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“The Board is keen to set out its strategic vision for 

the future, building on the staff and external 

stakeholder feedback received to date, and we will 

now take some time to do this with an aim of 

developing this by the autumn.” 

 

 

Director General’s foreword  

It’s a privilege to be appointed the first Director General of the Independent Office for 

Police Conduct (IOPC). Since I started the role in January 2018, I have been 

meeting with staff and external stakeholders to better understand the strengths of the 

current organisation and areas to focus on. A significant part of transition to the 

IOPC was to establish a new governance structure for the organisation and the new 

Board has been in place since January 2018. The Board is keen to set out its 

strategic vision for the future, building on the staff and external stakeholder feedback 

received to date, and we will now take some time to do this with an aim of 

developing this by the autumn. This Business Plan, therefore, has been developed to 

carry the IOPC into 2018/19 to deliver our business as usual activities and to 

continue to deliver some major pieces of work that will affect our organisation and 

help us deliver in the future. These include:  

 Implementing the elements of the large-scale Home Office–led reforms which 

aim to simplify the police complaints and discipline systems that affect our 

work. 

 Understanding and assessing what our service users need and making us 

more effective and efficient through better delivery. 

 Delivering elements of activity that will make the IOPC a better place to work. 

 

Work has already commenced to develop a new Strategic Plan, which will set out 

our vision for the next five years. This plan will build on what we have achieved to 

date, but will also outline where we want to be different and where we want to 

position ourselves in the criminal justice system in the years ahead. It will be crucial 
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for us to continue to engage our staff and key stakeholders in this work and we will 

look to do that over the coming months. We aim to publish our new Strategic Plan 

in the autumn 2018. 

 

This is an important time for the IOPC and I look forward to working with our 

dedicated staff to reshape the organisation to ensure the police complaints and 

disciplinary system is as effective and impactful as it can be going forward. 

 

 

 

 

 

Michael Lockwood 

Director General
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Introduction 

 

Background 

In January 2018, we became the Independent Office for Police Conduct (IOPC). 

Before this, we were the Independent Police Complaints Commission (IPCC). This 

has involved the Crown appointment of a Director General leading our organisation 

and the setup of a Unitary Board. The Board is made up of mainly non-executive 

directors, who set the strategy for the organisation and provide challenge and 

support to the Director General on corporate governance matters. We have also 

appointed a number of regional directors and a national director for Wales, who will 

each have delegated responsibilities for public engagement and for operational 

decision-making. 

 

While our name and governance structure has changed, our role, purpose and 

independence has not. The IOPC will continue to: 

 

 oversee the police complaints system as a whole 

 provide an independent appeal mechanism for some complaint investigations 

carried out by the police 

 carry out our own independent investigations into serious and sensitive matters  

 

We will also continue to use what we learn through our work to improve policing. 

 

Strategic planning 

This is the first Business Plan of the IOPC. Usually, our annual business plans would 

run alongside a longer-term strategic plan, which would set out the structure and 

functions of the IOPC, our remit, and our strategy.  

 

This year, because the IOPC has just been set-up, we intend to spend the first half 

of the year working with staff and stakeholders to shape our long-term vision and 

strategy. This means that we will be in a transition period for at least six months, 

while we develop our longer-term strategy for the organisation. Therefore, we have 
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included additional information in this first IOPC Business Plan, and aim to publish 

the IOPC’s first Strategic Plan in autumn 2018.  

 

Business planning – 2018/19  

This plan sets out the work we have planned for the coming year under a series of 

strategic objectives. It includes the targets we will be monitoring over the year, and 

the high-level risks associated with delivering our work. The plan has been created in 

keeping with the values, vision, mission, and strategic objectives set out in our 

Corporate Plan 2015/18, with minimal changes, while we carry out longer-term 

strategic planning work. 

 

Significant reforms to the police complaints and discipline systems are due to come 

into effect in 2018/19. We will be playing our part in the implementation of this 

legislation within the year.  

 

We have had to prioritise the work we propose to deliver in 2018/19 carefully to 

ensure we are efficient and effective. The work included in this plan reflects the 

position at the beginning of 2018/19; any amendments to the plan will be managed 

through our integrated change control process1. 

 

The Business Plan is underpinned by individual plans for each of our directorates. 

Delivery of the work set out in this plan is monitored through our Executive and 

Unitary Boards. Directorate plans are monitored by directors and their management 

teams.  

 

Figure 1 sets out how our plans help to deliver our:  

 vision 

 mission  

 objectives  

 values  

                                                           
1 Our process to manage changes within the year to our Business Plan 
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Figure 1 – Delivering the IOPC vision, mission, objectives and values 
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Delivering our  

strategic objectives 
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1. Improve the confidence of those groups who have least confidence  
in the police complaints system 

Delivering our strategic objectives 

 

 

 

 

Beginning in 2004, the IPCC ran public confidence surveys to measure its 

effectiveness and develop its understanding of how the general public perceives the 

police complaints system. This research is useful in providing a base to understand 

public confidence on a broad level.  

 

Findings from the 2016 public confidence survey2 include:  

 that the public are more likely to say that they would complain about poor 

treatment by the police, and more confident about their complaint being 

handled fairly 

 a majority of the public also continues to believe that more serious incidents – 

such as deaths in custody or allegations of serious corruption – should be 

independently investigated  

 awareness of our work has remained relatively stable, but a greater proportion 

of people who know about us recognise that we are not part of the police and 

are impartial  

 

However, there have been limitations with conducting this research on a biennial 

basis as we can only infer what may have caused changes in perceptions. Potential 

nuances in changes were missed – in particular, the opportunity to track and identify 

public perceptions against a backdrop of key news stories or events. To help with 

this the IPCC introduced a public perceptions tracker in 2017. 

 

The public perceptions tracker asks questions on a regular basis throughout the year 

to track public perceptions and confidence. This allows us to identify potential 

                                                           
2 Ames, A., Dawes, W. and Magill, T. (2017) Public confidence in the police complaints system: a 

survey of the general population in 2016, London: Ipsos MORI (commissioned by the IPCC) 
www.policeconduct.gov.uk/research-and-learning/statistics/public-confidence-and-engagement 
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fluctuations in confidence and awareness of our work on a more detailed level than 

we have previously been able to do with the public confidence survey.  

