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Abstract 
[bookmark: _Hlk209820364]The aim of this dissertation was to investigate the impact on the wellbeing of police officers who have received a complaint or are under investigation and the potential implications for the organisation. The researcher reviewed relevant literature and undertook primary research using a qualitative research approach and a semi structured questionnaire in order to gain greater insight into the topic from the perspective of police officers who are currently serving. The questionnaire sought feedback on the police officer’s experience of the complaints process, its impact on their wellbeing, how prepared they felt for receiving a complaint and their awareness of the support available to them. Participants were also asked their views on how wellbeing can be supported throughout a complaints process and if there are any implications for the organisation. 
The study achieved its aim of answering the research questions asked. The data from the research was analysed and the findings confirm a number of relevant themes identified in the literature review. The majority of police officers do find receiving a complaint and being under investigation a stressful experience that can negatively impact on their physical and mental wellbeing. Most do not feel well prepared for this experience and highlight a number of ways that they could have been better supported. A number of implications for the organisation were highlighted, including the negative impact on physical and mental wellbeing resulting in poorer performance, lack of confidence and increased absence from work.
A number of recommendations are made to the Constabulary where the study took place regarding potential improvements in this area of employment practice.
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[bookmark: _Chapter_1:_Introduction]Chapter 1: Introduction
The purpose of this dissertation is to investigate the impact on the wellbeing of police officers who have received a complaint or are under investigation and the potential implications for the organisation. 
This chapter of the dissertation introduces the research context and background of the study and outlines the importance of investigating this topic

[bookmark: _1.1_Background_and]1.1	Background and Context
It is imperative that in order to have the trust and confidence of the public, police officers must uphold the Police Code of Ethics (College of Policing 2024). This is further underpinned and supported by the statutory Code of Practice (College of Policing 2023). Acting in an ethical and professional manner at all times is critical to the aspiration of ‘policing by consent’.  It is therefore appropriate that when a police officer acts in such a way that falls below these standards the public have a legitimate right to complain. Having a robust complaints system for the public is an essential element for accountability of the Police Service (Home Office 2015).  Complainants should feel assured that their complaint will be taken seriously and further investigated if required. It is recognised that there have been concerns documented regarding the public lack of confidence in the police complaints system for some time (Smith 2006). The Policing and Crime Act (2017) made significant changes to the police complaints system and new statutory guidance was issued (IOPC 2020).  The definition of a complaint has been broadened and now includes: “any expression of dissatisfaction with a police force that is expressed by or on behalf of a member of the public”.  Data published by the Home Office (2024) for the police Forces in England and Wales showed that in 2023 a total of 51,605 police complaints were received involving 120,243 allegations.  It could be suggested that most police officers will receive a complaint or allegation at some point during their career or will work with a colleague who has.  

[bookmark: _1.2_Research_Rationale]1.2	Research Rationale
Graham et al (2023) identify a plethora of research that recognises that policing is a stressful job and that this can have a negative impact on the wellbeing of police officers. There is, however, much less written about the specific impact on the wellbeing of those police officers who have received a complaint or are under investigation.  Given the gap in the literature in this area, this research will seek to identify the impact of receiving a complaint or allegation both for the individual police officer and any implications for the wider organisation. In doing so it will utilise qualitative research methods to explore the experience of individual officers and how the complaints process has affected their wellbeing.  It will also seek to identify if they felt prepared in relation to receiving a complaint or allegation and whether they were aware of any support that was available to them throughout the process. Views will also be sought regarding how the wellbeing of police officers affected by a complaint or allegation can be supported.  Finally, any implications for the organisation will be discussed and relevant recommendations made. 

[bookmark: _1.3_Summary_of]1.3	Summary of Research Objectives
This research will seek answers to the following questions:
· What are Police Officer’s experience of the complaints process?
· What impact does the complaints process have on the wellbeing of individual Police Officers?
· Are Police Officers prepared for receiving a complaint and aware of the support available to them?
· What are Police Officers views on how wellbeing can be supported throughout a complaints process?
· Are there any implications for the organisation?

[bookmark: _1.4_Structure_of]1.4	Structure of Dissertation 
Having outlined in this chapter the background, context, research rationale and specific research objectives, the remaining chapters will ensure all of the research objectives are met.
Chapter two will review the existing literature in relation to the impact on the wellbeing of police officers who have received a complaint or are under investigation. It will include a background to the system in place for managing police complaints and misconduct and explore the current context in which police officers work and current levels of wellbeing among police officers.
Chapter three will identify the most appropriate research strategy to undertake the primary research required.
Chapter four will present the results of the research undertaken and analyse those results, identifying any themes and relevant insights.
Chapter five will conclude the dissertation and make recommendations as a result of the outcomes of the research undertaken.
[bookmark: _1.5_Conclusion]1.5	Conclusion 
This first chapter has described the purpose and structure of this dissertation to investigate the impact on the wellbeing of police officers who have received a complaint or are under investigation and the potential implications for the organisation. It has stated the objectives of the research and the research strategy that will be used to fulfil the objectives.  












[bookmark: _Chapter_2:_Literature]Chapter 2: Literature Review 
[bookmark: _2.1_Introduction]2.1	Introduction
[bookmark: _Hlk209730677]The purpose of this chapter is to review existing literature in relation to the impact on the wellbeing of police officers who have received a complaint or are under investigation. In doing so it will discuss the context in which police officers work and any relevant evidence pertaining to current levels of wellbeing among police officers and the potential impact of this on the individual police officer and the organisation that they work in. It will seek out any literature regarding how police officers are prepared for receiving a complaint and their awareness of the support that may be available to them. To provide helpful background and context in relation to the system in place for managing police complaints and misconduct the chapter will commence with a brief history and overview commencing with the establishment of the Police Complaints Board in 1977 to the present day.

