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This Business plan runs alongside our 
2015/16-2017/18 Corporate Plan1. Our 
Corporate Plan explains the structure 
and functions of the Independent Police 
Complaints Commission (IPCC) and sets 
out our remit and three-year strategy. This 
2017/18 Business Plan sets out the work we 
have planned for the coming year under our 
strategic objectives. This includes the targets 
we will be monitoring, and the high-level risks 
associated with delivering our work.

In 2013, the Home Secretary announced that 
the IPCC would investigate all serious and 
sensitive allegations of police misconduct. 
This triggered a rapid expansion of our 
organisation to manage the increasing 
demand. Much of the IPCC’s focus has 
traditionally been the investigation of 
deaths or serious injuries at the hands of 
the police and serious corruption. As a result 
of expansion we are undertaking a larger 
number of investigations into a wider range of 
allegations including sexual assault, breaches 
of PACE, oppressive conduct or harassment, 
neglect or failure of duty, incivility, assault, 
discrimination, wrongful arrest and 
corruption. Often our investigations involve 
several different allegations.

Alongside this expansion, we developed 
new ways of working to ensure that we 
would not only be able to take on more 
investigations, but would also be able to 
improve our efficiency and performance across 
all areas of our business. We also fed into 
the development of the legislation that was 
subsequently introduced to Parliament as part 
of the Policing and Crime Act 20172. 

The next important stage will be to 
implement the legislative changes contained 
in this Act. The changes will overhaul the 
police complaints system and also make 
changes to our leadership structures, based  
on our own recommendations. This will launch 
a new phase for our organisation that  
will include:

> a new name

> a new leadership structure  

> new complaints procedures for us  
to implement

The Policing and Crime Act 2017 provides 
for a new governance structure that will 
see a single director general leading our 
organisation. We intend to move to a model 
that allows for a number of regional directors 
and a national director for Wales, who will 
each have delegated responsibilities to 
the public and for decision making. By the 
beginning of the next business year the IPCC 
will have become the Independent Office for 
Police Conduct (IOPC). 

This Business Plan sets out the work to 
deliver that change and facilitate a smooth 
transition. Our focus in 2017/18 will be to 
deliver legislative and governance change. The 
work planned under our strategic objectives 
for this year reflects this, with the balance of 
work included under objectives two, three and 
six, reflecting these priorities. Other important 
work includes relocating our High Holborn 
Office and delivering the transition from our 
current IT contract.

1 www.ipcc.gov.uk/page/annual-report-and-plans

2 www.services.parliament.uk/bills/2016-17/policingandcrime.html

http://www.ipcc.gov.uk/page/annual-report-and-plans
http://services.parliament.uk/bills/2016-17/policingandcrime.html
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We have had to prioritise the work we propose 
to deliver carefully and we recognise that 
there may be a need for further planning 
to be done depending on the timing of the 
change to our governance structure. The work 
included in the plan reflects the position at 
the beginning of 2017/18. Any amendments 
to the plan will be managed through a change 
control process.

The Business plan is underpinned by plans 
for each of our directorates. Delivery of 
our Business plan is monitored through 
our Management Board and Commission. 
Directorate plans are monitored by directors 
and their management teams. Figure 1 on 
page six sets out how our plans help to  
deliver our:

> vision

> mission 

> objectives 

> values
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Five values underpin our mission, vision, and objectivesOUR VALUES

Performance and development reviews linked to strategic objectivesINDIVIDUAL OBJECTIVES

One-year plan – detailed work and performance measuresDIRECTORATE PLANS

One-year plan, against strategic objectives and key targetsBUSINESS PLAN

Figure 1 – Delivering our vision, mission, objectives and values

JUSTICE AND RESPECT 
FOR HUMAN RIGHTS

INDEPENDENCE DIVERSITY INTEGRITY OPENNESS

Improve the 
confidence of those 

groups who have 
least confidence in 

the police complaints  
system

Ensure that the 
IPCC operates a 
timely and high 
quality appeals 

process
Improve the quality 

of police forces’ 
own complaints 

handling

Deliver an 
increased number 
of timely and high 

quality independent 
investigations

Ensure that  
the IPCC is fit  

for purpose, agile,  
able to manage  

significant expansion  
and representative  

of communities  
we serve

Improve policing 
practice as a result 

of learning from our 
investigations and 

appeals work

Six objectives support the achievement of our mission and visionOUR OBJECTIVES

Three-year strategic planCORPORATE PLAN

Is that we are trusted to seek the truth, and hold the police to accountOUR VISION

Is to improve public confidence in the police complaints systemOUR MISSION



Delivering our  
strategic objectives2
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Our most recent public confidence survey in 
20163, shows 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 fairly4. 
A great majority of the public also continue 
to believe that more serious incidents – 
such as deaths in custody or allegations of 
serious corruption – should be independently 
investigated. Awareness of the IPCC 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 are lower levels of confidence 
in the system among young people and, in 
particular, people from black and minority 
ethnic (BME) communities. Though confidence 
has risen in many areas, it remains significantly 
lower than the general population across a 
range of issues: readiness to complain and 
trust in fair handling, perception that there 
may be negative consequences of complaining, 
willingness to take complaints directly to  
the police, knowledge and understanding of 
the IPCC and its independence5.

We recognise there is more to do to improve 
confidence and trust in the police complaints 
system, and we are continuing to focus on 
groups that have lower levels of confidence 
and trust.

In early 2016, we appointed Populus, an 
independent research organisation, to carry 
out a study looking at our stakeholders’ 
understanding and experiences of the IPCC, 
as well as of the wider complaints system. 
This contributed to the development of our 
Stakeholder engagement strategy 2016/186. 
As a result of the strategy we have developed 
the capacity to support critical incidents 
where community tensions may arise. We are 
also establishing a small team to support our 
engagement with stakeholders in the conduct 
of normal business. 

More stakeholder engagement alone cannot 
deliver improved perceptions and advocacy. 
Essential components in driving public and 
stakeholder confidence in the complaints 
system and in the IPCC are:

> delivering more timely and high-quality 
investigations and appeals

3 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.ipcc.gov.uk/page/public-confidence

4 Public confidence in knowing how to make a complaint has 
increased compared to 2014 (62%), with two-thirds (66%) 
saying they were either ‘very’ or ‘fairly’ confident. A third 
(33%) felt either ‘not very’ or ‘not at all’ confident. Those 
aged 15-24 had less confidence in knowing how to make a 
complaint (57%), although this is an increase compared to 
2014 (53%).

5 Awareness of the IPCC still varies significantly by ethnicity, 
with one in three (32%) people from minority ethnic groups 
aware of the IPCC (same as 2014); this compares with 71% 

of white members of the public surveyed. Younger people 
(aged 15 to 24) are also less likely to have heard of the 
IPCC (30%). The majority of the public are confident in the 
impartiality of the IPCC, which has slightly increased to 80% 
(from 77% in 2014). Although a lower figure was recorded for 
BME members of the public (71%) and those aged 15 to 24 
(73%), around seven in ten people from these groups are still 
confident that the IPCC carries out its work in an impartial 
way. Overall, the public believes that the IPCC is independent 
from the police (67%), which is an increase compared to 
2014 (62%). However, while still a majority, this view is held 
less among people from minority ethnic groups (57%).

6  www.ipcc.gov.uk/page/strategies

Improve the confidence of those groups who have 
least confidence in the police complaints system

Objective 1

http://www.ipcc.gov.uk/page/strategies
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> working to improve how the police 
themselves handle complaints

> working with other agencies and oversight 
bodies to improve policing

Our Target Operating Model has been 
designed to improve timliness. It does this by 
speeding up decision making and improving 
support services, making sure that our staff 
have the right systems and tools to do the job.