 

Our public perceptions tracker for 2017 has shown that: 

 the levels of young people and those from a BME group who say they are likely 

to complain are lower than the general population  

 levels of awareness of the IPCC among people from a BME background 

remains below the national average3 

 

We recognise that there is more to do to improve confidence and trust in the police 

complaints system, and we continue to focus our stakeholder engagement work on 

those groups that have lower levels of confidence and trust. 

 

What will we do in 2018/19? 

To improve the confidence of people who have least confidence in the police 

complaints system we will continue to: 

 provide information about how to make a complaint against the police 

 provide information about our role and work 

 respond to general enquiries via our Customer Contact Centre 

 deliver open, honest and transparent communications to raise community and 

stakeholder confidence  

 

Through our engagement work, we will: 

 continue to improve our understanding of the experiences of different 

communities and the causes of their low confidence, and increase awareness 

of the IOPC 

 facilitate a structured process for young people to inform and influence our 

work, through an IOPC Youth Panel4  

                                                           
3  On average, 58% of BME respondents asked in 2017 were aware of the IPCC compared to 77% 

of the general population. The level of awareness among BME respondents across the four times 
this survey has been run ranged from 51% to 65% 

4  An initiative that provides a platform for young people to engage with the IOPC, and talk openly 
about their experiences. 
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 develop and maintain a network of advocates who work with low-confidence, 

seldom-heard, and other stakeholder groups. We will provide training materials 

and information to support stakeholders working with low-confidence and 

vulnerable groups to improve their understanding of the police complaints 

system and how to access it  

 continue our work to take early action to engage with communities and 

stakeholders during investigations where these groups have a strong interest or 

particular concerns  

 support the establishment of a Welsh and regional approach to stakeholder 

engagement 

 facilitate focused engagement with low-confidence groups to gather insights 

and raise awareness 

 create tailored communications for low-confidence and other stakeholder 

groups so that the information, data and case studies we provide are more 

relevant and accessible 

 develop and maintain digital stakeholder engagement channels 

 

We will also collect: 

 data on public confidence, which will allow us to examine the detail of the way 

confidence may rise and fall and what drives the public's confidence specifically  

 feedback from people we have had contact with as part of our investigations, 

including complainants, bereaved families, subjects, police witnesses and 

interested parties, to better understand their experience of our investigations. 

We will also collect feedback from people who have engaged with our 

Customer Contact Centre or who have appealed to us. We will use this 

information to improve our work 

 information about our stakeholders’ understanding and experiences of the 

IOPC, as well as of the wider police complaints system 
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We will carry out the following project work in 2018/19:  

 

1.1 Revising our Communications Strategy  

 

The aim of our work is to improve public confidence in the police complaints system. 

Our reputation and the way our work is viewed underpins this. We will revise our 

current Communications Strategy and work together to implement it, helping us 

make the most of opportunities to communicate in a way that improves public 

confidence. 

 

Figure 2 – Objective 1: summary of projects for 2018/19 

Ref Project Directorate 

1.1 Revising our Communications Strategy Strategy & Impact  

 

Outcome measure 

Figure 3 – Objective 1: outcome measure and targets 

Outcome measure Target 

Percentage of those with least confidence in the police complaints system (young 
people, and people from BME groups) who are likely to make a complaint if they were 
unhappy about how a police officer behaved towards them.  

a)  Young people 67% 

b)  People from BME groups 70% 
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2. Deliver timely and high-quality independent investigations 

 

 

 

Following an expansion programme that implemented the capacity and structures to 

conduct significantly more independent investigations into the most serious and 

sensitive issues, we are now building on this work and running a continuous 

improvement project. This work will focus on understanding and assessing what our 

service users need and ensuring that those needs form the basis of how we deliver 

our work. This will aim to make us more effective through better delivery and will 

improve our efficiency, delivering best value. 

 

For 2018/19, our continuous improvement work will focus on the delivery processes 

across our operations activity. This will begin with a comprehensive review of these 

processes to clarify how they work and how they interlink with those of other bodies 

– for example, professional standards departments and the Coronial service. We will 

continue to work with police stakeholders and other public organisations to further 

develop our processes and work more effectively in the interests of our joint service 

users.  

 

We will build stronger operational and process management capability with our 

operational leaders and staff to enable our processes to deliver work more 

effectively, identify issues, and trigger improvement activity. We will also improve our 

operational management information. This will enable better decision making, help 

us understand and manage risk, and determine where to focus our improvement 

activity. 

 

The benefits we are aiming to achieve with this work include: 

 improving our quality and performance  

 increasing our productivity 

 increasing employee knowledge and capability  

 increase in service user satisfaction  

 a reduction in complaints from our service users 

 

Ongoing Home Office-led reforms aim to simplify the police complaints and discipline 
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systems. We have planned a range of work to deliver these legislative changes5, 

which is explained below. 

 

What will we do in 2018/19? 

To achieve this objective in 2018/19, we will: 

 receive and assess approximately 3,900 referrals from police forces in order to 

decide what type of investigation, if any, is appropriate 

 carry out between 650 and750 independent investigations  

 carry out fewer managed and supervised investigations and start directed 

investigations (subject to the commencement of legislative changes) 

 provide an investigations support function 

 provide an operational assurance, IOPC complaints function and quality review 

unit 

 provide an efficient and cost-effective on-call response system 

 provide legal advice and representation on our operational work and to the 

Hillsborough investigation 

 make sure that our operational staff receive appropriate training, development, 

and accreditation  

 support our people with the necessary learning and development around 

legislative change 

 continuously improve the timeliness and quality of our investigations 

 through our Directorate of Major Investigations (DMI): 

o continue to deliver the Hillsborough investigation and support any criminal 

trials 

o provide a Counter Corruption Unit, Intelligence Unit and Surge Team6 to 

support delivery of our investigations 

o provide a disclosure and major incident room (MIR) function to support 

investigations 

 

We will carry out the following projects: 

 

                                                           
5  See objectives 2, 3, 4, and 6 for full details of legislative change work. 
6  This is a flexible resource to provide support to investigations where needed. 



 
   14 
 

2.1 Deliver continuous improvement  

As stated previously, by the end of 2018/19 we expect to have completed an initial 

process improvement of all key operational processes. This will impact mostly on our 

Operations Directorate, but will also impact areas of the business that provide 

support for the investigative process. This work will enable us to improve our 

understanding of our operational processes and identify issues that we can improve 

by working with staff, allowing us to focus on our main activities and improve the 

timeliness of our investigations. 

