we have also identified 
instances where we have missed the statutory 
time limits for summary only prosecutions 
because cases have not be reallocated 
quickly enough when officers are absent 
through extended periods of sickness.

The Victim’s code says “The police 
should keep you informed as progress is 
made in the investigation and will let you know 
if any arrests are made and if suspects are 
charged. You can agree with the police how 
often you would like to hear from them about the 
investigation.”

By providing accurate contact details and agreeing 
with victims how and when you will contact them 
helps to prevent these calls and complaints. 
Making a record that you have done so 
(including failed attempts) also helps to show 
what you have agreed. 

Remember to keep the victim updated

Did you 
know?

Last year, 68% of all complaints 
were service recovered within 
PSD, saving front line Sergeants 
valuable time.

A record can be 
made anywhere… 

Connect,, Storm 
or your pocket 
note book.



Most of us believe that apps such as WhatsApp 
are a secure & private means to communicate, the 
harsh reality is that they are not. We are not saying 
don’t use them, you just need to think first about 
what you are posting.  

A police staff member was dismissed following 
a hearing for sending racist, bigoted and highly 
offensive images via WhatsApp to a friend. The 
information came to the attention of PSD and a 

full investigation was conducted. As part of their 
mitigation the staff member stated they believed 
WhatsApp to be a private forum and therefore 
anything they sent was between them and the 
recipient. 
When using social media platforms remember 
that, once sent, you lose control of any information 
which you post and you therefore have no idea as 
to who has access to it, who has seen it or who it 
has been shared with.

Meetings & hearings
What have we learned from

Control is lost on social media

Racism is not acceptable in any form.

Of the 456 complaints investigated 
during the last year, how many do 
you think were upheld?Quiz

A: 404

D: 211C: 356

B: 52

Answer: B Complainants often just want an explanation. 
There is rarely anyone at fault but lots for us to learn from.



Recent outcomes
Gross misconduct outcomes

Did you 
know?

Of the complaints investigated over the 
last 12 months only 1 resulted in a formal 
sanction (written warning).

A former police constable was convicted of offences contrary to section 1(1) of the Criminal 
Attempts Act 1981 and 44(1) of the Serious Crime Act 2007, by attempting to arrange or facilitate 
the commission of a child sex offence and intentionally encouraged or assisted a commission of 
an indictable offence.
  

The officer resigned prior to the Misconduct Hearing where it was found that had he still been a serving 
officer he would have been dismissed.  The officer has been placed on the Police Barred list to prevent 
them gaining employment in policing again.

A former police constable was convicted of two offences under the Road Traffic Act 1988 by 
driving a vehicle after having consumed alcohol which exceeded the prescribed limit and failed to 
stop at the scene of an accident. 

The officer resigned prior to the Misconduct Hearing where it was found that had they still been a 
serving officer they would have been dismissed.  The officer has been placed on the barred list to 
prevent them gaining employment in policing again. 

A former police sergeant made records on DMS which they knew to be inaccurate and overstated 
the time which they had worked thereby increasing their pay or compensatory time off (CTO).  
 

The officer resigned prior to the Misconduct Hearing where it was found that had they still been a 
serving officer they would have been dismissed.  The officer has been placed on the Police Barred list 
to prevent them gaining employment in policing again.

A police constable was convicted of an offence contrary to section 5(1)(a) of the Road Traffic Act 
1988 by driving a vehicle having consumed alcohol which exceeded the prescribed limit.
 

The officer received a Final Written Warning

A former police constable was investigated for making inappropriate contact with vulnerable 
members of the public and having, or attempting to have, inappropriate relationships with 
6 females.  The officer pleaded guilty to an offence of Misconduct in a Public Office and was 
sentenced to 18 months imprisonment suspended for 2 years.
 

The officer resigned prior to the Misconduct Hearing where it was found that had they still been a 
serving officer they would have been dismissed.  The officer has been placed on the Police Barred list 
to prevent them gaining employment in policing again.



Familiarise yourself        

February 2020 saw the introduction of the new 
complaints and misconduct regulations.  This raises 
the threshold for misconduct and places greater 
emphasis on learning and reflective practice.
 
Service Recovery is now recognised by the IOPC 
as a formal means of dealing with complaints 
quickly and effectively.  Complaints suitable for 
service recovery are low level and can be dealt with 
there and then. i.e. providing an update or returning 
items of property.
 
Resolving complaints by way of service recovery is 
a less bureaucratic and simplistic means to resolve 
dissatisfaction.  Service recovery can be done by 
local supervision, without the need to notify PSD, 
if a successful resolution can be quickly achieved.  
Any incident log just needs to be updated with the 
action taken, the outcome and any learning.
 
Local Resolution (CH1 & CH2) and Non-Special 
Requirement (NSR) no longer exist under the new 
Regulations.  All complaints which are not eligible 
for service recovery are now dealt with by the 
Complaints Team in a ‘Reasonable & Proportionate’ 
manner in accordance with the severity of the 
complaint being made.   
 

A complaint is an opportunity to reflect and learn.
Further guidance will follow later in the year.

with new regs

We are seeing more complaints which involve officers who, thinking they are having a private 
conversation with a victim on the telephone, are being recorded. The conversation is then 
subsequently published on the internet. We are also seeing more officers being filmed through 
the course of their duties with the footage being posted on Social Media platforms. Footage 
is often edited in a way as to support the perceptions of the person posting. Be switched on! 
Modern technology allows most of our daily interactions to be recorded & shared around the 
world without a second thought...

Food for thought



If you need any help or advice around complaints or conduct 
please contact Professional Standards on 413777 

or email: HQ-ProfessionalStandards@lancashire.pnn.police.uk

Help & Support

Professional
Standards