We will improve confidence first and foremost 
by ensuring that our investigation and appeals 
work is of a high quality, and we will continue 
to implement our Quality strategy this year7. 

What will we do in 2017/18?
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 the work of  
the IPCC.

> Respond to general enquiries through our 
customer contact centre.

> Deliver open, honest and transparent 
communications to raise community  
and stakeholder confidence.  

Continue our work to take early action 
to engage with local communities and 
stakeholders during critical incidents.

We will also continue to collect:

> Data on public confidence through asking  
a small number of questions in an omnibus 
survey every other month. This will allow 
us to examine the detail of how 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

• interested parties

• subjects

• police witnesses

• bereaved families

 This is to understand their experience of our 
investigations. We will also collect feedback 
from people who have used our customer 
contact centre and/or appealed to us. We 
will continue to use this information to 
improve our work.

> Information about our stakeholders’ 
understanding and experiences of the IPCC, 
as well as with the wider complaints system.

We will continue to develop stronger 
relationships with our stakeholders at national, 
regional and local level. We will improve our 
understanding of their needs and involve 
them in the design of both our services and 
the wider complaints system. We will also 
continue to collect user feedback. We will carry 
out the following project work next year:

7 See strategic objectives two and six. 8 www.ipcc.gov.uk/sites/default/files/Documents/guidelines_ 
   reports/Stakeholder_engagement_strategy_2016-18.pdf
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1.1     Implement the 2017/18 stakeholder 
engagement strategy action plan8. 
Through our stakeholder engagement 
we need to make sure that key messages 
are shared with our stakeholders. We 
also need to provide mechanisms for 
stakeholders to raise their concerns.  

We published a revised Stakeholder 
engagement strategy in October 2016.   
Work on this next year includes:

 > Exploring the mechanisms for 
stakeholders to raise issues and provide 
feedback to us. We will need these 
approaches to be flexible and take 
into account local circumstances as 
we move to a structure with a number 
of regional directors and a national 
director of Wales.  

> Establishing and maintaining regular 
informal engagement meetings with 
national and regional key influencers.

> Commissioning an external provider to  
run a forum for bereaved families.

> Creating a network of police complaints 
system advocates to help us to 
strengthen our engagement with a 
wider range of local communities/ 
organisations and run a series of events 
for advocates across England and Wales.

> Developing a stakeholder and service 
user involvement compensation policy.

> Holding corporate engagement events.

> Developing and producing insight 
briefings.

Ref Project Directorate

1.1
Implement the 2017/18 stakeholder engagement strategy 
action plan

Strategy and Impact

Figure 2 – Objective 1: summary of projects for 2017/18

Outcome measure Target

Percentage of those with least confidence (young people, and those from BME groups) in making 
a complaint if unhappy about how a police officer behaves towards them. 

a) Young people 67%

b) Those from BME groups 70%

Figure 3 – Objective 1: outcome measure and targets

Outcome measure

8 www.ipcc.gov.uk/sites/default/files/Documents/guidelines_ 
   reports/Stakeholder_engagement_strategy_2016-18.pdf
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Deliver an increased number of timely and high 
quality independent investigations

9  A directed investigation will be an alternative to an 
independent investigation.  These will be carried out where, 
although they merit independent investigation, this can only 
appropriately be carried out as police-led inquiries under  
our direction.

10 See objectives two, three, four, and six.

Objective 2

Our Change programme has helped us 
implement a new operating model, which 
means that we have the capacity and 
structure to conduct significantly more 
independent investigations into serious and 
sensitive allegations. It is important that 
our investigations are of a high-quality and 
sometimes, in more complex investigations 
and those involving multiple allegations 
against multiple officers, that means that 
they will take a considerable period of time 
to complete. We are aware however of the 
impact that time taken to resolve a case 
can have on all of those involved, both 
complainants and families and police officers 
themselves, and are committed to completing 
our investigations as quickly as possible.

Our target is to complete 80 percent of 
investigations within 12 months and we 
have a range of initiatives underway to help 
us reach that goal, including a wide ranging 
operational improvement project. We will 
also monitor and report on the proportion 
completed in shorter time frames, recognising 
that some investigations can be turned around 
even more quickly.

We will continue to investigate independently 
more of the matters that are currently referred 
to us. For example, allegations of excessive use 
of force, and allegations of corruption or failure 
of duty. We also expect to take on more cases 
that involve vulnerable victims of domestic 

violence, rape, and child exploitation. Our view 
is that investigating sensitive cases gives us the 
flexibility to take on cases that may collectively 
affect public confidence or otherwise cause 
concern. 

In 2017/18, we will continue to carry out 
managed investigations into matters that are 
unsuitable for an independent investigation 
and do fewer supervised investigations. To 
prepare us for the changes in the Policing and 
Crime Act 2017 we will trial a more intensive 
mode of managed investigation in anticipation 
of new directed investigations9.

The changes in the Policing and Crime Act 
2017 aim to simplify the police complaints 
and discipline systems. We expect some 
changes to be implemented during 2017/18. 
We will develop new processes for the referrals 
we receive and the assessments we do to 
decide what type of investigation to carry 
out. As we end supervised and managed 
investigations, we will develop processes for 
directed investigations. We will also consider 
the outcomes available at the end of an 
investigation or appeal, and the impact on  
any disciplinary processes that may follow.  
We have a range of work planned to deliver 
the legislative changes10 under this objective, 
which is detailed below.

In 2016/17 we published our Quality strategy. 
In this strategy, our focus has been on 
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11 See also strategic objective six. 12 www.ipcc.gov.uk/sites/default/files/Documents/
guidelines_reports/draft_statutory_guidance_to_police_
service_evidence_in_death_or_serious_injury.pdf

implementing new quality assurance processes 
across our operational work and embedding 
quality in our investigations and in all the work 
carried out by our Operations Directorate. This 
includes work done by a specialist internal 
quality team to review our work against our 
published operational quality standards, 
conduct dip-sample checks, and carry out 
thematic reviews. Our published performance 
reports will include quality measures this year 
for the first time.

We have also developed a learning cycle 
process to make sure that we take effective 
action to address the underlying causes of 
quality issues, themes and trends. This includes 
cross checking the findings of our quality 
reviews against feedback from complainants, 
families, and stakeholders. We use this 
learning to ensure we get more things right 
the first time, reducing the overall length of 
investigations. We will continue to develop 
ways of involving external stakeholder views  
in our quality review work for 2017/18.

Our Quality strategy work will continue 
into 2017/18 with an expanded focus on 
implementing it more widely across the 
organisation as a whole11. We will identify 
quality criteria and proportionate quality 
assurance processes across our business to 
prepare for our transition to becoming  
the IOPC.

We have drafted and consulted on statutory 
guidance on achieving best evidence in death 

and serious injury (DSI) investigations.12 The 
draft guidance sets out our expectations of the 
actions the police should take to identify all 
potentially relevant evidence, and preserve the 
integrity of that evidence. The draft guidance 
also sets out that the best way of ensuring 
that officers’ accounts are not contaminated 
by other evidence is for them to be separated 
as soon as it is operationally safe to do so. They 
should then provide a personal initial account 
before going off duty. Collecting evidence in 
this way will help with the timeliness of our 
investigations and improve confidence in our 
investigatory process. The guidance is currently 
with the Home Secretary for approval. Once 
approved, we will work with the National 
Police Chiefs’ Council (NPCC) and College of 
Policing (CoP) to implement it.