 

Activity to be carried out as a part of this project will include: 

 improvement projects looking at each key operational delivery process using a 

tailored, structured improvement methodology that: 

o defines what we need to improve 

o measures how activities or processes  perform currently 

o analyses what can be improved 

o identifies and tests solutions for improvement 

o controls improvements and monitors their effectiveness 

o identifies benefits and captures learning 

 development of new performance metrics that can help us understand how our 

processes are working, identify variation and produce trend analysis. We will 

also continue collecting data to better understand the quality of our activity from 

the perspective of our service users 

 training and development for all staff on managing and improving processes 

 amendments to roles and functions as required to ensure that job roles, team 

sizes and structures deliver new activities/processes successfully 

 work to embed a culture of improvement across the organisation 

 scope requirements for a potential new case management system that is more 

efficient 

 take forward the elements of our response to the recommendations in the 

Angolini review 
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2.2 Implement legislative change 

Additional legislative changes are expected to come into effect towards the end of 

2018/19. The IOPC will focus on identifying what is needed to ensure we are 

operationally ready to implement new legislation. This will involve us in: 

 developing new processes  

 creating or amending ICT systems to support any new processes  

 recording information about our performance  

 delivering training to our staff on the new legislation 

 

We will work with police and crime commissioners (PCCs), police forces and other 

stakeholders to ensure successful implementation of planned legislative changes, 

and to deliver our statutory function to oversee the complaints system. 

This work meets more than one of our strategic objectives.7 The legislative changes 

that will affect our operational work includes some of the following key areas: 

 

 Introduction of super complaints: the new super-complaints system will provide 

an avenue for organisations such as charities and advocacy groups to raise 

issues on behalf of the public about patterns or trends in policing that are, or 

appear to be, significantly harming the interests of the public. Along with the 

College of Policing, we will support Her Majesty’s Inspectorate of Constabulary 

and Fire and Rescue Services (HMICFRS) in delivering their responsibilities for 

the super-complaints system. 

 Ability for the IOPC to reopen an investigation: we will have a new statutory 

ability to reinvestigate a complaint, recordable conduct matter or death or 

serious injury (DSI) matter if there is a compelling reason for doing so. This 

power will apply to independent and directed investigations. 

 A power of initiative: we will have the power to start investigations into 

complaints, DSI matters and conduct matters without having to wait for a 

referral from the police or other bodies within our remit. 

 Changes to our mode of investigation (MOI) decisions, the introduction of 

directed investigations and changes to how we communicate our rationale for 

                                                           
7 See also 3.1, 4.1 and 6.3. 
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these decisions: the Government is reforming the law to more clearly 

distinguish between police-led and IOPC investigations. As a part of these 

changes, we will no longer open managed or supervised investigations. In 

future we will decide whether a referred matter can be investigated locally, or 

merits an independent investigation. Where an independent investigation is 

merited, we will be able to order the police to carry out a directed investigation if 

this would be more appropriate. For example, this could be the case where an 

investigation would depend on capabilities or skills that the IOPC does not 

possess, or where it would involve significant examination of the actions of 

people outside of our remit in addition to the actions of the police.  

 We will also be subject to a new statutory requirement: a duty to notify 

appropriate authorities8, complainants, subjects and interested persons of the 

rationale for our MOI decisions. 

 Increasing the remit of the IOPC: if a PCC chooses what is known as the ‘single 

employer model’9 for their involvement in the fire and rescue service locally, our 

remit would increase to include the fire personnel involved. 

 Requirement to investigate chief officers: the Government is committed to 

ensuring that all investigations into disciplinary allegations against chief police 

officers or the Deputy Commissioner of the Metropolitan Police Service are 

investigated by the IOPC. Such allegations will be referred to us. We expect 

forthcoming regulations will provide the detail about the matters we will be 

required to investigate. 

 Ability to retain evidence in non-criminal investigations: we will have a new 

statutory power to seize and hold evidence in non-criminal independent 

investigations.  

 Handling sensitive information: there will be new and expanded legal 

requirements for us to safeguard particularly sensitive information that we 

receive in the course of our work. 

 Process for case to answer decisions following our investigations: the process for 

determining whether someone has a case to answer following one of our 

                                                           
8    The appropriate authority refers to the organisation that has overall responsibility for handling an 

investigation. 
9  Where police and crime commissioners take on the functions of the Fire and Rescue services, and 

creates a single employer for police and fire staff. 
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investigations will be simplified compared with the current statutory process. The 

decision will rest with the IOPC, taking account of the views of the appropriate 

authority.  

 Determinations and recommending remedial action: a statutory basis for us to 

uphold complaints following investigations and reviews will be introduced. This will 

be in addition to a power to recommend how complaints are resolved. 

 Presenting at disciplinary hearings: the Government has said it will legislate to 

give the IOPC the power to present at disciplinary hearings against police officers. 

We expect this will happen primarily where there is a disagreement between us 

and the appropriate authority about how the matter should be dealt with.  

 Duty to co-operate: we expect the introduction of a duty to co-operate. This will 

ensure that police officers, acting as witnesses to investigations, understand their 

obligations to co-operate fully with our investigations. 

 

Full details of some of these changes are still being developed by the Home Office, 

alongside any reforms to overhaul the police disciplinary system.  

 

Figure 4 – Objective 2: summary of projects for 2018/19 

Ref Project Directorate 

2.1 Deliver continuous improvement  Operations 

2.2 Implement legislative change Operations 

 

Outcome measure  

Figure 5 – Objective 2: outcome measure and targets 

                                                           
10  Green is the top rating provided to an investigation reviewed as a part of our quality process, and 

indicates that no further action is required. 

Outcome measure Target 

Number of independent investigations: a) started b) closed within time targets  
c) of a high quality  

a)  Number of independent investigations started  650-750 

b)  Percentage of independent investigations completed 
within 12 months  

80% 

c)  Percentage of end of investigation reviews resulting in 
a green health assessment 10, first time 

87% 
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3. Ensure that the IOPC operates a timely and high-quality appeals process 

 

  

 

 

All appeals about the non-recording of complaints are dealt with by the IOPC. We 

also deal with any appeals where the original complaint is about the conduct of a 

senior officer or a complaint that must be referred to the IOPC11. The introduction of 

new legislation will change the appeals aspect of the police complaints system. The 

different types of appeals that are currently available will be replaced by a right of 

review.  

