
Freedom of Information Act 2000 (FOIA) Request 522/12 - Direction and 
Control Complaints 
 

PROCEDURE TITLE: Complaint and Recordable Conduct Handling (2008) - Direction and 

Control Complaints 
 

DIRECTION AND CONTROL COMPLAINTS 

 
1.0 INTRODUCTION  

 
1.1 The Police Reform Act excludes any complaint or part of a complaint related to the 

‘direction and control’ of a police force by the Chief Officer of that force or anyone carrying 
out the functions of the Chief Officer (i.e. under delegated authority).  

 

1.2 The Independent Police Complaints Commission (IPCC) considers the term ‘direction and 
control’ to include the following strategic or operational management action:  

• the drafting of local operational policing policies (e.g. on missing persons, roads 
policing, response to reports of domestic abuse, or the use of taser) and the process 

leading to their approval;  
• decisions about the configuration and organisation of policing resources e.g. 

recruitment decisions, where officers or police staff should be located, how they 
should be managed or trained and what equipment should be procured for them;  

• the level of general policing standards in the area e.g. the fact that one area 

command’s detection rate is lower than that of its neighbours or of the adjoining 
force.  

 
1.3 A complaint that concerns any of the above is excluded from the main provisions of the 

Police Reform Act and should not be recorded under it. 
 

1.4 Complaints about operational deployment and direction decisions and actions taken by 

police supervisors and managers should generally be treated as 
‘direction and control’ matters. However, the exemption should not be used where one or 

both of the following conditions apply:  

• the complaint is that the decision or action does not itself comply with current Force 

policy and practice or the law;  

• the conduct of the police manager responsible for the deployment is so closely 

associated with the actions of others whose conduct is subject to complaint that the 
manner in which they were deployed or directed, forms part of the complaint 

requiring resolution and cannot be separated or distinguished from it.  

 

1.5 In the course of inquiries into complaints, conduct matters and death or serious injury 
(DSI) matters, investigators comment on policies and on non-conduct 

or organisational matters as part of their investigation. These might be classed as direction 
and control matters if they were alleged as part of a complaint.  

 
Such observations and recommendations are often of great significance and the IPCC expects 
the practice to continue since lessons about such matters must be identified and 

communicated, sometimes rapidly.  
 

2.0 BENEFITS OF RECORDING DIRECTION AND CONTROL MATTERS  
 

2.1 Changes in legislation and attitudes within society can render existing policies, procedures 

and standards of service inappropriate to meet the needs and expectations of the public and 



can become the source of repetitive complaints throughout the Force. In the past, because 

these complaints were not against specific police officers, monitoring of these complaints was 
ad hoc and remedial action taken could be limited, allowing such complaints to perpetuate. 

This new system of recording allows the Force to capture data and, where appropriate, take 
positive action in order to improve the quality of service and reduce the incidence of future 

complaints. 

 
2.2 Great importance is attached to the recording of direction and control complaints and the 

actions taken in response to them. This will be monitored by Professional Standards 
Department, the Police Authority, Her Majesty's Inspector of Constabulary (HMIC) and the 

IPCC. 
 

3.0 RECORDING DIRECTION AND CONTROL MATTERS  

 
3.1 Legislation requires that all direction and control matters be recorded. It is also a 

requirement that the Force records how these matters are dealt with. These records will be 
subject to scrutiny by the IPCC, who have raised concerns that police forces in the past have 
used direction and control to circumvent the complaints system and so reduce the number of 

recorded complaints. When a complaint is determined to be a direction and control matter, 
the following action, depending on where and how the complaint was received, must be 

carried out: 
 

4.0 IN PERSON AT A POLICE STATION 
 

4.1 The supervisory police officer or police staff supervisor will record the details of the 

complainant and the nature of the issues raised on the Direction and Control Database. 
 

(Click here to access the Direction and Control Database)  
 

4.2 It should be explained to the complainant why the matter is not being recorded as a 

complaint and the explanation recorded on the form. If the supervisory police officer or police 
staff supervisor can provide any information which would satisfy the complainant, this should 

be given and recorded in the section; 'Action Taken'. Similarly, if the complaint is about a 
matter which falls outside the remit of the police then any advice given to the complainant, 

for example, a suggestion to contact a local MP, Councillor or other body should be recorded 

in this section. A unique reference number will be added to the form, this will be obtained 
from a register held at the area command/department and the complainant will be given a 

copy of the completed form together with a notice of appeal against the non recording of a 
complaint. A further copy of the complaint will be forwarded to Professional Standards 

Department (PSD) and the original filed at area command/department. 
 

5.0 BY TELEPHONE 

 
5.1 Details should be recorded on the Direction and Control Database by a supervisory police 
officer or police staff supervisor as above. The complainant will be sent a copy of the form, 
together with a notice of appeal against non recording of a complaint and a covering letter 

explaining the Direction and Control procedure. A copy of the form and covering letter will be 

forwarded to PSD and the originals filed at the area command/department. 
 

5.2 Depending on the circumstances of the issues raised, it may be more appropriate to visit 
the complainant and discuss the matters in person, in which case the procedure for recording 

should be the same as if the complainant had attended the police station in the first instance. 
 

6.0 BY LETTER/EMAIL/FAX  

 
6.1 Letters, emails and faxes should be allocated to a supervisory police officer or police staff 

supervisor who has responsibility for the area of work being complained about. This person 



should then determine if the complaint is a direction and control matter. If it is, the 

complainant's full details, that are known, should be added to the Direction and Control 
Database. A unique reference number will be allocated automatically. A letter should be sent 

to the complainant, within 10 working days, explaining why their complaint has not been 
recorded, what action will be taken and the complainant’s right of appeal against non 

recording. The letter should advise the complainant to quote the reference number in any 

correspondence to the IPCC. An 'appeal against non recording' leaflet should also accompany 
the letter. A copy of the complainant's letter will be appended to a copy of the Direction and 

Control form and forwarded to PSD. The complainant's original letter and Direction and 
Control form should be filed at the area command / department. 

 
7.0 MEETING WITH COMPLAINANT 

 

7.1 Depending upon the circumstances of the issues raised, it may be more appropriate to 
visit the complainant and discuss the matters in person, in which case the procedure for 

recording should be the same as if the complainant had attended the police station in the first 
instance. In all cases, consideration should be given to the preservation of any evidence, 
should the IPCC later instruct that the matter be recorded as a complaint and investigated. 

 
8.0 PRESERVATION OF EVIDENCE 