[bookmark: _2.2_Historical_Context][bookmark: _Hlk209730038]2.2	Historical Context of Complaints Process and Procedures 
Historically, prior to the setting up of the Police Complaints Board in 1977 all complaints against the police were addressed by the relevant police force that had received the complaint (Police Foundation 2011). Establishing the Police Complaints Board as a result of the Police Act 1976 was meant to introduce more transparency and independence into the process, however, Maguire & Corbett (1991) suggest that it was criticised for its very low level of challenge to the decisions made by chief officers. Additionally, Peplow (2024) highlights the significance of the responses expressed at the time in relation to the Scarman Report (1981), following the public Inquiry into the Brixton Riots. Issues of racism were raised by the Report and calls for further reform to increase police accountability. Subsequently, in 1985 the Police Complaints Authority was established. This meant complaints that were deemed to be serious would be formally investigated. Those complaints deemed to be less serious could be addressed through an informal resolution process providing the complainant gave their consent. Despite these changes, criticism continued particularly in relation to a lack of independence in the process and racism. Notably, following the murder of Stephen Lawrence in 1993, the publication of the Macpherson Report (1999) following a public Inquiry called for a new independent police watchdog. This led to the dissolution of the Police Complaints Authority and in 2004 the formation of the new Independent Police Complaints Commission (IPCC). Following  public consultation (Home Office 2016) the IPCC was replaced in 2018  by the Independent Office for Police Conduct (IOPC) which is the body that remains in place today. The IOPC received new powers including the ability to investigate without a referral to do so from a police force. They have placed a greater emphasis on learning from complaints to help improve policing practice (IOPC 2025.). 
It is clear from the history of the police complaints and misconduct process overall that there has been much change in the pursuit of its aspiration to have the trust and confidence of the public. The statement of the IOPC (2025) in relation to their independence and governance makes their mission clear:
“We are not the police - we are completely independent of them. We seek to uphold the rights of the public and investigate the most serious matters following police contact, to promote learning and influence change in policing.”
								IOPC (2025)
Despite this aspiration, independent monitoring of public trust and confidence in the IOPC shows that only 34% of a nationally representative sample have confidence that the IOPC is doing a good job (IOPC 2023). It is evident that delivering on the trust and confidence of the public in relation to the IOPC’S independence, trustworthiness and effectiveness remains an ongoing challenge (Fairfield 2023). From a more local perspective line managers and Professional Standards Departments of individual police forces handle the majority of police complaints. It is appropriate, however, that with each change of the complaints and misconduct process for the public there has also been a change for serving police officers. Arguably, this has led to higher levels of accountability and greater scrutiny of the performance of police officers (Richards 2022). Notably, the Policing and Crime Act 2017 made significant changes to the police complaints system and new statutory guidance was issued (IOPC 2020). The definition of a complaint was broadened and is now described as when a member of the public or someone acing on their behalf, expresses dissatisfaction with the actions of service of a police force (IOPC 2020).

[bookmark: _2.3_The_current]2.3	The current context in which Police Officers work
[bookmark: _Hlk197204700]Data published by the Home Office (2024) for the police Forces in England and Wales showed that in 2023 a total of 51,605 police complaints were received involving 120,243 allegations. It could be suggested that most police officers will receive a complaint or allegation at some point during their career or will work with a colleague who has. Considering the challenging context within which police officers work on a day-to-day basis, this potentially creates an added element of stress to an already difficult job. This is supported by work from Graham et al (2023) who identify a plethora of research that recognises that policing is a stressful job which can have a negative impact on the wellbeing of police officers. The Police Federation of England and Wales (2025) concur with this and have launched a recent campaign called ‘copped enough’ to highlight the struggles for police officers currently serving. Research by Brewin et al (2022) has identified that one in five police officers and staff in the UK have experienced symptoms of either Post-Traumatic Stress Disorder or Complex Post Traumatic Stress Disorder. The latter is as a result of trauma that is repeated leading to emotional numbness and a disconnection from emotions and relationships. The research identifies that two-thirds of those suffering are unaware with over half of the 16,857 respondents stating that they were not given time to process traumatic events before being sent to their next call.
It can be seen that the day-to-day challenges and exposure to stress and potentially trauma for police officers is well documented. Added to this the inevitability of being involved in the complaints process in some way during a police officers’ career, it is pertinent to review the literature in respect of how well-informed police officers are likely to be about the complaints process and any support that may be available to them. The IOPC (2024) do recognise that being under investigation for a complaint can be a very difficult time for those being investigated. There is also Government recognition that police officers who are subjected to misconduct proceedings should be supported.  As such, the Home Office (2020) makes explicit that Chief Constables are responsible for the welfare of officers, including during any investigation or misconduct proceedings.  Integral to the role of Police and Crime Commissioners is to hold Chief Constables to account to ensure their duty of care in this respect is undertaken. 