A Directorate of Major Investigations (DMI) has 
been set up,  which includes our Hillsborough 
investigation and major themes, such as 
cases that involve child sexual exploitation. 
The directorate’s core purpose is to deliver 
the capability to undertake the IPCC’s 
most complex and/or resource intensive 
investigations. These require a co-ordinated 
and structured approach across England and 
Wales with access to appropriate investigators 
and specialists. Developing the capability of 
the directorate will continue into 2017/18, 
with specialist skills to:

> support our wider investigations function

> improve timeliness and quality

http://www.ipcc.gov.uk/sites/default/files/Documents/guidelines_reports/draft_statutory_guidance_to_police_service_evidence_in_death_or_serious_injury.pdf
http://www.ipcc.gov.uk/sites/default/files/Documents/guidelines_reports/draft_statutory_guidance_to_police_service_evidence_in_death_or_serious_injury.pdf
http://www.ipcc.gov.uk/sites/default/files/Documents/guidelines_reports/draft_statutory_guidance_to_police_service_evidence_in_death_or_serious_injury.pdf
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What will we do in 2017/18?
To achieve this objective in 2017/18, we will:

>  Receive and assess approximately 
3,900 referrals, deciding on the type of 
investigation.

>  Carry out 650-750 independent 
investigations.

> Carry out fewer managed and supervised 
investigations. 

> Provide an investigations support function.

> Provide a quality review unit.

> Provide a cost-effective and efficient on-call 
response system.

> Provide legal advice and representation 
to Operations and to the Hillsborough 
investigation.

> Make sure that our operations staff receive 
appropriate training, development,  
and accreditation.

> Support learning and development for 
governance and legislative change.

> Continuously improve the timeliness  
and quality of our investigations.

We will carry out the following projects:

2.1    Deliver the Hillsborough 
investigation
Following the conclusion of the 
Hillsborough inquest, we have continued 
our independent investigation into 
the actions of the police. The IPCC 
will continue to work with the Crown 
Prosecution Service (CPS) to provide 
material to support its assessment of 
potential criminal proceedings. This will 

include a significant disclosure process of 
all the investigative material. 

2.2   Establish a new Directorate of 
Major Investigations
Last year we created the Directorate of 
Major Investigations. This year, the focus 
will be on building the directorate to 
support effective and efficient delivery 
of major investigations in the IPCC. This 
will include managing the transition 
of staff working on the Hillsborough 
investigation. The directorate will:

> Manage the transition of Hillsborough 
staff. As aspects of the investigation 
conclude the number of staff required 
will begin to reduce. In the context of 
an expanding IPCC and the introduction 
of a Directorate of Major Investigations, 
the organisation will try to redeploy 
staff into other areas of investigation 
work. We will seek a planned and 
smooth transition for staff.

> Maintain the governance, capacity and 
expertise required for robust delivery of 
the Hillsborough and child sexual abuse 
investigations, as well as other complex 
and resource intensive investigations. 

> Make sure that there is a clear model for 
national delivery of functions that need  
to be integrated into:

• the wider organisation

• the target operating model

• the Operations Directorate 

> Develop specialist roles to increase the 
capability of the directorate and provide 
support to investigations with:
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• interviewing

• engagement

• major disaster incident and scene 
management

• handling disclosure and exhibits

     We will explore if this team can take 
on some of the activities at an end of 
investigation – such as liaising with the 
CPS – and preparing disclosure files for 
misconduct and criminal proceedings.

> Develop the intelligence unit in line 
with our intelligence model to expand 
our capabilities to:

• accept, analyse and report on covert 
intelligence

• carry out covert directed and overt 
independent corruption investigations 
We will need to proactively build 
further analytical capability to carry 
out tactical and strategic assessments 
to identify trends that signal possible 
under reporting of corrupt practices 
across forces. Work will also continue 
to develop and implement our 
intelligence model.  

> Develop the strategic approach and 
capabilities of our Anti-Corruption 
Unit. In anticipation of the changes 
to legislation this unit will be carrying 
out a pilot in 2017/18 to prepare the 
IPCC for the replacement of managed 
and supervised investigations with 
directed investigations.  The unit will 
also develop an anti-corruption unit 
strategy setting out the strategic intent 
for delivering corruption investigations.   

2.3     Agree the memorandum of 
understanding (MOU) between the  
IPCC and the Coroners’ Society
IPCC investigations into deaths following 
police contact involve liaison with 
coroners, who are often examining 
the same issues as our investigation. 
It is important that we have agreed 
working practices between the IPCC and 
coroners. We have already liaised with 
the Chief Coroner’s Office and revised 
our MOU to make sure our working 
practices reflect changes in legislation. 
We will finalise this in 2017/18.  

2.4    Pilot and evaluate a new trainee 
investigator programme
We need to make sure that trainee 
investigators are trained, mentored and 
supported appropriately to ensure that 
they deliver quality work in accordance 
with our policies and values. The pilot 
and evaluation will include:

• a review of different methods of 
delivering training

• a pilot of a new formal mentoring 
programme

• a review of and trialling of a new line 
management structure for trainee 
investigators

2.5    Review Investigator core skills 
training programme

 We will undertake a thorough review 
of the investigator training programme 
to assess its current suitability. This 
will also make sure it is fit for purpose, 
comprehensive, and agile, and continues 
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to meet the demands placed upon it by 
the organisation.  

2.6    Implement Quality strategy13

 We will continue in 2017/18 to  
implement our Quality strategy.  
The work in Operations will focus on:

> Implementing the operations  
learning cycle

 We will implement the agreed 
operations learning cycle process. This 
will allow themes and trends from our 
quality review work to be disseminated 
effectively in the organisation. It will  
also develop a mechanism to make 
sure that appropriate actions to 
address quality issues are identified, 
implemented and tracked and we will 
share the themes coming out of our 
quality work with our external  
reference group.

 We will make sure that the learning cycle 
is also able to receive and track actions 
arising from customer and stakeholder 
feedback. 

> Implement system improvements 
identified in previous phases of the 
quality project

    We will continue work to design and 
implement an improved Information 
and Communication Technology (ICT) 
system to support quality reviews in 
operations. Development work and 
subsequent testing and implementation 
of a new system will continue through 
2017/18.

2.7   Review on-call and operational 
response to critical and terrorism 
incidents
We will review our on-call processes 
and the roles and responsibilities of 
staff who are on call. This is to make 
sure that procedures are fit for purpose 
under our new governance structure, and 
comply with our equality and diversity 
obligations. The review will also update 
our investigations critical incident 
response plan to include our work on 
community and stakeholder relations 
following an incident.

2.8    Define the process for securing 
clinical review expertise for 
investigations involving  
healthcare professionals
If a healthcare professional (police or 
otherwise) is involved in someone’s 
healthcare during an incident we are 
investigating, we benefit from an 
arrangement whereby we commission a 
clinical review of the care received from 
someone who has relevant healthcare 
expertise. This work will consider 
our approach to this and define and 
implement processes and guidance for 
getting clinical review expertise.

2.9    Review and define new process  
for securing expert opinion  
for investigations
We will develop processes and update 
our guidance on instructing an expert 
to reflect new roles and structures in 
the organisation. We will also develop 
our own register of experts, or join an 

13  See also 6.5. 
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online expert witness register to provide 
appropriate people and topics to our staff.

2.10 Deliver operational improvement
We will consider the structures and 
processes in our operations directorate 
with the experience of service users in 
mind. The focus of this work will be to 
improve the timeliness and effectiveness 
across our operational work and consider 
how we adapt to meet future demands. 
We will do this by:

> Looking end-to-end at our operational 
processes to identify opportunities to 
improve quality by focusing on getting 
things right first time and to improve 
efficiency by looking to reduce waiting 
time unnecessary activity within 
processes.

> Supporting our Managers and Leaders 
to enable their staff to better identify 
and share learning, improvements 
and risks within our operations. At the 
same time encouraging them to more 
actively improve processes at a  
local level.

> Enhancing the learning and 
development framework for 
investigations staff.

> Reviewing the balance of staff in 
different grades to maximise efficiency 
as we deal with more independent 
investigations.