 

New legislation will also expand the role of PCCs. This will mean, at a minimum, that 

they will be responsible (instead of chief officers) for considering reviews in relation 

to their force where the IOPC is not the relevant review body. They will also have an 

explicit statutory responsibility to hold their chief officer to account for the handling of 

complaints within their force. PCCs will also be able to choose whether to become 

further involved in the handling of complaints about their force. They can choose to: 

a) assume responsibility for the informal handling of complaints and decisions 

about recording 

b) become the single point of contact for complainants when their complaint is 

recorded and handled formally by the force 

 

PCCs will be able to choose to become involved in (a), or in (a) and (b) together. 

 

PCCs (and other local policing bodies) will remain the appropriate authority for the 

handling of complaints about chief officers. 

 

Whether we are considering appeals or reviews we will continue to deliver a 

customer-focused service, so that we can meet the expectations of our service 

users. 

 

                                                           
11  Following a change in the legislation in November 2012, forces can handle some appeals 

themselves depending on the ‘relevant appeal body test’. This test is set out in the Police 
(Complaints and Misconduct) Regulations 2012 (see IPCC Statutory Guidance [para 1.27-1.28]).  
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What will we do in 2018/19? 

To achieve this objective we will deliver the following work in 2018/19: 

 receive and process approximately 5,100 direct complaints 

 receive and respond to enquiries 

 receive, assess, decide upon and respond to approximately 1,700 non-

recording appeals within 25 working days until the legislation is changed 

 receive, assess, decide upon and respond to approximately 1,600 

investigation appeals or reviews within 35 working days 

 receive, assess and respond to approximately 230 local resolutions appeals 

within 35 working days, and discontinuance and disapplication appeals within 

25 working days, until the changes to the complaints system come into effect 

 

We have planned the following project work under this objective in 2018/19: 
 

3.1 Implement legislative change 

All of the elements of legislative change will require training and updates to our 

Operations Manual to reflect our new processes. The legislative change work under 

strategic objective 312 is covered here. A key area of change will be: 

 

• The replacement of appeals with the new right of review: there will no longer be 

appeals against recording decisions and other types of appeal will be replaced 

by a right of review. This will consider if the outcome of the complaint is 

‘reasonable and proportionate’.  

 

Reviews that are not handled by us will be the responsibility of the local policing 

body, such as the PCC. 

 

 

 

 

 

 

 

Figure 6 – Objective 3: summary of projects for 2018/19 

                                                           
12  See also 2.2, 4.1 and 6.3. 
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Ref Project Directorate 

3.1 Implement legislative change Operations  

 
Outcome measure 

Figure 7 – Objective 3: outcome measure and targets 

Outcome measure Target 

The percentage of all appeals completed within time targets/meeting  
the quality threshold  

a)  Percentage of investigation and local resolution 
appeals completed within 35 working days. 

 

60% 

 

b)  Percentage of non-recording, discontinuance and 
disapplication appeals completed within 25 
working days. 

80% 

c)  Percentage of cases subject to quality review 
that met the quality threshold first time. 

80% 
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4. Improve the quality of police forces’ own complaints handling 

 

 

 

 

 

We have an important role in overseeing the police complaints system as a whole to 

help improve the way that complaints are handled. Our revision of our Oversight 

Strategy13  will set out how we will improve police complaints handling, working with 

other policing bodies to drive self-improvement and increase the transparency of the 

system.  

 

New legislation will change the definition and handling of a complaint as it 

recognises a stage of complaints handling before the recording decision. This 

change will give forces – or under other reforms, PCCs – scope to resolve 

complaints informally before they consider recording and handling them formally. It 

could be that a member of the public expresses dissatisfaction, but is given an 

explanation of the circumstances and is content with that. In this situation, no further 

action would be required under the reformed complaints system. 

 

However, this scope is subject to limits. Complaints will have to be handled formally 

if that is what the complainant wants, or if the complaint goes beyond a certain level 

of seriousness14. Broadly, this means that if the complainant wants a complaint 

recorded then it must be. The aim of these changes is to reduce the focus of 

complaint recording on how the complaint is handled, and place emphasis on the 

outcome. 

 

Our oversight staff will work with police forces to understand their performance and 

challenge them to improve where necessary. By producing statutory guidance, other 

guidelines, and Focus, our publication that provides practical guidance, we will make 

sure that forces are clear about the standards expected and the changes to 

legislation. This will help to improve consistency across the complaints system.  

 

 

                                                           
13 Due to be published in year 
14 A complaint that would be unsuitable for local resolution under the current system. 
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What will we do in 2018/19? 

To achieve this objective we will deliver the following work in 2018/19: 

 collect and publish quarterly and annual police force complaints data setting out 

the type of complaints received by all forces in England and Wales, and how 

long it has taken for what has gone wrong to be looked into 

 hold oversight meetings to: 

o discuss regional and national aspects of complaints handling 

o challenge forces’ performance 

o follow up on the implementation of recommendations 

o offer additional guidance where appropriate  

 produce editions of Focus, which provides practical advice and examples on 

complaints handling for professional standards departments, PCCs’ offices, and 

others in the policing who handle complaints 

 engage with PCCs about regional and national aspects of complaints handling. 

We will do this through regular meetings, and by making sure that PCCs and 

their offices have single points of contact at both operational and strategic 

levels. We will also deliver against our protocol with the Association of Police 

and Crime Commissioners. 

 

We have planned the following projects under this objective in 2018/19: 

 

4.1 Implement legislative change 

The legislative change work in relation to strategic objective 415 is covered here: 

 

 Revise our statutory guidance to the police and include contractors: Section 22 

of the Police Reform Act 2002 allows the IOPC to issue statutory guidance to 

local policing bodies, chief officers and people serving with the police. This 

statutory guidance deals with complaints, conduct matters and DSI matters. It is 

one of the ways in which the IOPC assists local policing bodies and forces to 

comply with their legal obligations and achieve high standards in the handling 

of complaints, conduct matters and DSI matters.  

 

                                                           
15 See also 2.2, 3.1 and 6.3 
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The Policing and Crime Act 2017 will make significant changes to the police 

complaints and disciplinary systems. New statutory guidance will be needed to 

reflect this new legislation. This guidance will also need to reflect our remit over 

private contractors.  