[bookmark: _2.4_Information_available]2.4	Information available to Police Officers on the complaints process, support available and impact.
The College of Policing provides information about the role of the Professional Standards Department and has issued Guidance on outcomes in police misconduct matters (College of Policing 2023). The IOPC provides information for police officers on the process that they can expect (IOPC 2025). The curriculum for student police officers will also include aspects of ethics and professional practice, together with information on the Police Federation of England Wales who are available to support police officers who are members (Police Federation 2025). Whilst there is no explicit input from the College of Policing within the student police officer curriculum on being the subject of a complaint, there is significant emphasis on the importance of personal wellbeing and where support is available such as from the Police Wellbeing Service (Oscar Kilo 2025). It is worth noting, however, that even when support is readily available and the police officer is aware of it, research undertaken outside of the UK indicates that they may be reluctant to access it due to the perceived stigma of seeking help for stress and mental health issues (Drew & Martin 2021). This reflects wider research within the UK that describes public stigma surrounding mental illness (MIND (2024).  
[bookmark: _Hlk205115770]Whilst it can be seen that much has been written regarding the police complaints and misconduct process (House of Commons Home Affairs Committee 2022) a review of the literature shows a general gap in research on the impact on the wellbeing of police officers who receive a complaint or allegation and potentially are subject to an investigation process. The notable exception to this, however, appears to be when viewing the available evidence through the lens of the protected characteristics identified in the Equality Act 2010. In this case, research studies within the UK have identified that compared to majority white ethnic groups there is a disproportionate response to Black, Asian and Minority Ethnic police officers in relation to how complaints and misconduct allegations against them are handled (Cain 2019). Notably, that there is a disproportionately higher amount of internal conduct allegations against Black, Asian and Minority Ethnic police officers. This results in a higher number of cases being investigated by Professional Standards Departments, rather than being dealt with at line management level. A reason for this given by McDaniel & Malik (2022) was that supervisors were more likely to refer Black, Asian and Minority Ethnic police officers to Professional Standards Departments rather than dealing with it themselves for fear of making a mistake or displaying a lack of cultural awareness and being called racist.  To avoid this McDaniel and Malik (2022) found that they shifted responsibility by escalating low level issues.  The impact of this on the overall wellbeing of Black, Asian and Minority Ethnic police officers is multi factored. This includes evidence of both physical and mental implications, including anxiety, stress, and depression (Cain 2019). Resentment and bitterness are described as a result of their unfair treatment and a sense of ‘not belonging,’ which is strongly associated with a lack of psychological safety (Edmondson & Bransby 2023). Conversely, Lin et al (2020) found that those who experience high levels of psychological safety within the workplace feel more confident to be their authentic selves in the workplace and exhibit more helping behaviours. A lack of psychological safety can lead to sickness absence from the workplace which if prolonged may mean the police officer moves to half payment of their salary, with clear negative implications for their financial security and potential negative impact on their family life and relationships. From an organisational perspective there are negative outcomes in terms of higher sickness absence rates and higher rates of resignations from Black, Asian and Minority Ethnic officers (Walcot 2021). The knock-on effect from a community perspective is potentially less representation within the workforce of Black, Asian and Ethnic Minority police officers and consequently less trust and confidence in the police service within the diverse community served (NPCC 2022).

[bookmark: _2.5_General_perspective]2.5	General perspective on impact of employee investigations	
Exploring the literature from a more general perspective, Cooper et al (2025) suggest that the evidence base in relation to the potential negative aspects of being involved in a complaints or misconduct investigation is newly emerging with many of the relevant peer reviewed studies being undertaken in other fields of public service, such as the National Health Service (NHS). A worrying picture is identified, however, that indicates even organisations with a raft of pertinent policies in place aimed at ensuring a fair and timely process, can create a very negative impact on an individual's psychosocial wellbeing (Neal et al 2023, Cooper et al 2024). Hussain et al (2022) describe a range of individual impacts including anxiety, mistrust, and depression. This can lead to sickness absence from work due to stress and more broadly can impact the wider organisation through a reduction in people available for effective service delivery (CIPD 2023). The Police Federation has consistently highlighted its concerns at the increasing number of officers signed off with poor mental health (Police Federation 2024). Stress related sickness absence within the police service has steadily increased over the last ten years (Home Office 2021). Cartwright and Roach (2020) identified that over a ten-year period police officers' absence from work due to a reduction in their psychological health has doubled. Despite the launch of the Police Wellbeing Service in 2019 and an increasing focus of the importance of wellbeing within the police service, the results of the National Police Wellbeing Survey (2023) highlight some concerning trends. Notably, police officers showing a decline in their emotional energy, high levels of fatigue, increased intention to quit and feeling less valued. Given the growing evidence described by Cooper et al (2025) of avoidable employee harm caused by the implementation of employee investigations and the recognised backdrop of increased police sickness absence due to stress, it is pertinent that the research undertaken for this dissertation identifies the impact on police officers who have received a complaint or are under investigation and seeks to explore what might be done to mitigate avoidable employee harm.

[bookmark: _2.6_Conclusion]2.6	Conclusion
This chapter has achieved its purpose of reviewing existing literature in relation to the impact on the wellbeing of police officers who have received a complaint or are under investigation. In doing so it has discussed the context in which police officers work and relevant evidence pertaining to current levels of wellbeing among police officers and the potential impact of this on the individual police officer and the organisation that they work in. It has examined literature regarding how police officers are prepared for receiving a complaint and their awareness of the support that may be available to them. To help provide current context a brief history of the police complaints process is described.  
Although literature was available on the effect of complaints and investigations from employees in other public services, the review identified gaps from a police perspective.  The next chapter of this dissertation will therefore seek to identify an appropriate methodology to undertake primary research aimed at meeting the gaps identified within the literature review.


[bookmark: _Chapter_3:_]Chapter 3: 	Research Methodology 
[bookmark: _3.1__Research]3.1	 Research Aim and questions 
This chapter considers the methodological approach chosen to answer the overall research aim of ‘What is the impact on the wellbeing of police officers who have received a complaint or are under investigation and the potential implications for the organisation?’. 
[bookmark: _3.2_Research_approach]3.2	Research approach
The approach will include both primary and secondary research using semi structured interview and questionnaire.  Primary research involves the collection of original data in order to answer specific research questions, whilst secondary research makes use of existing data that has been published by others (O’Leary 2021). Given the lack of available literature specifically focussing on the experience of police officers in the context of this study it is necessary to undertake both primary research in order to help fill a gap and secondary research so that an understanding of any existing relevant data can help to give wider context and meaning to the subject area. 
The data collected will be primarily qualitative, however it will be useful to also collect some quantitative data in the form of some demographics of the research participants.  This will help identify if there are any trends or differences in relation to particular individuals or groups. Therefore, a mixed methods approach will be undertaken to include the use of both qualitative and quantitative data.  Bell et al (2024) suggest that a mixed methods approach may give the research a more comprehensive understanding of the area being studied. 