2.11  Improving service user experience
We will continue to collect feedback 
regularly from people who the IPCC 
has had contact with as part of our 

operational work. We will use this 
information to help us better understand 
service users’ requirements. We will 
also use this information to drive 
improvements to the service we provide 
and the experience of people who 
interact with us.

2.12  Review our policy on publishing 
investigation reports/our findings
Following the delivery of our pilot on the 
publication of final report material, we 
will review our policy and guidance to 
agree a final policy position. This will  
apply to all investigation reports.

2.13  Implement legislative change14

The changes in the Policing and Crime 
Act 2017 will aim to simplify the police 
complaints and disciplinary systems. 
Legislative change will require training for 
our staff, and updates to our Operations 
Manual to reflect our new processes.  
Legislative changes are expected to come 
into effect during 2017/18 and into the 
summer of 2018. Therefore, some work 
is fully scoped. Other aspects are still to 
be defined and will begin in 2017/18 with 
changes taking effect in summer 2018. 

The work covers more than one of our 
strategic objectives.15 The work for 
strategic objective two is covered here. 
Much of the work in 2017/18 will focus on 
identifying what is needed in relation to 
processes, systems, staff, and engagement 
with police forces and others to make sure 
that appropriate authorities understand 
our new powers and their application.

14 See also 3.2, 4.3, and 6.8. 15  See also 3.2, 4.3, and 6.8.
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16 This is a new offence created by the Criminal Justice  
and Courts Act 2015, s.26. 

> Operational readiness for changes 
resulting from the Investigatory Powers 
Act 2016

    We will prepare the IPCC to use 
relevant investigative powers provided 
by the Investigatory Powers Act, 
and to understand their use by law 
enforcement under IPCC investigative 
jurisdiction.  

> Operational readiness for IPCC 
jurisdiction to include the Gangmasters 
and Labour Abuse Authority

    In 2017, our remit will be extended to 
cover Labour Abuse Prevention Officers, 
working for The Gangmasters and 
Labour Abuse Authority (GLAA). We will 
make sure that we are operationally 
ready for GLAA oversight.

> Operational readiness for application of 
disciplinary measures to former officers

    The Policing and Crime Act 2017 
will allow for the extension of the 
disciplinary regime to former officers 
and special constables where allegations 
were made before they resigned or 
retired, or arose in a period of time 
following their resignation or retirement. 

> Operational readiness for presenting  
at hearings

    We will design and deliver the 
organisational changes that stem from 
the requirement for the IPCC to present 
at misconduct hearings where there is 
a disagreement between the IPCC and 
the appropriate authority about whether 
there is a case to answer. 

> Operational readiness for new power to 
reopen IPCC investigations

    We will make sure that the IPCC 
becomes operationally ready for our 
new statutory power to re-open closed 
IPCC investigations. This could happen if 
further evidence has come to light that 
we want to investigate.

> Operational readiness for IPCC 
jurisdiction to include volunteers with 
police powers

    The Policing and Crime Act 2017 will give 
chief officers the ability to designate 
police volunteers to hold certain police 
powers. Our remit will extend to cover 
these designated volunteers.

> Operational readiness for the new power 
of own initiative

    The new ‘own initiative’ power will allow 
us to treat a matter as having been 
referred and proceed to determine if 
and how we will investigate. We will not 
need an appropriate authority to record 
a matter first. This will enable us to 
respond more quickly to issues of public 
concern involving the police that may 
merit an investigative response. 

> Operational readiness for changes to 
mandatory referral criteria

    We expect the mandatory referral 
criteria will be amended to include the 
offence of police corruption16. We also 
expect it to clarify the requirement to 
refer to us instances where someone 
in the police abuses their position for 
the purpose of sexual gain or to pursue 
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an inappropriate relationship with a 
member of the public. Work will include 
identifying and developing what is 
needed, and engagement with forces 
about the impact of the legislative 
changes.

> Operational readiness for IPCC 
jurisdiction over the fire service

    Changes to legislation will also allow 
police and crime commissioners (PCCs) 
to take responsibility for fire service 
staff. Where a PCC chooses to do this, it 
is anticipated that fire service personnel 
will become subject to the complaints 
system and fall under our jurisdiction. 
We will need to prepare for this and 
build expertise to handle these cases, 
including considering the changes 
that will be needed to our operational 
practice.

 Some legislative change is not expected 
until summer 2018. While we know that 
work will need to be done to prepare for 
this in 2017/18, it is still being scoped. 
It is likely that this will include defining 
policy positions and making sure we are 
operationally ready for:

> Bringing procedures for the investigation 
of alleged misconduct and disciplinary 
processes for police staff more in line 
with those for police officers.

> Changes to how the IPCC makes mode  
of investigation (MOI) decisions and  
how we communicate our rationale for  
these decisions.

> Introduction of directed investigations.

> Removal of managed and supervised 
investigations.

> New requirements around handling 
sensitive information.

> New whistle blowing provisions.

> New duty of candour.

> The expectation that we will investigate 
chief officers matters.

> Making recommendations for remedial 
action following investigations.

> Making determinations following 
investigations.

> Any changes to procedures for holding 
fast-track hearings.

> Implications of change on MOI decision 
making and operational demand.
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Outcome measure Target

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

a) Number of independent investigations started 650-750

b) Percentage of independent investigations completed within 12 months 80%

c) Percentage of independent investigations receiving a green health 
review19 at the end of live investigation stage, first time

87%

Figure 5 – Objective 2: outcome measure and targets

Outcome measure

Figure 4 – Objective 2: summary of projects for 2017/18

17 See also 6.5.

18 See also 3.2, 4.3, and 6.8. 

19 Indicates that all the components of a good quality 
investigation are in place and it is proceeding in a timely 
manner. Any recommendations relate to minor matters 
only.

Ref Project Directorate

2.1 Deliver the Hillsborough investigation Operations

2.2 Establish a new Directorate of Major Investigations Operations

2.3 Agree the MOU between the IPCC and the Coroners’ Society Legal

2.4 Pilot and evaluate a new trainee investigator programme Operations

2.5 Review investigator core skills training programme Operations

2.6 Implement Quality strategy17 Operations

2.7
Review on-call and operational response to critical and terrorism 
incidents 

Operations

2.8
Define the process for securing clinical review expertise for 
investigations involving healthcare professionals

Operations

2.9
Review and define new process for securing expert opinion for 
investigations

Operations

2.10 Deliver operational improvement Operations

2.11 Improve service user experience Operations

2.12
Review our policy on publishing investigation reports/our 
findings

Strategy and Impact

2.13 Implement legislative change18 Operations
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20 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 to 

determine whether other appeals should be dealt with by 
the IPCC or by the relevant chief officer (see IPCC Statutory 
Guidance [para 1.27-1.28]).

Ensure that the IPCC operates a timely and high 
quality appeals process

Objective 3

All appeals about the non-recording of 
complaints are dealt with by the IPCC. 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 IPCC20. Under our new operating model, we 
need to continue to make sure that our appeals 
process is efficient and that the quality of our 
work is high.

We have changed the way we conduct and 
report on appeals in response to the feedback 
from appellants and forces. We will continue 
to put quality at the centre of what we do and 
will build on this as we change our operating 
model. Our current performance measures 
are customer focused and include elements 
that are not within our direct control. We 
will work with police forces to seek to ensure 
that background papers are provided to us in 
a timely way, so that we can meet customer 
expectations.

The Government has introduced reforms to  
the Police Reform Act 2002 via the Policing  
and Crime Act 2017 in order to simplify the 
police complaints and discipline systems.  
We will need to consider the implication  
of these reforms on our appeal processes.  
This will include:

> defining new operational processes

> reflecting any changes to practice in the 
operations manual

> providing training on the new processes

> considering how overarching changes to the 
complaints and discipline systems will affect 
our operational work, including our liaison 
with the public and stakeholders

What will we do in 2017/18?
To achieve this objective we will deliver the 
following work in 2017/18:

> Receive and process approximately 5,700 
direct complaints.