 

 Provide a signposting document for other organisations within our remit: The 

IOPC also has remit over: 

o National Crime Agency (NCA)  

o Her Majesty’s Revenue and Customs (HMRC) 

o staff who carry out certain border and immigration functions who work in 

the UK Border Force and the Home Office  

o officers carrying out certain functions at the Gangmasters and Labour 

Abuse Authority (GLAA) 

 

The regulations that set our remit over these organisations will have to be 

amended to reflect changes in the Policing and Crime Act 2017. We will work 

with these other organisations and produce a signposting document to help 

them understand the new legislation. 

 

 Launch of new legislation with forces and PCCs: owing to the changes to the 

complaints system and the different role for PCCs, we will engage with PCCs 

and forces to promote discussion and understanding about how the changes to 

the legislation will alter our respective roles and responsibilities in the system.  

 

 Amendments to the Performance Management Framework to enable the IOPC 

to collect police complaints data: we will consider the implications of legislative 

change around the recording of complaints by police forces and reflect this in 

the recording standards. We will work with forces and PCCs to enable us to 

collect police complaints data quarterly and annually to produce statistics for 

England and Wales.  
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Figure 8 – Objective 4: summary of projects for 2018/19 

 

Ref Project Directorate 

4.1 Implement legislative change Strategy & Impact  

 

 

Outcome measure  

 

Figure 9 – Objective 4: outcome measure and targets 

Outcome measure Target 

Percentage of appeals upheld  

a)  Percentage of investigation appeals upheld Lower than 39% 

b)  Percentage of non-recording appeals upheld Lower than 36% 
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5. Improve policing practice as a result of learning from our  

investigations and appeals work  

 

 

 

  

 

 
Learning from our work can contribute to improving policing practice. By working with 

others – like the National Police Chiefs’ Council (NPCC), PCCs, the College of 

Policing (CoP), Her Majesty’s Inspectorate of Constabulary and Fire & Rescue 

Services (HMICFRS), service users, and communities – we will help to make sure 

that our investigations, appeals/reviews and the complaints system as a whole are 

part of a continuous circle of learning and improvement for policing in England and 

Wales. 

 

We will continue to work with PCCs, the CoP, HMICFRS, and forces to make sure 

that learning is identified, implemented and embedded into policing at all levels of the 

service. Over time, this will help improve and inform performance, standards and 

training, and prevent issues arising. 

 

What will we do in 2018/19? 

To achieve this objective we will deliver the following work in 2018/19: 

 we will publish Learning the Lessons, which sets out learning from both IOPC 

investigations and those undertaken by police forces locally. This publication 

helps to drive improvements in police policy, practice and training  

 use knowledge from our work to inform national and local learning 

recommendations and respond to external reviews and consultations that are 

relevant to the police complaints system 

 share learning from our work with HMICFRS and Her Majesty’s Inspectorate of 

Prisons (HMIP) to inform their inspections 

 collate and publish annual national statistics on deaths following police contact. 

This work will also involve us collating the misconduct and criminal outcomes 

for deaths in custody from 2008/09 to 2017/18 to update the information that 
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was published in our deaths in custody study16 which covered 1998/99 to 

2008/09 

 continue to work on thematic areas – such as deaths in custody, mental health, 

road traffic incidents (RTIs) – and use learning from our work to inform 

operational policing practice 

 establish and maintain regular engagement meetings with national and regional 

stakeholders and key influencers 

 

We have planned the following project under this objective in 2018/19:  
 
 

5.1 Improve our processes for learning and prevention 

The learning recommendations we produce as a result of our appeals and 

investigations work are evidence-based and feed into our continuous improvement 

work. We will develop a mechanism to evaluate the impact these recommendations 

have in order to ensure that we improve policing practice where necessary. 

 

Figure 10 – Objective 5: summary of projects for 2018/19 

Ref Project Directorate 

5.1 Improve our processes for learning and prevention Strategy & Impact 

 

 

Outcome measure 

Figure 11 – Objective 5: outcome measure and target 

Outcome measure Target 

Percentage of stakeholders who think the IOPC is effective  

a) Percentage of stakeholders who think the IOPC is 
effective in raising standards in police forces: 

 policing  

 accountability  

 non-police (community/voluntary service) 

 

 

 

Higher than 38% 

Higher than 46% 

Higher than 29% 

b)  Percentage who agree that Learning the Lessons is a 
helpful tool to drive change in policy and practice 

95% 

                                                           
16  http://webarchive.nationalarchives.gov.uk/20170914112706/http://www.ipcc.gov.uk/page/deaths-

custody-study 
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6. Ensure that the IOPC is fit for purpose, agile, and representative of the 

communities we serve 

 

 

 

  

 

 

In January 2018, the IPCC became the IOPC. In 2018/19 we will continue to embed 

our new leadership team and Unitary Board to enable a smooth and successful 

transition from the IPCC. 

 

For the last three years we have been delivering an expansion programme to enable 

us to deal with a significant increase in independent investigations. As stated 

previously, we will now maintain and improve on the delivery of work through our 

continuous improvement programme. The aim of this work is to make us more 

service-user focused and make our processes more effective and efficient. 

 

In 2018/19, we will continue to prepare for the implementation of legislative change 

to the police complaints system; this will be a major piece of work for us owing to the 

scale of changes expected.   

 

A major strand of our information and communications technology (ICT) strategy is 

the planned and managed disaggregation from our current prime ICT supply 

contract. We will continue with the implementation of the plan to move and replace 

ICT services this year and improve our ability to work flexibly by providing our staff 

with new devices across all of our offices. At the same time, we will continue to 

implement our Estates strategy17 to consider and prepare for any premises moves 

we may have to make in subsequent years. 

 

We recognise that our ability to deliver our strategic objectives rests to a large 

degree on the commitment of our staff. We are committed to supporting them and 

their managers in leading and dealing with change, while continuing to perform to a 

high standard in delivering our core services. 

 

 

                                                           
17 The IOPC has adopted IPCC strategies and these will be reviewed in due course. 
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What will we do in 2018/19? 