[bookmark: _3.3__Quantitative]3.3 	Quantitative and qualitative research
[bookmark: _Hlk200794460]Quantitative research is described by Cresswell (2023 p.5) as a deductive approach that tests objective theories. It works with numbers and measurement that makes statistical analysis of the data possible (Flick 2020).    Quantitative data can be produced using a variety of research methods.  In the case of this study both semi structured questionnaires and interviews will be used.  In addition to some categories of demographic data, the inclusion of a number of closed questions in the questionnaire will lend themselves well to statistical measurement. 
In contrast, the focus of qualitative research is around the individual and the experiences that are personal to them.  Billups (2021 p1) suggests that the important question in any qualitative research is ‘What is really going on here?’.  This will necessarily lead to an inductive exploration of the data as there is no pre-determined hypothesis to prove or disprove. Any themes identified will evolve from the data collected and the interpretation of the data.  Mwita (2022) in undertaking a review of the literature regarding the strengths and weaknesses of a qualitative approach highlighted a number of advantages, such as its flexibility and the potential to glean in-depth and detailed information. In contrast he highlights that the disadvantages include the challenge of complex data analysis and the limited scope there is for generalising the end results. He also highlights the risks of researcher bias, which is an important consideration in this particular study, as the researcher is also a police officer working within the same organisation as the research participants.  Billups (2022 p24), suggests, however, that this is only a cause for concern when the researcher does not disclose their own connection to or relationship with the study and lets their own views, experiences and assumptions pervade those of the participants. To mitigate this, the researcher should be open about their background and interest in the research focus, so that any connections are transparent, and their personal views do not exclude or take precedence over those of the participants (Edwards 2023). 

[bookmark: _3.4__Final]3.4 	Final choice rationale 
[bookmark: _Hlk200788253]The rationale for using both qualitative and quantitative research methods via the use of a semi structured questionnaire using both closed and open questions for this study is twofold: Qualitative methods will enable the collection of data that captures different perspectives and experiences in relation to a potentially sensitive area. Whereas collection of demographic data using closed questions that can be measured quantitively may identify similarities and differences between individuals and groups. It is recognised, however, that the small scale of this research will mean that any conclusions will not be generalizable.  

[bookmark: _3.5__Research]3.5 	Research tools  
Having reviewed the broad range of research tools available and the pros and cons of each, the use of a semi structured interview and a questionnaire have been selected.  In the first instance, two participants will be identified for the semi structured interview.  The questions will be ‘open’ and have been developed from the information in the literature review directly reflecting the research questions to be answered (Appendix 1). The use of open questions will allow for a deeper expression of the participants experience (Denscombe 2010 p.175). One of the drawbacks of using interviews is the potential of having a large amount of data to manage. Adu & Miles (2024) suggests that analysis can be time consuming and difficult to manage.  Undertaking just two interviews will fit in with the overall time management of the research so that completion of the research is not compromised.  The nature of the research could be deemed sensitive by some participants and may trigger unsettling thoughts or unpleasant memories.  The researcher was aware of this and ensured that communication was appropriate and responsive, helping to put the interview participants at ease (Silverio et al 2022).
The data from the interviews will be used to help develop the questionnaires that will be made available to all police officers within the sample group (Appendix 2). Denscombe (2010) identifies that questionnaires can be useful when used with a large number of respondents who are located in different places as was the case for this study. The questions will be a mix of closed, open and options to choose from. 
Gwent Police have a workforce of 1,553 officers (Gwent Police 2025); however, it is recognised that a potential limitation of the study is that responses to questionnaires can be low (Holtom 2022).  The busy workload of police officers may prohibit them from having the capacity to complete the questionnaire within the timescale available.  The sensitive nature of some aspects of the research topic may also be a potential barrier.  

[bookmark: _3.6__Validity]3.6 	Validity and reliability
Reliability can be described as the extent to which the research tools chosen would produce the same results, under the same conditions on each occasion used (Bell et al 2024).  A research tool could be said to be valid if it measures what it is supposed to measure   Bell et al (2024) suggest that ‘trustworthiness’ is often used as a measure to evaluate qualitative research, citing the five components of credibility, transferability, dependability, confirmability and authenticity.  It could be suggested that as police officers there is an inferred level of trustworthiness and credibility due to their profession and the ethics required. 

[bookmark: _3.7_Sample_Group]3.7	Sample Group
The study will use purposeful sampling which is criterion based’ as the participants in this study will be police officers from within Gwent Police.  They will be required to provide information based on their individual experiences, feelings and perspectives (Patton 2002.) Two volunteers will be sought to participate in a semi structured interview  (Appendix 1).  These will be identified following an initial opportunistic request for two volunteers to participate from within the police station where the researcher is based. The themes identified in the interviews, together with the literature review were used to help develop a questionnaire that was made available on the Force Intranet page and also via a snowball technique (Appendix 2). A snowball technique relies on networking and referral as having identified an initial source the researcher then asks them to ask other people who they think may also be willing to participate (Parker et al 2019).

[bookmark: _3.8_Ethics]3.8	Ethics 
This research study is being completed in line with the ethical policy and procedures and Research Ethics & Integrity Code of Practice required by the University of Wales Trinity Saint David.  Davies & Dodd (2002) emphasise the importance of recognising that ethics should  be treated as integral to all aspects of the research process.
Recognising the potential sensitivity of the research subject matter, it is imperative that informed consent is given by the participants and that their anonymity is protected.  All data collected will be stored securely and password protected. All data will be securely destroyed at the end of the study. 
The approach of the researcher will play an important part in demonstrating care and respect for the participants ensuring that they can be signposted to the support available to them via police wellbeing services if required (Oscar Kilo 2025).
[bookmark: _3.9__Data]3.9 	Data analysis 
The data collection method for the semi structured interviews will consist of recorded interviews that will be transcribed. A thematic approach to data analysis will be employed, which involves the systematic qualitative analysis of transcripts of the semi-structured interviews which will allow the identification of any themes and connections. These insights will be refined into coded sub themes and in to more global themes as the analysis progresses.   
The design of the questionnaire will include answers to a number of closed questions which will be relatively quick to collect. There will be some open-ended questions that will allow for ‘free text’ which will also be reviewed and themed in the same way as for the semi structured interviews. 
[bookmark: _3.10_Conclusion]3.10	Conclusion
This chapter has described the rationale for the research methodology chosen which will enable the research aim to be answered.  The next chapter will present and analyse the results.


