Dear Member of the public 
I write in reply to your request for information under the Freedom of Information Act 2000, our reference number FOI1026. 
I am required by the Freedom of Information Act to handle all requests in a manner that is blind to the identity of the requestor. Any information released in response to a request is regarded as being published and is therefore in the public domain without caveat. 
You have requested the following information: 
FOI Request 
I would be grateful if you could provide the following information regarding the Office of the Police and Crime Commissioner Complaint Resolution Team (OPCCRT).
 1. Complaint recording threshold
Please state the criteria used by the OPCCRT to determine:
a) when a matter must be formally recorded as a complaint; and
b) when a matter may be resolved without formal complaint recording.
 2. Consideration of vulnerability
Please state what steps OPCCRT staff are required to take, under current policy or guidance, to identify and take account of vulnerability, disability, or mental health factors when assessing complaints at the triage stage.
 3. Safeguards against premature closure
Please state what safeguards, supervisory checks, or quality assurance processes are in place to ensure that complaints raising potential concerns about police conduct or service are not inappropriately filtered out or prematurely closed at initial assessment.
 4. Domestic abuse complaint handling
Please state whether OPCCRT staff are provided with any specific guidance, prompts, or requirements when handling complaints involving domestic abuse victims, and if so, summarise the key requirements.
 5. Training provided to OPCCRT staff
Please state what training OPCCRT staff receive (within the last three years) in relation to:
 • domestic abuse awareness;
 • trauma-informed practice;
 • vulnerability or safeguarding;
 • Equality Act duties in complaint handling.

 6. Beacon victim support escalation
Please state what the OPCC’s general process is when a victim reports that the commissioned Beacon service has declined or withdrawn support, including whether any escalation or alternative support pathway is available under current arrangements.
 7. Victims’ Right to Review (VRR)
Please state what guidance OPCCRT staff are given regarding when it is appropriate to signpost or refer matters to the Victims’ Right to Review process.
 8. Interaction with ongoing police investigations
Please state what policies, guidance or safeguards are in place to ensure that decisions by the OPCCRT to resolve or not formally record complaints at the triage stage do not adversely affect or overlook matters that may require consideration within an ongoing or potential criminal investigation.
If any information is withheld, please specify the exemption relied upon and provide the public interest reasoning where applicable.

FOI Response
 1. Complaint recording threshold 
a. When a matter must be formally recorded as a complaint 
CPCT follows the statutory framework set out in the Police Reform Act 2002 and the IOPC Statutory Guidance on the Police Complaints System when determining whether a matter must be recorded. A complaint must be formally recorded when: 
• It expresses dissatisfaction about the service provided by Hertfordshire Constabulary, or the conduct of a person serving with the force, that meets the definition of a complaint under the Act. 
• The issue cannot be reasonably resolved through initial handling, or the complainant requests formal recording from the outset. 
• The substance of the allegation matches an IOPC category assessed as requiring Schedule 3 handling under the national categorisation framework. 
The OPCC uses the IOPC triage categories to ensure consistent thresholds for recording. These categories include Low, Medium and High severity assessment bands, as set out in the Triage Document CRT PSD – IOPC Categories (attached). High severity matters, including discriminatory behaviour, corruption, sexual misconduct and serious use of force, must be recorded and referred to the Professional Standards Department. 
b. When a matter may be resolved without formal recording 
Matters may be resolved outside Schedule 3 when: 
• The concern is low level and capable of being resolved through explanation, reassurance, provision of information, updates on ongoing matters or service recovery. 
• The complainant is satisfied with a prompt, proportionate response outside formal recording. 
• No allegation meets the threshold for mandatory referral or formal investigation. 
This approach is detailed in the Complaint Resolution Team Complaint Handling Process (attached) and includes likely outcomes such as providing explanations, apologies, returning property, signposting and identifying learning for officers. The complainant retains the right to request formal recording at any stage if dissatisfied. 
2. Consideration of vulnerability 
CPCT staff follow a structured process to identify and take account of vulnerability, disability or mental health factors at triage. Current requirements include: 
• Reviewing any information provided on the complaint form that indicates disability, mental health needs or wider vulnerability. 
• Offering reasonable adjustments during the acknowledgment stage to ensure accessibility. 