The following functions will support the delivery of this objective: 

 Information and Communications Technology (ICT), which includes security 

and information assurance; providing telephony and network services; 

managing outsourced ICT suppliers and associated finances and contracts; 

managing day-to-day ICT service delivery, support and development; 

supporting our knowledge and information management (KIM) strategy, 

business intelligence and reporting; and support and maintenance of third-party 

hardware and software. The requirements of legislative change on our systems 

requires the greater use of agile development methodologies, which we will 

implement. This function also includes our Freedom of Information and Data 

Protection team, archive and records management. The function will support 

the provision of relevant information to the Independent Inquiry into Child 

Sexual Abuse (IICSA). 

 Human Resources (HR), which includes supporting the transition of 

Hillsborough staff; employee relations advice and support; recruitment advice 

and support; transactional HR; providing HR subject matter advice to IOPC 

departments; carrying out checks to ensure that we do not employ anyone on 

the barred list18; continuing with the implementation of ResourceLink19, and 

reviewing our remaining HR policy and guidance documents. 

 Corporate Learning and Development (L&D), which ensures our L&D delivery 

across the business is aligned to our strategic objectives and business 

priorities; provides an L&D support and advice service; and is responsible for 

the co-ordination and delivery of corporate induction, leadership and 

management development, and talent management. 

 Finance, which includes effective financial support across the IOPC; 

maintaining controls over the affordability of what the organisation delivers; 

processing transactions efficiently; and demonstrating accountability and 

compliance to our Audit and Risk Committee, Parliament and Home Office 

                                                           
18  From 15 December 2017, police officers and staff who have been dismissed, or would have been 

if they had not retired or resigned, will be put on a barred list. Police forces, the IOPC and other 
policing bodies will have to refer to the list before making appointments, and will be prevented, by 
law, from employing anyone on this list. 

19  ResourceLink is a human resources system. 
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through annual accounts, regular reports and our control framework. 

 Estates and Procurement, which includes supporting the business in all aspects 

of procurement; making sure best value and compliance is achieved on all 

IOPC expenditure; assisting and supporting with transactional procurement and 

financial reconciliations; delivering a facilities service that makes sure our 

buildings and services are fit for purpose; managing the IOPC’s third-party 

supplier contracts; and providing a quality health and safety service to the 

organisation. 

 Communications, which provides support and advice to all staff on media 

relations; internal communications, digital communications, content and design; 

and provides support for our annual staff survey. 

 Legal, which includes providing legal advice and guidance on high-profile and 

complex cases; providing case reports; providing an ability to present at 

disciplinary hearings; advising on any matter relating to the legal framework in 

which the IOPC operates; providing legal advice and guidance in relation to 

independent and managed IOPC investigations, appeals against the outcome 

of supervised and local investigations; assisting with the legal aspects of policy 

development and legislative change; continue with the agreement of the 

Memorandum of Understanding (MOU)  with the Coroners’ Society and the 

implementation of the investigatory powers project. 

 Performance, which includes performance reporting at a corporate level; and 

performance framework reporting at police force level. 

 Business Planning and Projects, which includes strategic and business 

planning; providing corporate programme and project support and advice; 

providing a project management office and running an integrated change 

process to handle in year-change to the Business Plan. 

 Risk and Audit, which includes supporting the Director General and the Audit 

and Risk Assurance Committee; assurance processes; managing internal audit 

assurance; and strategic risk management. 

 Stakeholder Engagement team, which includes developing and overseeing 

engagement structures that enable key stakeholders to influence and inform 

IOPC practice and projects; supporting corporate engagement events; taking 

forward the relationship framework to support strategic engagement and 



 
   30 
 

oversee the corporate process for updating or entering into new MOUs with 

other organisations; developing and overseeing central systems and processes 

to capture and track regional and national stakeholder engagement ; providing 

engagement guidance and support to staff, including ensuring engagement is 

properly maintained, recorded and shared; and producing quarterly briefings on 

engagement activity so key messages from stakeholders can feed into work 

across the organisation.  

 Equality and Diversity (E&D), which provides support to the delivery of this work 

across the business including on the completion of Equality Impact 

Assessments; the implementation of our E&D action plan; the monitoring and 

reviewing of our E&D performance management framework; supporting our six 

staff networks, which each focus on one or more protected characteristic; 

attendance at external E&D forums to benchmark our work against others and 

consider best practice elsewhere; and review of our policies to ensure they are 

in line with the Equality Act 2010. 

 Director General’s Office, which provides support to the Director General and 

the non-executive directors and supports our corporate governance structure. 

 

We have planned the following project work under this objective in 2018/19: 

 

6.1 Deliver the transition from our ICT contract 

A major strand of our ICT strategy 2015-2021 is the planned and managed 

disaggregation from our current prime ICT supply contract. We will continue with the 

implementation of the plan to move and replace ICT services, taking into account the 

risks to business continuity, the costs, the risks to technical integrity and the 

complexity of migration. In 2018/19 we will specify, and either move or replace, a 

defined set of ICT services through a combination of outsourced contracts and, 

potentially, in-house provision. This work will also: 

 bring the desktop support we receive from a contractor into the business so it is 

delivered internally. We will need to develop new processes to provide this 

function 

 replace our current laptops and mobile devices to enable staff to be mobile and 

work remotely as required, enhancing our efficiency 
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6.2 Implement our Estates strategy 

In 2015/16 we developed a comprehensive estates strategy to guide our property 

decisions in the future and make sure that our operational requirements are met. The 

strategy covers five years (2015-2020) during which time the majority of leases 

within our estate are due to expire or break. In 2018/19, our work will focus on 

engaging with the Government Property Agency on our future accommodation needs 

as our lease break/end dates approach. 

 

6.3 Implement legislative change 

The legislative change work under strategic objective 620 will include: 
 

• training: we will ensure that all staff across the organisation understand and 

can apply new processes under the new legislation. 

 changing our reporting requirements to reflect the new legislation: as our 

systems and processes change to reflect the new legislation, we will also need 

to capture and develop the new requirements that will impact on the reporting 

we produce. Our reporting helps us to monitor our progress against our 

objectives and outcome measures, which may need to change to reflect new 

responsibilities or remits. Our reports help us drive efficiencies, and generate 

information we can share with stakeholders as well as the public.  

 implementing changes to our IT applications: our systems will need to change 

to reflect new processes and new legislation. We will use agile development 

methodologies to implement these changes. 