[bookmark: _Chapter_4:_]Chapter 4: 	Results and Analysis

[bookmark: _4.1_Introduction]4.1	Introduction
This chapter presents and analyses the results obtained in meeting the research aim of exploring what is the impact on the wellbeing of police officers who have received a complaint or are under investigation and the potential implications for the organisation?  It will present the sample characteristics and an analysis of their experiences which are discussed in relation to the literature review. All comments received are included in Appendix 4.

[bookmark: _4.2__Demographic]4.2 	Demographic data
The number of respondents who completed the online questionnaire was 33. Some demographic data was requested, with the option to ‘prefer not to say’. This option was used by two respondents who opted not to share their ethnicity.  

[bookmark: _4.2.1_Age_range]4.2.1	Age range of respondents
The sample characteristics indicated that 18% (6) were in the youngest age group of 18 - 24 years.  The greatest number of respondents, with 45% (15) were in the 25-34 age group.  35% (10) respondents were in the 35-44 years age group and 9% (3) respondents were in the 45-54 age group. There were no respondents from the oldest age group of 55-64 years. A summary of the age distribution can be seen in Figure 1.

Figure 1: Age distribution of respondents.

[bookmark: _4.2.2_Gender_distribution]4.2.2	Gender distribution of respondents 
The gender distribution within Gwent Police is currently recorded as 63% of male police officers and 34% of female police officers (Police.UK 2025) however, despite there being significantly more men than women within Gwent Police, 56% of respondents to the questionnaire were women and 44% were men. 
Given that a snowball method (Parker et al 2019) was partly used to recruit participants it can be suggested that there would be the likelihood that this would include participants recruiting colleagues within the same gender group as the female researcher.

Figure 2: Gender distribution of respondents

[bookmark: _4.2.3_Length_of]4.2.3	Length of service of respondents
The lowest number of respondents had less than 2 years’ service’. The greatest number of respondents with 44% had between 2 and 5 years’ service, followed by 26% of respondents having between 6 and 9 years’ service and 24% of respondents having 10 years or more service. An overview is provided in Figure 3.


Figure 3: Length of service of respondents

[bookmark: _4.2.4_Ethnicity_of]4.2.4	Ethnicity of respondents 
Participants were given a free text box within the questionnaire to self-identify their ethnicity, rather than being provided with a list to choose from.  All participants identified as either White British, White Welsh or British except for 2 respondents, 1 who identified as mixed race and 1 who preferred not to say.  An overview is provided in Figure 4.


Figure 4: Ethnicity of respondents
[bookmark: _4.3__Respondents]4.3 	Respondents experience of complaints 
100% (34) of respondents had experience of receiving a complaint.  Given the broad definition of a police complaint identified in the literature this was to be expected (IOPC 2020). An overview of the level that the complaint was dealt with can be seen in Figure 5. In 34% (15) of cases the complaint was dealt with by the line manager. 52% (23) of respondents received a complaint that was dealt with by the Professional Standards Department and 14% (6) of respondents had received a complaint that was investigated by the IOPC.  It can be surmised that some respondents had received more than 1 complaint that was dealt with at different levels. 

Figure 5: Summary of who investigated the complaints made against respondents

[bookmark: _4.4_Impact_of]4.4	Impact of complaint on wellbeing

As can be seen in Figure 6, 82% of respondents stated that the complaint or being under investigation did have an effect on their wellbeing, with 18% saying that it had not had an effect on their wellbeing.  

Figure 6: Impact of complaint on wellbeing
Respondents were asked to describe the impact on their wellbeing, the most consistent descriptions given from a mental health perspective referred to being worried, stressed and anxious (Figure 7).  Fear of losing their job, loss of confidence in themselves, feelings of inadequacy, shame and worthlessness were frequently described. With two respondents stating they felt they were letting the public down and their colleagues.  This negative impact on wellbeing by a significant majority of the respondents is supported by evidence identified in the literature review. (Cooper et al 2025).

Figure 7: Summary of impacts of complaints on wellbeing

[bookmark: _4.5_Feelings_of]4.5	Feelings of loss and inadequacy 
Although not always explicitly stated as such, a sense of loss is apparent in the qualitative data shared by respondents, not just in relation to their job and their confidence, but the perception of the loss of their reputation and trust from their colleagues also had a very negative effect on wellbeing.  One respondent felt the complaint had resulted in a loss of their identity, with them feeling they now had “imposter syndrome”. Another respondent also states the negative impact of the financial loss that occurred when they were put on to restricted duties while the investigation was taking place, as can be seen in the quote below: 

“I was unable to carry out day to day duties, unable to engage with the public, placed on tedious admin roles and refused overtime and bank holiday pay”

Although no evidence could be found in the literature review of an explicit reference to a sense of loss, the qualitative data shared by the respondents refers frequently to an implicit sense of loss.  

[bookmark: _4.6_Physical_symptoms]4.6	Physical symptoms 
Frequent physical symptoms described by respondents concur with those identified in the literature (Cooper 2025).  These included sleeplessness and palpitations with one respondent citing post-traumatic stress disorder as a longer-term impact of the investigation process.

[bookmark: _4.7_The_impact]4.7	The impact on ability to carry out day to day role
Respondents who remained in work during the investigation expressed the stress it placed on them and the negative impact it had on their ability to carry out their day-to-day role, as illustrated by the following quotes:

“It had a massive impact on my wellbeing and made me uncertain about how I could effectively carry out my role with the fear of further unfounded complaints.”

“I felt useless in work and that nobody trusts you anymore”

“I was worried about the impact on my career and workplace reputation. It led to me being slower and less efficient on duty as I would second guess my actions.”

“I felt stressed and nervous at work. Felt like it affected confidence”

“I was constantly overthinking and worrying if I had done something wrong or should’ve dealt with the incident better, it led to work related stress and not wanting to go to work”

“It caused me significant stress and after it was still not resolved six months after the event I went off sick with work related stress.”

It can be argued that the feelings expressed reflect a lack of psychological safety within the workplace as described in the literature by Edmondson & Bransby 2023. This can lead to multiple negative impacts including a lack of engagement and motivation, a fear of speaking up and increased stress (Edmondson 2018). 