> Receive and respond to enquiries.

> Receive, assess, decide upon and respond to 
approximately 1,400 non-recording appeals.

> Receive, assess, decide upon and respond to 
approximately 1,600 investigation appeals.

>  Receive, assess and respond to 
approximately 200 local resolution, 
discontinuance and disapplication appeals.

We have planned the following project work 
under this objective in 2017/18:

3.1     Implement assessment framework 
for appeals and reviews
We will build on the work already 
completed on an assessment framework 
for investigations and develop this in our 
appeals and review work. Our assessment 
unit will decide and communicate 
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quickly how work that is referred to us 
will be dealt with, and will initiate early 
assessment and planning for the appeals 
and review work we complete. 

3.2    Implement legislative change21

As with legislative change work under 
objective two, some changes are not 
anticipated to take effect until summer 
2018. While we know that work will need 
to be done to prepare for this, the detail 
is currently being scoped and defined. All 
affects of legislative change will require 
training and updates to our Operations 
Manual to reflect our new processes. The 

legislative change work under strategic 
objective three is covered here; this work 
will include defining policy positions and 
ensuring operational readiness for:

> changes to the responsibilities within 
the complaints system for PCCs

> a new definition of a complaint

> replacing appeals with the new right  
of review

> making recommendations for remedial 
action

> making determinations following 
appeals   and reviews

21 See also 2.13, 4.3, and 6.8. 22 See also 2.13, 4.3, and 6.8.

Ref Project Directorate

3.1 Implement assessment framework for appeals and reviews Operations

3.2 Implement legislative change22 Operations

Figure 6 – Objective 3: summary of projects for 2017/18

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% by Q4

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

80% by Q4

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

80%

Figure 7 – Objective 3: outcome measure and targets

Outcome measure
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23 www.ipcc.gov.uk/page/strategies

Improve the quality of police forces’ own complaints 
handling

Objective 4

The IPCC has an important role in overseeing 
the police complaints system as a whole 
to help improve the way the majority of 
complaints are handled. Our Oversight 
and confidence strategy23 sets out how we 
will gather information and intelligence, 
from various sources, to assess how well 
complaints and appeals are being handled 
by forces. This will be replaced this year by a 
force liaison and oversight strategy, which will 
link with our stakeholder and engagement, 
and communications strategies.

Key to this is our Knowledge and information 
management (KIM) strategy, which we will 
review and update during 2017/18. The 
strategy sets out how we will use data and 
intelligence, drawn from inside and outside  
of the organisation, to inform our work.  
The data includes: the information and 
learning we capture when we process cases; 
data we collect from forces about their 
complaints handling; and what we learn  
from stakeholders and community groups.

Our commissioners and force liaison staff 
will work with forces to understand their 
performance and challenge them to improve 
where necessary. By issuing Statutory 
guidance and other guidelines we will make 
sure that forces are clear about the standards 
expected and any legislative changes. This 
will help to improve consistency across the 
complaints system. We will also engage 

with forces to promote transparency around 
complaints handling.

What will we do in 2017/18?
To achieve this objective we will deliver the 
following work in 2017/18:

> Continue to collect and publish quarterly and 
annual police force complaints data on the 
type of complaints received by all forces in 
England and Wales and how long it takes for 
what has gone wrong to be looked into.

> Conduct oversight meetings to discuss 
regional and national aspects of complaints 
handling, challenge forces’ performance, 
follow up on the implementation of 
recommendations and offer additional 
guidance where appropriate. 

>  Engage with PCCs about regional and 
national aspects of complaints handling 
through regular meetings. 

>  Make sure that PCCs and their offices have 
single points of contact at both operational 
and strategic levels.

>  Deliver against our protocol with 
the Association of Police and Crime 
Commissioners.   
 

http://www.ipcc.gov.uk/page/strategies
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24 See also 2.13, 3.2, and 6.8.

We have planned the following projects under 
this objective in 2017/18:

4.1    Develop a force liaison and 
oversight strategy
Under the overarching Stakeholder 
and engagement strategy, we will 
write a bespoke strategy on the role 
and function of the Force Liaison and 
Oversight team. This work will help 
to drive up complaint standards by 
making sure that forces continue to 
have a single point of contact at both 
operational and strategic levels that 
act as conduits for feedback on IPCC 
performance. We will also hold regular 
engagement and training events. This 
will replace the original Oversight and 
confidence strategy and will link in to 
the Stakeholder and engagement and 
Communications strategies.

4.2    Implement a case management 
solution to support the assessment  
of local DSI reports
Following a DSI, the IPCC reviews any 
investigation reports prepared locally 
by a police force. We have implemented 
a process with guidance to enable 
us to conduct these reviews. We will 
now implement a case management 
solution to track and record the work  
to review these reports.

4.3    Implement legislative change24

Section 22 of the Police Reform Act 
2002 allows the IPCC to issue statutory 
guidance to local policing bodies, chief 

officers and people serving with the 
police. The statutory guidance deals 
with complaints, conduct matters and 
DSI matters. It is one of the ways in 
which the IPCC 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. 

The Policing and Crime Act 2017 will 
make significant changes to the police 
complaints and discipline systems. We 
will also be given some jurisdiction over 
matters relating to the fire service and 
the GLAA. New statutory guidance will 
be needed to reflect the new legislation. 
This guidance will reflect our remit 
over private contractors. The legislative 
change work in relation to strategic 
objective 4 is covered here.

> Revise our statutory guidance to the 
police and include contractors

The guidance will include complaints 
against staff who are contracted to the 
police service, who are now included in 
the police complaints system. 

> Review regulations and prepare 
statutory guidance for the National 
Crime Agency (NCA)

 The NCA comes under the jurisdiction 
of the IPCC. The regulations for the NCA 
are all based on the Police Reform Act 
2002 and other supporting regulations, 
which will be amended in proposed 
changes to simplify the system. Once 
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regulations have been amended we will 
produce statutory guidance to set out 
how the NCA should handle complaints.

> Review regulations and prepare 
statutory guidance for Her Majesty’s 
Revenue and Customs (HMRC)

 The IPCC has remit over HMRC 
and therefore needs to review the 
regulations to identify what changes 
are needed to ensure they are in line 
with the police complaints system. 
When the regulations have been 
amended, we will produce statutory 
guidance to set out how complaints 
should be handled by HMRC.

> Review regulations and prepare 
statutory guidance for the Home Office 
(formerly UKBA)

The IPCC has remit over staff who carry 
out certain border and immigration 
functions at the Home Office. We 
will feed into the development of 
regulations relating to our remit to 
ensure that they reflect the police 
complaints system as appropriate. 
When the regulations have been agreed, 
statutory guidance will be developed. 
We intend this to follow the model  
of the statutory guidance for the  
police service.

> Launch of new legislation with forces  
and PCCs

Due to the changes to the complaints 
system and the different role for 
PCCs we will be engaging with PCCs 

and forces to enable discussion and 
understanding of the changes the 
legislation will bring to our respective 
roles and responsibilities within  
the system.  