• Applying the OPCC Vulnerability Checklist (attached) to identify markers such as domestic abuse, safeguarding concerns, disability, mental health or communication needs. 
• Using police systems such as Enterprise to gather additional relevant information where vulnerability is suspected. 
• Signposting to national and local support agencies where needed. 
These safeguards ensure that complaint handling is adapted appropriately and additional protection measures are taken where risk is identified. 
3. Safeguards against premature closure 
The following checks are in place to ensure complaints are not filtered out or closed prematurely: 
• All cases are triaged by a Team Leader using both the IOPC categorisation tool and the OPCC triage process. 
• Allegations are clarified directly with the complainant to ensure the substance of the complaint is understood before any decision is made. 
• Complainants are informed at the outset that they may request formal complaint recording at any stage. 
• Supervisory quality assurance is applied on closure of every complaint to ensure compliance with statutory guidance. 
• Cases assessed as meeting Schedule 3 thresholds are escalated and recorded accordingly without delay. 
These safeguards ensure compliance with the IOPC requirement that complaints must be assessed on the substance of the allegation, not the language used. 
4. Domestic abuse complaint handling 
Yes, CPCT staff are provided with specific requirements and prompts when handling complaints involving domestic abuse victims. These include: 
• Checking for indicators of domestic abuse and applying the OPCC Vulnerability Checklist to assess risk. 
• Accessing available information through police systems such as Enterprise to build a clear picture of history and safeguarding context. 
• Ensuring communications do not disclose information that could place the complainant at risk. 
• Providing details of national and local domestic abuse support services as standard. 
• Ensuring that any safeguarding concerns identified during complaint handling are escalated to the Force Control Room for welfare checks or raised via the officer in charge’s line management. 
• Ensuring that the complaint assessment considers whether the force’s actions aligned with safeguarding duties, especially in cases involving risk to life, coercive control or vulnerable victims. 
These requirements ensure that domestic abuse cases are handled sensitively, safely and in line with safeguarding obligations. 
5. Training provided to CPCT staff 
In the last 4 years, CPCT staff have received the following training relevant to this request: 
• Domestic abuse awareness – undertaken by former police officers within the team who identify DA markers and escalate concerns appropriately. 
• Trauma informed practice – suicide awareness training delivered to staff. 
• Vulnerability and safeguarding – use of the OPCC Vulnerability Checklist and associated escalation pathways. 
• Equality Act duties – e learning through NCALT equality and diversity training. 
6. Beacon victim support escalation 
The OPCC does not have authority to handle complaints about commissioned services. Where a victim reports that the Beacon service has declined or withdrawn support: 
• They are signposted to the Beacon Service Manager as the appropriate route for raising concerns. 
• CPCT cannot intervene in individual Beacon decisions but will ensure the victim is provided with the correct escalation contact. 
• Where vulnerability is evident, CPCT may also signpost to alternative support agencies. 
There is no separate escalation pathway within OPCC structures for operational decisions made by Beacon. 
7. Victims’ Right to Review (VRR) 
CPCT staff use the VRR eligibility criteria to determine whether a complainant should be signposted to the VRR process. Staff are required to: 
• Check whether the reported matter meets the statutory criteria for VRR. 
• Refer eligible cases to the VRR team for assessment. 
• Explain to complainants that CPCT has no authority to compel Hertfordshire Constabulary to carry out a VRR as this is an operational decision under police control. 
8. Interaction with ongoing police investigations 
CPCT follows established safeguards to ensure complaints are not inappropriately resolved where a live investigation is ongoing: 
• Staff access investigation information through police systems to understand the live status. 
• CPCT does not intervene in operational decisions or the conduct of live investigations. 
• Matters relating to defence arguments or disagreements about investigative decisions are not suitable for the complaints route while the investigation is active. 
• Simple service issues such as communication failures or delays may still be addressed through explanation. 
• Counter allegations raised by complainants are signposted to be logged by police upon conclusion of the investigation. 
• Any safeguarding issues identified during complaint handling are escalated to the Force Control Room or through the officer in charge’s management. 
There is no separate local policy beyond these operational safeguards.  
*Please contact us if you would like copies of the attachments