[bookmark: _4.8_Did_respondents]4.8	Did respondents receive any support?

68% of respondents stated that they did receive some support in relation to the complaint or investigation and 32% of respondents said they had not received any support as indicated in Figure 8.


Figure 8: Did you receive any support or information

[bookmark: _4.9__What]4.9		What support was received?
The highest number of respondents (53.8%) received their support from family, friends and colleagues. 30.8% of respondents also received support from their line manager.  Figure 8 shows the other sources of support utilised, including the Police Federation, Force Wellbeing Service. Occupational Health, General Practitioner, and information available from the Oscar Kilo Service.  Current research already highlights the stress that is placed on partners of serving police officers, particularly in relation to providing mental health support, yet there is little support provided for them (Lennie 2023). Providing support to a partner under investigation in addition to the day-to-day support given undoubtedly creates an extra burden that is not taken into account by the Police Service. 

Figure 9:  Sources of information and support available.

[bookmark: _4.9.1__Was]4.9.1 	Was the support received helpful and if so in what way?
71.4% of Respondents indicated that the support they received was helpful and 28.6% stated that the support received was not helpful as indicated in Figure 9. Those that found it helpful cited reassurance and useful information as the most common reasons given for the support being helpful. 


Figure 9:  Was the support received helpful or not helpful

The support from family and friends was cited as being most helpful by providing emotional support and understanding.  Colleagues and line managers were also recognised as a useful source of support; however, it was recognised that they sometimes played down the potential impact of the complaint which didn’t provide the respondent with any practical help or reassurance.

“My colleagues were supportive but just said "don't worry about it", which didn't really reassure me! My line manager pretty much said the same.

Those that received support but cited that this was not helpful stated they felt like it was just a “tick box exercise” 

“I just received generic support, no real feeling behind it”

“I was just given a leaflet”

“The organisation does not cater for Officers at all, especially when you have done nothing wrong but still, you’re treated like a criminal.”

[bookmark: _4.9.2__Were]4.9.2 	Were there any barriers to seeking support?
Respondents were asked if there were any barriers to seeking support.  48% (14) stated that there were barriers, namely the stigma attached to seeking mental health services and the expectation that a police officer should not need this as it would be expected that they should have a “reasonable toughness”. Several respondents did not want to be seen to be “making a fuss” by asking for support, particularly if the complaint was being dealt with by their line manager.  This was particularly relevant to respondents who were younger in service, who may have had less confidence to raise issues and want to ‘fit in’ with their new organisation. 

· “Don't want to cause issues or problems. Just want to be quiet about it and stay out of the way”

· “Just told it would be fine! The complaints going nowhere it’s not an issue. This doesn’t help my feelings”

· “I didn't feel I could ask for updates or for more information, as most people seemed to think because Professional Standards weren't involved then it was no big deal, so it felt like I would be making a fuss if I kept asking about it.”



[bookmark: _Hlk204070009]Figure 10: Barriers to seeking support
[bookmark: _Hlk204774763]
[bookmark: _4.9.3_Did_respondents][bookmark: _Hlk204195002]4.9.3	Did respondents receive information on the complaints process about what to expect and what support was available in training or at any point in their career?

Respondents were asked if they recalled receiving any information about the complaints process, what to expect and what support was available while they were training or at any point in their career. As illustrated in Figure11, 32% (12) had no recollection of receiving any information. The largest number of respondents at 51% (19) stated that they had not received any information and just 16% (6) said they had received information on the complaints process while in their training or at some point in their career.

Figure 11: Do you recall receiving support or information about the complaints process?

[bookmark: _4.9.4_Did_you]4.9.4	Did you receive any information about the complaints process.

Respondents described a range of information that was given to them, including what to expect and what support was available. Some received information but felt that it was too general in nature to be of much help.

· “I received generic Gwent Police information.”

· “I got info via a word document in an email. Read as though it was a template used many times before.”

When asked about what information respondents would have liked to have received, this was generally more specific information such as what was the evidence of the complaint, how long would the investigation take and why had it reached the threshold to warrant investigation. One of the respondents with less than two years’ service felt that the inevitability of receiving a complaint meant that more information should be given on this during their initial training.

“The information we received in training was more about professional standards. Although its rarer for professional standards to be involved or the IOPC I would have found it helpful to be given realistic expectations about the almost inevitability of receiving a complaint from someone who is unhappy about either being arrested or the outcome of their interaction with the police if it hasn't been the outcome they wanted. It would have been helpful to know more about how complaints are managed in house and where to go for advice.”

[bookmark: _4.9.5_What_do]4.9.5	What do you think the implications are for the organisation regarding the impact on police officers of receiving a complaint and the way complaints are handled?


Figure 12:
Twenty-nine respondents made comments regarding the negative impact on the organisation resulting from the way complaints are handled.  Those impacts cited most frequently included low morale, increased sickness absence due to stress, impact on level of service and increased pressure on those in work when people are off sick or on restricted duties. 

“It’s definitely bad for morale that there is a general worry that the organisation might throw you under the bus. You rarely see any positive news about the police, especially on social media which undermines your confidence. I know of quite a few officers who have been put on restricted duties and end up off sick due to the stress. Investigations seem to take a long time which must be so stressful.”

Notably, several respondents expressed that the organisation was more concerned about protecting their reputation than caring for the welfare of their officers. 

“It doesn’t seem like the organisation cares about the officer’s receiving complaints, I think this comes down to public perception and the force wanting to show strong ability to deal with issues that arise.”

“Officers are treated as guilty before the outcome is decided.”

“Complaints are handled with the impact on the community in mind rather than the impact on the officer. Seems as though the organisation cares more about the public rather than officers protecting the public.”

This highlights the threat perceived by police officers from the organisation itself. Their concern is that the interests of the organisation being seen to deal robustly with complaints is at the expense of the wellbeing of the individual Officer.   This is a view supported by research by Lennie (2023) who also highlighted the negative impact this had on police officers’ families. 