> Amendments to the performance 
management framework: to enable  
us to collect police complaints data

We will consider the implications of 
legislative change for the recording 
of complaints by police forces and 
reflect this in the collection of police 
complaints data to enable us to report 
quarterly and annually on statistics for 
England and Wales.
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Outcome measure

Ref Project Directorate

4.1 Develop a force liaison and oversight strategy Strategy and Impact

4.2
Implement a case management solution to support the 
assessment of local DSI reports

Operations

4.3 Implement legislative change25 Strategy and Impact

Figure 8 – Objective 4: summary of projects for 2017/18

Outcome measure Target

Percent appeals upheld 

a) Percentage of investigation appeals upheld Lower than 39%

b) Percentage of non-recording appeals upheld Lower than 35%

Figure 9 – Objective 4: outcome measure and targets

25 See also 2.13, 3.2, and 6.8.
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Improve policing practice as a result of learning from 
our investigations and appeals work

Objective 5

Learning from our work can contribute to 
improving policing practice. By working 
with others – like the NPCC, PCCs, the CoP, 
Her Majesty’s Inspectorate of Constabulary 
(HMIC), service users, and communities – 
we will make sure that our investigations 
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, 
HMIC, 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.

Our KIM Strategy, which will be reviewed this 
year, makes sure we are capturing, using and 
sharing the knowledge and information we 
have as an organisation. Having a structured 
and strategic approach to knowledge and 
information management allows us to: 

> show the impact our work is having 

> work efficiently

> identify themes and trends in our work 

> identify recommendations we have made  
in specific areas and the results of these 

What will we do in 2017/18?
To achieve this objective we will deliver the 
following work in 2017/18:

> We will continue to publish Learning the 
Lessons bulletins, which set out learning 
from both IPCC investigations and those 
undertaken by the police service locally. The 
bulletin helps to drive improvement in police 
policy, practice and training. Feedback from 
both police and non-police stakeholders 
shows that they continue to view the 
bulletin positively.  

> Use learning 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 HMIC and 
Her Majesty’s Inspectorate of Prisons (HMIP) 
to inform their inspections.

> Collate and publish annual national statistics 
on deaths following police contact. 

> Continue to work on policy areas – such as 
deaths in custody, mental health, stop and 
search, domestic violence, gender and Tasers 
– and use learning from our work to inform 
operational policing practice.

> Establish and maintain regular informal 
engagement meetings with national and 
regional key influencers, and create a 
framework for entering into memorandums 
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Ref Project Directorate

5.1 Write KIM Strategy and action plan Strategy and Impact

Figure 10 – Objective 5: summary of projects for 2017/18

Outcome measure Target

Percentage of stakeholders that think the IPCC is effective 

a) Percentage of stakeholders that think the IPCC is effective in raising  
standards in police forces26

To improve on 42%

b) Percentage of learning recommendations accepted 95%

Figure 11 – Objective 5: outcome measure and target

Outcome measure

26 Due to the clear differences in the types of stakeholders 
the IPCC has, 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); Police stakeholders, Others in the police 
accountability framework and Non-police stakeholders.

of understanding. This will set out clear 
criteria for when agreements should be put 
in place, and ensure that relationship owners 
exist for all agreements.

We have planned the following project under 
this objective in 2017/18: 

5.1    Write KIM Strategy and action plan
Our original KIM Strategy ran from 
2014–17. This will be reviewed and 

updated with the vision for the next 
three years and an action plan will 
be developed. The original strategy 
focused on setting up and introducing 
the function to the organisation. The 
focus of the second strategy will be to 
build on the function and demonstrate 
excellence in the field.
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Ensure that the IPCC is fit for purpose, agile, able to 
manage significant expansion and representative of 
the communities we serve

Objective 6

Our expansion programme is due to end 
during 2017/18. As part of this work, we 
developed a new Target Operating Model 
to allow us to deliver expansion effectively. 
This enables us to now focus on quality and 
timeliness – enhancing our focus on meeting 
the needs of users and stakeholders, and on 
the improvements our work can deliver to 
the police complaints system and policing 
as a whole. It also means that we are able 
to deal more effectively and efficiently with 
the significant increase in independent 
investigations we are carrying out. 

Alongside expansion, and as explained 
previously, we will be preparing for the 
implementation of legislative change to the 
police complaints system and governance 
changes to the organisation as we transition 
to the IOPC. There will be a significant amount 
of both legislative change and governance 
work in order to prepare for this, some of 
which is detailed below. The change will not 
significantly alter the role and remit of the 
organisation. However, it will amend our 
governance structure so that we have a single 
head, called the Director General, and a Board, 
made up of a majority of non-executive 
directors. They will provide scrutiny and 
challenge the Director General’s decisions. 

A major strand of our ICT strategy is the 
planned and managed replacement of our 
current prime IT supply contract. This will 
involve implementing the plan to move and 
replace ICT services this year. At the same 
time we will continue to implement our 
estates strategy with the focus this year being 
on relocating our High Holborn office.

As we prepare for the IOPC to come into being, 
our values will remain at the heart of the 
organisation. We will continue work  
to improve our processes, how we work 
with other organisations, our management 
information, our capability and our 
performance.

We are committed to promoting equality 
and diversity and supporting a culture within 
which we actively value difference. 

We recognise that our ability to deliver our 
strategic objectives rests to a very 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.
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What will we do in 2017/18?
The following functions support the delivery 
of this objective.

> Information and Communications 
Technology (ICT)

 This includes:

• security and information assurance

• supporting the IPCC external website

• providing mobile telephony and fixed   
telecoms and network services

• managing outsourced ICT suppliers and  
associated finances and contracts

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

• supporting KIM and business intelligence   
and reporting

• supporting and maintaining third party  
hardware and software

 The requirements of legislative change 
requires the greater use of agile development 
methodologies for our systems, which we  
will implement.

This function also includes our:

• Freedom of Information and Data   
Protection team

• archive and records management

• administration of critical incidents

• managing the outsourced payroll provider 

The function will also support providing 
information to the Independent Inquiry  
into Child Sexual Abuse (IICSA).

> Human Resources (HR)

This includes:

• supporting the transition of Hillsborough 
staff

• employee relations advice and support 

• recruitment advice and support

• transactional HR

• provision of HR subject matter advice and 
expertise to implement legislative and 
governance change in IPCC departments

> Corporate Learning and Development (L&D)

This ensures our (L&D) delivery across  
the business:

• is aligned to our strategic objectives and 
business priorities

• implements the new design

• co-ordinates the delivery of corporate 
induction and leadership and management 
development

> Finance

This includes:

• effective financial support across the IPCC

• maintaining controls over the cash, assets 
and liabilities and establishment

• processing transactions efficiently

• demonstrating accountability and 
compliance to the Audit and Risk 
Committee, Parliament and Home Office 
through the annual accounts, regular 
reports and the control framework 
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> Estates and Procurement

This includes:

• supporting the business in all aspects  
of procurement

• making sure best value and compliance is 
achieved on all IPCC 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 IPCC’s third-party supplier     
 contracts

• providing a quality health and safety 
service to the organisation

> Communications

This provides support and advice to all  
staff on:

• media relations

• internal communications

• digital communications

• content and design

> Legal

This includes: 

• providing legal advice and guidance to the 
Commission and staff

• 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 IPCC operates

• providing legal advice and guidance 
to independent and managed IPCC 
investigations, and to appeals from 
supervised and local investigations

• assisting with the legal aspects of policy 
development and legislative change

> Performance

This includes: 

• performance reporting at a corporate level

• performance framework reporting at 
police force level

> Business Planning and Projects

This includes:

• strategic and business planning

• providing corporate programme and 
project support and advice

> Risk and Audit

This includes:

• supporting the Chief Executive Officer 
and Audit and Risk Committee assurance 
processes

• managing internal audit assurance

• strategic risk management

> Change Programme

This provides:

• input, oversight and project support 
to directorates to deliver the changes 
required to our governance structures  
and to reflect legislative change 
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> Equality and Diversity (E&D)

This supports the delivery of equality and 
diversity work across the business including:

• 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

• our six staff networks, which each focus 
on a protected characteristic

• attendance at external E&D forums to 
benchmark our work against others and 
consider best practice elsewhere

• review of our policies to ensure they are  
in line with the Equality Act 2010

We have planned the following project work 
under this objective in 2017/18:

6.1   Deliver the transition from our IT 
contract

 A major strand of our ICT strategy 
2015-2021 is the planned and managed 
replacement of our current prime IT 
supply contract. This project will involve 
implementing 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 2017/18 we will specify and 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. This will mean 
developing new processes to provide  
this function.