 

6.4 Establish the IOPC and its leadership 

 

The purpose of this project is to ensure the effective formation of the IOPC and 

its leadership teams to enable a smooth and successful transition from the 

IPCC. The IOPC structure consists of a unitary board and a new senior 

executive team. 

 

This project aims to establish collaborative team-working among the new 

leadership groups, which will enable new senior leaders to operate successfully 

                                                           
20 Also being delivered under 2.2, 3.1 and 4.1. 
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and establish a clear connection with staff across our whole organisation. This 

should have a beneficial impact on the focus of the organisation and, therefore, 

its ability to deliver against our strategic objectives.  

 

6.5  Develop a new case management solution for the IOPC 

The systems we currently use to capture, manage and share information about 

IOPC cases are no longer fit for purpose. We have started the planning and 

feasibility phase of a project to design and implement a new solution to this 

issue. As this project will be run in parallel with significant legislative change 

implementation, as well as an operational improvements programme, a key 

output of the current phase will be a plan that takes into account all of this other 

activity and at the same time minimises impact on staff, service users, 

operational delivery, and reporting.  

Any solution needs to meet the needs of our service users, reflect our 

operational processes, and adapt to changing processes as we continually 

strive to improve them. It must be accessible and user friendly for all users and 

enable effective communication and information sharing both internally and 

externally.  

A business case, plan and proposed method of approach will be developed in 

early 2018/19 to enable a decision about whether to progress to the next phase 

of design and development during the year.  

 

6.6  Implement our Knowledge Information Management (KIM) Strategy  

Our KIM strategy and supporting action plan set out our focus for the next three 

years, which is to:  

 manage our knowledge, information and data effectively  

 make better use of intelligence, analysis, best practice and learning to 

focus and prioritise our work 

 engage more productively with external parties to demonstrate the impact 

of our work and the value of shared knowledge  

 

To achieve this we are developing processes to improve data capture, retrieval 

and analysis through our Intelligence Model. This will improve the 
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dissemination of knowledge and information throughout our organisation. We 

hope that the strategy will embed a knowledge and information sharing culture 

at every level of the organisation, where staff will be able to find the right 

information quickly and efficiently, make better use of resources, and exercise 

best practice through learning and continuous improvement.  

 

In 2018/19, we will undertake specific activities to successfully implement this 

strategy. These include:  

 continued development and improvement of KnowledgeBase  

 developing our approach to organisational intelligence  

 continued work to improve data quality  

 improving the recording and tracking of learning recommendations 

 development of impact measures for the IOPC  

 working with other teams to ensure that their work supports the KIM 

strategy and its aims  

 

6.7  Deliver our people priorities 
The core objective of our People Strategy is to make the IOPC a better place to 

work. An analysis of available data, including a review of HR business 

intelligence, diversity and staff data, suggests that deliverables should be 

centred around four key focus areas, and should support the aspiration that the 

organisation is fit for purpose, agile, and representative of the communities we 

serve. These four focus areas are designed to: 

 

 promote a highly engaged, diverse workforce: our aim is to improve 

workforce engagement and retention rates, particularly in those 

demographic groups that report comparatively lower engagement scores 

to the rest of the workforce. We will do this by ensuring strong and 

effective leadership, both at senior and middle management levels. We 

will ensure that our managers are equipped with the right tools to lead, 

and have the capacity to engage and develop their staff. 

 identify and develop future leaders that reflect the communities we serve: 

our data suggests that black and minority ethnic (BME) members of staff 

are under-represented in senior grades across the organisation. We are 
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committed to ensuring that the IOPC reflects the communities we serve 

and have identified a number of initiatives to address this and to explore 

whether we are under-represented within other protected characteristics. 

These include the development of a talent management scheme, primarily 

focusing on under-represented groups, and a high potential development 

scheme to identify a pipeline of new talent.  

 enable efficient internal mobility and clear career development pathways: 

we will facilitate flexible and dynamic workforce planning, recruitment and 

talent management processes to enable career development and staff 

mobility at every level. This will help us ensure that we have the skills we 

need, where and when we need them. 

 achieve efficiency and increase effectiveness: we will need to provide a 

reliable and accessible core HR function to support a more strategic, agile 

service and support the organisation in delivering continuous 

improvement, high-quality delivery, and efficiency savings for an 

expanded, dynamic organisation.  

 

6.8  Deliver digital learning  

Our digital learning project involves the identification and implementation of 

digital learning solutions, including a learning management system (LMS), 

which will increase the efficiency, effectiveness, flexibility and agility of L&D 

delivery. The implementation of an LMS offers significant long-term efficiency 

savings. It will provide more opportunities for bespoke IOPC learning, reduce 

staff extraction rates for mandatory training thus increasing capacity for core 

work, improve equality of access to L&D opportunities and enable emerging 

priority learning needs to be met more quickly. The project is also intended to 

increase staff engagement and facilitate collaborative learning across the 

organisation. The content will be developed in a way that ensures we achieve 

these benefits. 

 

6.9  Implement General Data Protection Regulations 

The current Data Protection Act will be replaced by the General Data Protection 

Regulations. This project will help ensure that the IOPC complies with the new 
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directive when it applies, from May 2018. 

 

Figure 12 – Objective 6: summary of projects for 2018/19 

Ref Description Directorate 

6.1 Deliver the transition from our ICT contract Resources  

6.2 Continue to implement our IOPC Estates 
strategy  

Resources  

6.3 Implement legislative change  Strategy & Impact  

6.4 Establish the IOPC and its leadership team People  

6.5 Develop a new case management solution for 
the IOPC 

Operations  

6.6 Deliver our KIM Strategy Strategy & Impact  

6.7 Deliver our people priorities People  

6.8 Deliver digital learning  People 

6.9  Implement General Data Protection 
Regulations 

Resources 

 

Outcomes measure 

Figure 13 – Objective 6: outcome measure and target 

Outcome measure Target 

Staff survey engagement score 61% 
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Funding 
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Funding in 2018/19 

 

The IOPC is funded by the Home Office through grant in aid. We receive this through 

the year in instalments aligned to our expenditure on pay and services. Our 

Accounting Officer (the Director General) is responsible for making sure that this 

grant in aid is used for the purposes laid out by Parliament. The Home Office has set 

out detailed terms and conditions in a framework document that strikes an 

appropriate balance of ensuring prudent management of grant in aid funds, 

achieving value for money, and providing assurance that funds are used as 

envisaged. 