Many respondents expressed dissatisfaction at the length of time investigation’s take and cited examples of “good officers” leaving the Force before investigations are completed due to the stress and loss of confidence in the leadership.

“Very adverse impact due to long, drawn-out unethical investigations affecting the trust in leadership, PSD and the organisation”.

Another respondent felt there was a disproportionate impact on newer officers.

“Younger in service or less confident officers are much more likely to be impacted by complaints. Some of these complaints are found to be unwarranted or untrue, but often not for some time. Having a complaint hang over the head of the officer is likely to impact their confidence and CPD.”

[bookmark: _4.9.6_Are_there]4.9.6	Are there any changes you can suggest that would help reduce any negative impacts of the complaints and/or the investigation process?
[bookmark: _Hlk205156780]Twenty-four respondents suggested ways that could help reduce the negative impacts of the complaints and investigation process (Figure 12). Three key themes emerged, notably a reduction in the time it takes to complete an investigation, greater transparency and updating of officers throughout the process and a more personal approach. 

Figure 13: What changes would help reduce the stress of receiving a complaint?

“PSD need to speed up the investigation and stop leaving Officers in the dark especially when the evidence is false or malicious.”

“Faster to deal with complaints and if the complaint is “rubbish” don’t be afraid to tell the complaint “Victim” we will not be doing anything about this because the officer isn’t in the wrong.”

“Genuine care and support recognising the difficult job we do. It feels like you can't do right for doing wrong and nobody cares either way!”

“There should be more information given during training and reassurance that the process to investigate will be fair. That should go without saying but you hear a lot of negative things which undermines your confidence. It would help manage expectations to have realistic information about how long investigations take. Support and information should be offered more proactively.”

[bookmark: _4.10__Conclusion]4.10 	Conclusion
Given the nature of police work it appears inevitable that all police officers will be subject to a complaint at some level during the span of their career. The findings of this research confirm that the majority will find this a stressful experience with the data reflecting the same negative impacts on wellbeing described in the literature review. Notably, feelings of anxiety, worry and stress. Although x participants stated they received support, 47% of respondents found the type of support they received to be unhelpful.  The main areas identified for meaningful support were a more personalised approach, more information and transparency about the process and a shortened investigation process overall. The findings support that of the literature in terms of the negative impact this can have on the organisation in relation to poor morale, increased sickness absence with the resulting increase in service pressure due to reduced staff.










[bookmark: _Chapter_5:_Conclusion]Chapter 5: Conclusion and Recommendations 
[bookmark: _5.1_Introduction]5.1	Introduction
This final Chapter draws the dissertation together by concluding the main findings of the study, identifying its limitations and making recommendations.  Despite the constraints of time, the research approach adopted for this study can be considered to be successful. Overall, the research aim sought to explore the experiences of a sample of police officers in relation to receiving a complaint or being under investigation. The research aimed to analyse the issues faced by them and make recommendations for improved employment practice.  In doing so it specifically focussed on the following areas:
· What are Police Officer’s experience of the complaints process?
· What impact does the complaints process have on the wellbeing of individual Police Officers?
· Are Police Officers prepared for receiving a complaint and aware of the support available to them?
· What are Police Officers views on how wellbeing can be supported throughout a complaints process?
· Are there any implications for the organisation?
The design and implementation of this study ensured that each of the research objectives were met. It is recognised, however, that there were limitations to the study.

[bookmark: _5.2_Limitations_of]5.2	Limitations of the study
From a limitation perspective, it is recognised that the study involved a very small sample size.   The study does; however, provide a useful marker for areas of further research within the police service as a whole and the approach taken could certainly be applied to a larger sample.  If more time and resources were available there is no doubt that it would have been better to have involved a much larger sample in the first instance and to have included a number of police forces.  This would have provided reliable results and would have enabled comparisons and contrasts to be made. Another limitation was of potential bias.  As someone who also fits the subject group, the researcher was very mindful that they came to the research with their own experiences.  It was important to recognise this from the outset, in order to avoid pre-formed ideas and value judgements.  Jamieson et al  (2023) use the term reflexivity to describe the action of thinking carefully about how one’s own beliefs and assumption can influence the research process. The researcher recognises their novice experience in the qualitative field. However, throughout the analysis, a high level of self-awareness helped to guard against bias. 
[bookmark: _5.3__Main]5.3 	Main Findings
The experiences and perceptions of thirty-four employees from within the same Police Service were collected using a semi structured questionnaire and analysed. 
The design of the semi-structured questionnaire using a number of open questions enabled the researcher to gain a deeper insight into all aspects of the research aim than would have been the case if only closed questions had been used. It was also useful to initially use a face-to-face interview method with two candidates to help shape the design of questionnaire for a larger sample.  
The results from the questionnaires produced findings that agreed with previous research; however, it is recognised that the majority of research in this area has been undertaken in other public service such as the NHS, rather than specific to the police service.  As such it has highlighted this as a useful area for future research. 
From an employment perspective the evidence from this research and established literature points to a sound business case for providing more effective support for those who receive a complaint and are under investigation. This may improve wellbeing, potentially leading to retention of staff with key skills, a reduction of absenteeism and improved productivity as a result of reduced stress. 
As has been made clear, it is imperative that in order to have the trust and confidence of the public  it is correct that when a police officer acts in a way that falls below the standards expected, the public have a legitimate right to complain. In doing so complainants should feel assured that their complaint will be taken seriously and further investigated if required. It is also proper that the IOPC are consistently working towards giving the public greater confidence in the integrity and effectiveness of the complaints system.   Nevertheless, the experience of the thirty-four police officers who participated in this study has shown that receiving a complaint albeit investigated at different levels appears to be an inevitable outcome of doing the job of a police officer. It is understandable that receiving a complaint is likely to be a stressful experience, however, the evidence identified in this study together with the evidence from the literature review confirms that in the majority of cases there is a negative impact on individual wellbeing and that more could be done to mitigate this. Particularly as this negatively impacts the organisation as a whole in terms of increased sickness absence and the pressure this can place on service delivery.
The majority of respondents were all able to identify areas for improvement. Namely, reduction in the time it takes to complete an investigation, greater transparency and updating of officers throughout the process and a more personal approach.  Whilst recognising the constraints within which the Police Service operates, there is the potential to put in place a range of improvements identified by those who took part in this study for the benefit of individual officers, the organisation and the community served.