> Consider the replacement of our 
current laptops and mobile devices to 
provide us with increased mobility.  We 
will consider the different user profiles 
in the business and their needs and 
requirements for these devices. We will 
also ensure that these devices enhance 
our efficiency to carry out our work.

6.2   Implement Estates strategy
In 2015/16 we developed a 
comprehensive Estates strategy to 
guide 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 
2017/18, work in this area will include:

> Starting the project to relocate 
our High Holborn office to the 
Government Property Unit hub in 
Canary Wharf, which will take place in 
early 2018. The project will consider 
many aspect of how we work to 
ensure we establish a new office that 
best meets our working requirements.

> Engaging with the Government 
Property Unit on our future 
accommodation needs as lease break/
end dates approach in other offices.
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6.3   Complete HR policy and guidance 
reviews

 In 2017/18 we will carry out work on 
equal pay and gender pay reports. We 
also plan to revise specific policies and 
develop guidance in relation to:

> discipline and dismissal

> managing performance

> managing sickness absence

> leave

> recruitment and selection

6.4  Implement Resourcelink
This will replace our current HR system 
to offer us more functionality and make 
our HR processes more efficient.

6.5  Implement Quality strategy27 
We will continue to implement our 
Quality strategy in 2017/18. As well as 
the work highlighted under objective 6, 
we will: 

> Develop an agreed quality framework 
This will consider all areas of the 
organisation, in accordance with 
our Quality strategy. The framework 
will set out quality standards, 
proportionate quality assurance and 
continuous improvement mechanisms 
across our business, focusing on areas  
of higher risk.

6.6  Deliver data improvements
We will continue to deliver our project 
to improve our data capture. The aim of 
the project is to drive up standards in 

operational data capture by:

> defining the capture requirement

> improving guidance

> improving training 

> accountability

6.7  Co-ordinate Welsh language 
standards
New Welsh Language Standards under 
the Welsh Language Measure 201128 
will place a duty on organisations, 
including the IPCC, to make sure that 
the Welsh language is treated no less 
favourably than the English language. 
We will need to continue to comply 
with these standards in 2017/18 and 
will work to make sure that we are 
ready to implement all of the standards 
by the agreed date. 

6.8  Implement legislative change29

The legislative change work previously 
mentioned in this Business Plan 
covers more than one of our strategic 
objectives. Work in relation to strategic 
objective 6 is covered here.

 > Complete a legislative change specific 
learning needs analysis

 This is to identify any learning needs 
or gaps across the organisation arising 
out of legislative and governance 
changes.

 > Operational readiness for introduction  
of ‘super complaints30’

    This will deliver changes or improve 

27 See also 2.6. 

28 www.legislation.gov.uk/mwa/2011/1/contents

29 See also 2.13, 3.2, and 4.3.

30 Super complaints will allow organisations, such as charities 
and advocacy groups, to raise complaints on behalf of the 
public about patterns or trends in policing that cause harm 
or disadvantage and could undermine legitimacy. HMIC 
will have ownership of the system.

http://www.legislation.gov.uk/mwa/2011/1/contents
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our processes, where appropriate, to 
ensure we are operationally ready to 
work with HMIC on the system for 
policing super complaints. 

> Review systems and reporting for 
impact on KIM products (data sources)

 Under the legislative and governance 
change projects, a great deal of ICT 
changes are required. Similarly, new 
processes will be established. When 
plans are created, the KIM team must 
assess them and consider their impact 
on current KIM products and services 

– such as KnowledgeBase31 and the 
intelligence model. 

> Reporting requirements from the  
new legislation

 As our systems and processes change 
to reflect the new legislation, we will 
also 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. 
They help us drive efficiencies, and 
generate information we can share 
with stakeholders as well as the public. 

6.9    Deliver governance change

The new IOPC governance structure  
will consist of:

> a single head of the organisation, 
known as a Director General, with all 
legislative powers and accounting 
officer responsibility; this will be a 

Crown appointment

> a unitary board, with majority non-
executive membership

> a regional operational structure with 
decision-making powers delegated 
from the Director General 

> a series of national functions 
supporting the regional operations

   By the beginning of the next business 
year, the IPCC will have become the IOPC. 
To develop and change to reflect this new 
governance structure we have split the 
delivery of this work into work packages, 
to be delivered across the business. 
This will include communications 
work around changes to governance 
structures and the IPCC becoming the 
IOPC. It will also include work to consider 
the framework of delegation, and 
changes to our framework for decision 
making. The work packages are:

> Legislative changes (relating to 
governance change)

 To enact the legislation in the Police  
and Crime Act 2017, we will continue 
to work with the Home Office to 
ensure that secondary legislation 
reflects the changes needed during 
this year for the IOPC to start work. 

> Complete recruitment for senior roles  
in the IOPC

 This work will be supported by HR to 
ensure that we recruit and appoint to 
the new senior structures required by 
the IOPC.  This work package will also 
consider the staff we need to support 
senior roles.

31 The KnowledgeBase enables us to share internal 
information across the organisation. 
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> Deliver corporate training for the IOPC

This work will include: 

• developing and implementing 
induction and training for new senior 
management roles 

• conducting a learning needs and gap 
analysis across the organisation and 
specifically in Operations, arising from 
the change in governance structures

• delivering learning and development 
for operational staff to include:

- support for case transition

- support for new operational roles

- support for existing staff

• delivering awareness sessions for  
all staff

> Develop organisation design below 
senior management

 This work will analyse the roles needed 
in our Operations directorate below  
the senior structure, and how we will  
work regionally.

> Carry out consultation on IOPC structure

 Following the development of a 
consultation proposal on the new 
structures across the organisation we 
will run a consultation exercise with staff 
on the new structure.

> Revision of corporate documents  
and reports

   This work will consider the impact on 
our corporate documents and any 
revisions needed due to the change in 
governance. It will include: 

• reviewing our 2017/18 Business plan  
and developing a new Corporate plan  
for the IOPC

• revising and developing our internal 
reporting requirements to reflect  
new structures

• revising of performance management 
frameworks 

• revising other corporate policies

> Complete changes to corporate systems  
for the IOPC

 We will amend some of our corporate 
systems, such as payroll, accounting and 
HR systems, to reflect that we are a new 
organisation and have new structures.  

> Case transition

 As we move to a single line of 
accountability, we will no longer have a 
Commission. We will have to consider the 
impact of this on current cases. We will 
ensure these cases are transitioned to a 
new approach before the end of the year.

> Delegation and processes

 We will consider the impact 
of governance changes on the 
investigations and appeals work we carry 
out.  We will consider how delegation 
and processes in our current structure 
will work in the new structure.

> Update Operations Manual (governance)

 The Operations Manual will need to 
be updated to reflect new structures 
and processes. The manual informs our 
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staff about our processes and ensures 
consistency of approach on the cases  
and appeals we handle.  

> Deliver IOPC branding

 We will create a suitable brand for the 
IOPC, which will be used across all our 
channels, including printed materials 
and digital platforms. This will also 
include a new website. Our new brand 
will be professional, recognisable, 
authoritative, and engender confidence 
in us and our work. It will build 

on the areas of positive feedback 
received recently in our stakeholder 
and service user surveys, and 
support the implementation of our 
Communications strategy.

> Complete ICT changes for the IOPC

 The systems we use to record our work 
will need to reflect new ways of working. 
We will also need to consider the impact 
of legislative change on our current  
work – for example, our KIM work.