 

Within the IOPC, budgets are assigned to directorates best placed to provide 

effective control and achieve value for money for expenditure on the priorities 

identified in our Business Plan. In addition, the IOPC receives ring fenced funding 

from the Home Office to conclude our independent investigation following the 

Hillsborough inquest.  

 

In 2018/19, the IOPC will receive revenue funding of £63.11m (£70.5m for 2017/18) 

and capital funding of £2.17m (£3.080m in 2017/18). The table below provides a 

breakdown of our resource budget for 2018/19 by directorate. 

 

Figure 14 – IOPC Funding 2018/19 

Directorate Business 
Plan 
priorities 

Hillsborough Total 
All figures in £000 

Corporate Services 18,793 2,232 20,649 

People  2,940 182 3,122 

Strategy and Impact  5,015 97 5,112 

Legal  3,106 146 3,252 

DG Office 696   696 

Operations  32,560 5,576 38,136 

Grand total 63,110 8,233 71,343 
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In 2018/19, our capital expenditure will focus on our ICT developments. Our 

investment in ICT will enable us to implement the anticipated legislative reforms.  

 

Our resources this year will be dedicated to the following pieces of work. Only the 

breakdown of resources by major projects has been included, any other work has 

been categorised as business as usual.  

 

Category  £000 FTE21 

Business as usual work  59,483 876.9 

Deliver continuous improvement 851 11.0 

Implement legislative change 2,029 31.3 

Establish the IOPC and its leadership 
team 

182 0.9 

Develop a new case management 
solution for the IOPC 

449 0.2 

Deliver our KIM Strategy 73 1.4 

Deliver our people priorities 43 0.4 

2018/19 budget 63,110 922.0 

 

 

 

  

                                                           
21 Full time equivalent. 
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Performance targets 



 
   40 
 

Performance targets 

We forecast annual demand for our services and set performance and management 

information targets for the timeliness and quality of our work. This lets our service 

users know what they can expect from us. 

 

Targets and management information for operations take into account the expected 

capacity for the year, expected demand, and performance that can be achieved with 

the resources available. 

 

This section sets out the headline outcome measures and targets for each of our 

strategic objectives. 

 

Figure 15 – IOPC 2018/19 strategic objective targets 

Objective  Outcome measure Target 

1 Percentage of those with least confidence (young 
people, and those from BME groups) who are likely 
to make a complaint if they were unhappy about 
how a police officer behaved towards them.  

a)  Young people 

b)  People from BME groups 

 

 

 

 

67% 

70% 

2  a)  Number of independent investigations started  

b)  Percentage of independent investigations 
completed within 12 months  

c)  Percentage of end of investigation reviews 
resulting in a green health assessment22, first 
time 

650-750 

80% 

 

87% 

3 a)  Percentage of investigation and local 
resolution appeals completed within 35 
working days 

b)  Percentage of non-recording, discontinuance 
and disapplication appeals completed within 
25 working days 

c)  Percentage of cases subject to quality review 
that met the quality threshold first time 

60% 

 

 

80% 

 

80% 

4 a)  Percentage of investigation appeals upheld 

b)  Percentage of non-recording appeals upheld 

Lower than 39% 

Lower than 36% 

                                                           
22  Green is the top rating provided to an investigation reviewed as a part of our quality process, and 

indicates that no further action is required. 



 
   41 
 

Objective  Outcome measure Target 

5 a) Percentage of stakeholders who think the IOPC 
is effective in raising standards in police 
forces23 

 policing  

 accountability  

 non police (community/voluntary 
service) 

b)   Percentage that agree Learning the Lessons is 
a helpful tool to drive change in policy and 
practice 

 

 

 

Higher than 38% 

Higher than46% 

Higher than 29% 

 

 

95% 

6 Staff survey engagement score 61%  

 

We publish information on our website on our progress against these targets and the 

supporting measures we use. We include this data, in accessible form, in our 

monthly bulletin, which we publish on our website and highlight via social media. 

  

                                                           
23  Owing to the clear differences in the types of stakeholders we have, as well as the far greater number of 

police stakeholders included in the sample, all data has been divided into three groups (and further sub 
groups where necessary). These are: ‘police stakeholders’, ‘others in the police accountability framework’ and 
‘non-police stakeholders’. 
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Risks 
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Risks 

The IOPC uses a risk-management framework that is overseen by our Audit and 

Risk Assurance Committee and Unitary Board. Significant strategic risks are 

identified, assessed and then managed through a range of mitigation and risk 

reduction activities. Lower-level and operational risks are managed in directorates, 

programmes and projects as appropriate, with a project delivery function now in 

place. Key projects, such as the relocation of our London office, are scrutinised by 

our Management Board, which will review and assess the way that risks to achieving 

the objectives are managed. 

An escalation and de-escalation process is in place to ensure that risks are managed 

at the correct level. This framework is used to recognise and address emerging and 

changing risks throughout the year that may impact on achieving the objectives of 

the Business Plan. Risks include those arising from the transition of the organisation, 

the change in structure and leadership, and developments in our external operating 

environment.  

The Home Office is responsible for the legislation under which the IOPC operates 

and leads on the delivery of the programme of reform. This includes the IOPC’s own 

powers and the wider police complaints and disciplinary systems. The IOPC works 

with the Home Office and continuously reviews both progress and implications of 

legislative change, including timings to mitigate further risk from uncertainty in this 

area.  

We know that in the first instance the broad sweep of intended reforms will affect 

only the 43 territorial police forces. However, we expect that changes can be made 

later to legislation governing other law enforcement bodies in the IOPC’s jurisdiction. 

This is likely to result in the need to maintain separate processes, risking inefficiency 

at a time when we are focussed on improving quality and timeliness. We will 

continue to re-assess the scope of work needed to implement these changes in 

2018/19, and their associated resourcing requirements. We are balancing the 

delivery of these changes with delivery of our core business set out in this Business 

Plan. 
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We will liaise with Home Office officials who are working on the changes to the 

complaints and discipline systems to provide our view on the likely impact of each 

change on system complexity, efficiency and effectiveness. We want to make sure 

that the outcomes for complainants contribute to confidence in the complaints 

system, and that we provide a culture of learning and implementation of good 

practice.  

 

 

 

April 2018 


