Complaints Bulletin Narrative 01 April 2026 - 30 June 2026 (Q1 2026/27)– Surrey OPCC


Surrey Police Data 

Introduction
This commentary is provided by the OPCC on the IOPC’s Q1 (2026/2027) complaints data for Surrey Police. The IOPC’s bulletin presents information about complaints defined under the Police Reform Act 2002 (PRA 2002), as amended by the Police and Crime Act 2017. The legislation came into effect on 1 February 2020. It sets out performance against several measures and compares force results to their most similar force (MSF) group (where applicable).

Complaints
This quarter, Surrey Police recorded 704 complaints compared to 727 the same period last year (SPLY).  This is a decrease of 23 complaints whereas its MSF, that includes Cambridgeshire, Dorset and Thames Valley, recorded 620 complaints compared to 572 the SPLY (an increase of 48 complaints).  This is good news for Surrey as it demonstrates a gradual slow down in the number of complaints from the public.

Even with this increase in complaints, Surrey Police logs complaints within an average of 2 days, the same time as the SPLY.  Surrey Police take an average of 2 working days to log complains and 4 days to contact complainants which is better than the MSFs that take an average of 5 days to log and 6 days to contact complainants. The average number of days for Surrey Police to contact complainants has r=also reduced from the 5 days from the SPLY. 

Allegations
A complaint can contain many allegations and can be handled informally (outside of Schedule 3 of the Police Reform Act 2002) or formally handled under Schedule 3.  Schedule 3 allegations can be handled without investigation or by investigation, however, where handled by investigation, this may be subject to 'special procedures' (meaning that a finding of a case to answer for misconduct may be found). If not subject to special procedures, a finding of the service provided being acceptable or unacceptable may be found

The section ‘allegations logged’ has historically been an issue for Surrey Police and is an area the OPCC have been working on with the Force to reduce.  We are therefore pleased that improvements have been made and that there has been a reduction in the number of allegations logged, with 992 this quarter compared to 1,103 the SPLY.  This is a reduction of 111 allegations.  However, although progress has been made since the SPLY, Surrey Police still routinely record more allegations per 1,000 employees than its MSFs.  We continue to highlight this area to the Force so that further improvements can be made, where necessary and relevant in line with IOPC categories. 

Reason complaint recorded under Schedule 3
We are pleased that the recording decision of ‘dissatisfaction after initial handling’, is better than the SPLY but remains higher than the MSFs, with 22% being recorded under this category compared to MSFs who recorded 14% under the same category.  

Moreover, Surrey has always historically had a higher number of complaints logged under ‘complainant wishes the complaint be recorded’ compared to its MSFs, with 40% recorded under this category compared to MSF that recorded 14% under the same category.  It is reassuring that Surrey record complaints as wished for by complainants rather than not recording them. 

The use of ‘General Level of Service’ category is much lower compared to MSFs. This indicates that Surrey Police are correctly coding in line with the IOPC guidance and indicates that this sub-category should only be used where other categories do not apply.  National factors logged against allegations is in line with MSFs, though the use of the category ‘none’ remains high. The force has implemented a new initiative to drive this down and is in discussions with the software provider to assist. 

How allegations have been handled and allegation timeliness
Timeliness is calculated from the date the allegation was received by the force to the day the complainant is informed of the allegation decision. 

This quarter, Surrey Police finalised 543 (54%) of allegations outside of Schedule 3 compared to 510 (38%) SPLY.  The MSF finalised 445 (49%). However, Surrey Police’s timeliness in handling allegations under Schedule 3 – not subject to investigation (OTBI) dropped to 432 (43%) compared to 766 (57%) SPLY.  Although this manner of handling is in keeping with its MSFs, it has nonetheless been highlighted to the force Complaints Manager and work is ongoing to improve handling under this category, including the trialling of a new operating model soon to be implemented in PSD.

Pleasingly, Surrey Police has made significant progress in relation to its overall timeliness, taking an average 10 working days to handle allegations outside Schedule 3 compared to 14 days the SPLY.  The MSFs took an average of 29 days, so Surrey is performing excellently under this category and should be proud of this performance as it demonstrates its ability to deal with dissatisfaction as quickly as possible and to the satisfaction of the complainant. 

Surrey also took 99 days to handle allegations recorded under Schedule 3 - not subject to investigation (OTBI) compared to 142 the SPLY.  The MSFs took 83 days under the same category, therefore, although the trajectory is reducing, there is work to be done to reduce further the handling time for such allegations.  

It is hoped that the impending operating model changes within PSD should see an improvement to timelines by next quarter.  For the category of ‘under Schedule 3 – Local Investigation’, the force took an average of 254 days to handle such matters compared to 235 days the SPLY, with the MSF taking an average of 186 days.  This is not ideal and is hoped that the impending changes to the operating model within PSD should see improvements.

Complaint Timeliness
In relation to complaints timeliness overall, the force finalised 522 cases (72%) outside Schedule 3 compared to 480 (68%) the SPLY.  The MSF finalised 415 (65%). In relation to OTBI, the force finalised 190 (26%) cases compared to 212 (30%) the SPLY. The MSF finalised 189 (30%). For schedule 3 – investigated (not subject to special procedures), the force finalised 7 (1%) cases compared to 11 (2%) the SPLY.  The MSF finalised 32 (5%) of cases.  Taken as a whole, however, and including those cases handled under schedule 3 and subject to special procedures, the force finalised more cases than its MSF (721/637).

Reviews
This section presents data on the number of reviews received about Surrey Police by the IOPC and by the OPCC. The IOPC handle the majority of reviews where the complaint was handled by investigation.

In relation to independent complaint reviews, the OPCC received 50 non- investigation and one investigation review requests compared to 79 and two respectively the SPLY.  The MSF received 38, therefore, Surrey OPCC received more request for reviews than its MSF.  The OPCC finalised 56 complaint cases under Schedule 3 compared to 39 the SPLY.  The MSF completed 37. The Surrey OPCC upheld two review outcomes compared to three the SPLY. The IOPC received one investigation review request and three non-investigation requests. 
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