Ref Project Directorate

6.1 Deliver the transition from our IT contract Resources

6.2 Implement Estates strategy Resources

6.3 Complete HR policy and guidance reviews Change 

6.4 Implement Resourcelink Change 

6.5 Implement Quality strategy32 Strategy and Impact 

6.6 Deliver data Improvements Strategy and Impact

6.7 Co-ordinate Welsh language standards Strategy and Impact

6.8 Implement legislative change33 Change

6.9 Deliver governance change Change

Figure 12 – Objective 2: summary of projects for 2017/18

32 See also 2.6. 33 See also 2.13, 3.2, and 4.3.

Outcome measure Target

Staff survey engagement score 61%

Figure 13 – Objective 6: outcome measure and target

Outcome measure
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Directorate Business plan priorities
£000

Hillsborough 
£000

Total
£000

CEO 1,015 - 1,015

Change & HR 3,755 - 3,755

Commission 2,301 140 2,441

Legal 2,845 90 2,935

Operations 32,169 3,222 35,391

Resources 17,649 2,198 19,847

Strategy and Impact 4,716 374 5,090

Grand total 64,450 6,024 70,474

Figure 14 – IPCC funding 2017/18

The IPCC 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 Chief Executive) 
is responsible for making sure that 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.

IPCC budgets are assigned to the directorate 
best placed to provide effective control and 
achieve value for money for expenditure on 
the priorities identified in our business plan. 
In addition, the IPCC receives ring-fenced 
funding from the Home Office to conclude 
our independent investigation following the 
Hillsborough inquest. 

In 2017/18, the IPCC will receive revenue 
funding of £70.5m (£69.4m for 2016/17) and 
will be allocated capital funding of £1.580m 
(£2.130m in 2016/17).
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In 2017/18, our capital expenditure is 
focused on our estates requirements and ICT 
developments. For estates expenditure this will 
include relocating our London office from High 
Holborn to a government hub in Canary Wharf. 
This has been set up and is operated by the 

Government Property Unit. Our investment in 
ICT will enable us to implement the proposed 
changes to the overall police complaints system 
as set out in the Police and Crime Act 2017.

£35,391
Operations

£3,755
Change & HR

£19,847
Resources

£1,015
CEO

£2,935
Legal £2,441

Commission

Breakdown of core business  
funding for 2017/18*

*All figures in £000

£5,090
Strategy  
and Impact
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This section sets out the headline outcome 
measures and targets for each of our strategic 
objectives, which collectively will improve 
public confidence in the police complaints 
system. Historically we have measured overall 
confidence every two or three years. This year, 
we will be supplementing that periodic detailed 
look at public confidence with a regular tracker 
of headline indicators.

Our targets have been set to ensure continuous 
improvement relative to previous performance, 
which is reported in our Annual Report. The 
targets also take account of available resources 
and forecast annual demand for our services 
and are designed to ensure that our service 
users know what they can expect from us.

We will have additional investigative capacity 
next year and while some of that will be 
absorbed by a relatively small number of 
complex and resource intensive investigations 
that we would previously have managed, we 
believe that there is still scope to increase 
the target number of investigations to 650.  
Depending on the scale and composition of the 
investigations, that number could be higher still.

We have recently developed ways to measure 
quality in investigations and appeals and 
will be reporting on them for the first time 
this year. We are also continuing to develop 
channels through which we receive customer 
feedback and stakeholders’ views about our 
performance. In the future, these will allow 
us to give a more rounded picture of our 
performance against our core objectives.

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) Those from BME groups

67%

70%

2

a) Number of independent investigations started 

b) Percentage of independent investigations completed within 
12 months 

c) Percentage of independent investigations receiving a green 
health review34 at the end of live investigation stage, first time

650-750

80%

87%

Figure 15 – IPCC 2017/18 strategic objective targets

Outcome measure

34 Indicates that all the components of a good quality 
investigation are in place and it is proceeding in a timely 
manner. Any recommendations relate to minor matters 
only.
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Objective Outcome measure Target

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 those cases that were subject to quality review 
which met the quality threshold first time

60% by Q4

80% by Q4

80%

4
a) Percentage of investigation appeals upheld

b) Percentage of non-recording appeals upheld

Lower than 39%

Lower than 35%

5
a) Percentage of stakeholders who think the IPCC is effective  

in raising standards in police forces35

b) Percentage of learning recommendations accepted

To improve on 
42%

95%

6 Staff survey engagement score 61%

35 Due to the clear differences in the types of stakeholders 
the IPCC has, 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); police stakeholders, Others in the police 
accountability framework and non-police stakeholders.

We publish information on our progress 
against these targets and the supporting 
measures are also available on our website. 
This is included in the Chief Executive’s bi-
monthly report to each Commission meeting. 
We also include this data, in an accessible 
form, in our monthly bulletin. This is published 
on our website and highlighted through social 
media. As we develop a new website for the 
IOPC we will consider how to make more of 
this data accessible to the public.
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As set out in our Corporate plan, we use 
a risk-management framework that is 
overseen by the Audit and Risk Committee 
and the Commission. Significant strategic 
risks are identified, assessed and then 
managed through a range of mitigation and 
risk reduction activities. Quarterly updates 
are presented on the strategic risks. Lower-
level risks are managed within directorates, 
programmes and projects as appropriate.  
An escalation and de-escalation process is  
in place to ensure that risks are managed  
at the correct level. 

Our risk management framework is used 
at an operational level through directorate, 
programme, and project risk registers that 
monitor risks associated with delivering our 
core business. This framework will be used 
to recognise and address risks emerging 
or changing throughout the year that may 
impact on achieving the deliverables set out 
in this Business Plan. 

The IPCC continues to implement a large and 
complex change programme to enable the 
organisation to deliver a greater workload. 
Combined with legislative and governance 
change, which will result in the transition 
of the organisation to the IOPC, this creates 
significant risks. The additional impact of 
transition from our IT contract and changes 
in the location of our estates results in a 
competing set of demands, the cumulative 
effect of which is likely to cause pressure on 
our ability to deliver within the timescales 
needed. We continue to re-assess the scope 
of work needed to implement these changes, 
and their associated resourcing requirements, 

balancing delivery of these changes with 
delivery of the core business set out in this 
Business plan.

Levels of demand, and capacity to match that 
demand, remain unpredictable as cases vary 
hugely in their scale and complexity. We are 
carrying out a large number of child sexual 
exploitation and abuse investigations and, 
while we liaise closely with the Independent 
Inquiry into Child Sexual Abuse and Operation 
Hydrant (which co-ordinates the police 
response to historic institutional child sexual 
abuse), it is not possible to forecast the likely 
future demand accurately. A complex incident 
with multiple scenes and organisations 
involved, such as a terrorist incident, would 
affect our ability to deliver our other work, 
and a fatal shooting for example, may also 
require diversion of resources from other 
investigations owing to the urgency of  
the situation. 

As a result we continue to set targets for 
the number of independent investigations 
that we will take. These targets are based 
on a range and we continue to develop our 
management information and reporting  
to highlight the scale of types and sizes  
of investigations.

The quality of our work is a major focus as 
failure in this area can impact on confidence 
in the system and potentially damage the 
reputation of our organisation. This is an 
area of increased emphasis as we have a 
large percentage of staff in the organisation 
who have been recruited recently, and as we 
continue to implement  our Quality strategy 
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across the organisation this year, the work of 
new starters and other operational work is 
quality assured by supervisors or the separate 
quality team.

We will continue to liaise with Home 
Office officials working on changes to the 
complaints and discipline systems to provide 
our view on the likely impact of each change 
on the system’s complexity, efficiency and 
effectiveness. We want to make sure that 
the outcomes for complainants contribute to 
confidence in the complaints system and that 
the resulting regulations simplify the process  
for complainants.  
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