[bookmark: _5.4_Recommendations]5.4	Recommendations
· This study will be made available to the senior leadership team for consideration of the following further recommendations:

· Further development of the information available on the organisations internal Web Pages is required to better identify internal and external sources of support, information and advice for those who receive a complaint or are under investigation. 

· [bookmark: _Hlk205151794]Further training is required for line managers to enable them to better support the wellbeing of those who have received a complaint and are under investigation. 

· Occupational Health, Employee Welfare Unit, Police Federation and the College of Policing should consider any further actions they can take to better support the wellbeing of those who have received a complaint and are under investigation. 

· Consideration should be given by Learning and Development staff involved in the training of new recruits of how they can best prepare new officers in relation to the complaints and investigation process. Including the support and information available to help them manage the process and their wellbeing throughout. 

· Future research into this topic would be of benefit using a larger sample to help gain greater insights into what is required overall to further support the wellbeing of those who have received a complaint and are under investigation.

[bookmark: _5.5_Conclusion]5.5	Conclusion
This study has successfully achieved its research aims and objectives and has highlighted an important topic that would benefit from more research from a police perspective. 
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Appendices
Appendix 1: Blank copy of semi structured interview questionnaire

Christie Curran: Semi structured interview questions

	Title of Research 

What is the impact on the wellbeing of police officers who have received a complaint or are under investigation and the potential implications for the organisation?  




This research will seek answers to the following questions: 

•	What are Police Officer’s experience of the complaints process? 
•	What impact does the complaints process have on the wellbeing of individual Police Officers? 
•	Are Police Officers prepared for receiving a complaint and aware of the support available to them? 
•	What are Police Officers views on how wellbeing can be supported throughout a complaints process? 
•	Are there any implications for the organisation?

Interview Format
· Introduction
· Explain purpose of the research 
· The interview will be recorded, and I may also take some notes
· All data will be anonymized so no participants will be identifiable.  Data will be held securely and destroyed securely after the project is completed.
· I appreciate that it’s a sensitive topic, please take your time, only disclose what you feel comfortable to do so.  Let me know if you would like a break.
· We have up to an hour available to us and I have some set questions that I would like to ask you but please feel free not to answer any of the questions if you prefer not to, and to add any information that you think will be helpful, even if it covers an area that I haven’t asked you about, if you think it is relevant.
· Confirm consent to participate – Are you happy to go ahead?
· You have the right to withdraw at any time 
Thank you

1.	Tell me about your experience of receiving a complaint.

Prompts:
· If not already mentioned ask if it was resolved at station level, or if PSD were involved or the IOPC?
2.	What impact did this experience have on your wellbeing?

Prompts:
· How did it affect you mentally, emotionally, physically (e.g. did it affect your sleep pattern?
· Were your family/partner (if relevant) aware that you had received a complaint?  Did it have an impact on them? Did it affect your relationship? – follow up prompt “in what way?”
3. 	What information or support did you get when you received the complaint?
	
Prompts: 
· What support did you receive from your line manager/supervisor/sergeant?
· Did you receive support from any other sources? – follow up prompt -? colleagues, partner, family, friends?
· Who did you talk to about the situation?
· Did you contact the Police Federation rep or look up any of their online resources?
· Did you consider contacting wellbeing services and/or your GP, or any other sources of support? – Could use follow up prompt – If “no” – ask “what stopped you?” or if “yes” ask “Tell me more about that – was it helpful? - in what way?
4. 	Do you recall receiving any information about the complaints process, what to expect and what support was available when you were in training/probation or at any point in your career?

Prompts: 
· If yes – tell me more about that
· If not - what sort of support or information would you have liked to receive? What do you think might have been helpful?

5.  	What do you think are the implications for the organisation regarding the impact on police officers of receiving a complaint and the way complaints are handled?

 
6.	Thank you again for taking the time to talk to me, before we close the interview is there anything else that you would like to add?

Finally, please could I ask you to complete this anonymized demographic data

Thank you
Anonymized Demographic data

Please circle your answer
	
Age


	18-24 		25-34		35-44		45-54		55-64		Prefer not to say

	
Gender


	Female	Male		Non-binary 		Prefer not to say

	
Length of service


	· Less than 2 years	
· Between 2 and 5 years	
· Between 6 and 9 years
· 10 years or more
· Prefer not to say

	Please state your ethnicity below or state prefer not to answer



Appendix 2: Blank copy of questionnaire – link to Google Forms placed on Force Intranet. 
Please complete this anonymous questionnaire which is for a research project I am undertaking as part of my Police Constable Degree Apprenticeship studies.   The title of my research is: ‘What is the impact on the wellbeing of police officers who have received a complaint or are under investigation and the potential implications for the organisation?’  
Participation is voluntary. All information received will be anonymous. No identifiable information will be included in this study. All data will be stored 
and securely destroyed upon completion.

Thank you for your consideration, Christie Curran 2777

1. Have you ever received a complaint of any kind?
· Yes
· No

2. If yes, please state how the complaint was dealt with (You may choose more than one answer)
· It was dealt with by my line manager
· It was dealt with by the Professional Standards Department
· It was dealt with by the IOPC

3. Did receiving a complaint or being under investigation have an impact on your wellbeing?
· Yes
· No
4. If Yes - In what way did it have an impact on your wellbeing? Please consider any physical, mental or other impacts such as your family life
[bookmark: _Hlk209823407]__________________________________________________
__________________________________________________


    5. 	Were you given any support when you received the complaint or were under investigation?
	
· [bookmark: _Hlk202642977]Yes 
· No

6. 	If Yes please indicate what information or support was made available? You may choose more than one answer:
· Face to face support from your line manager or senior management
· Support from your Federation representative 
· Referral to Occupational Health
· Saw your GP (doctor at your own GP service)
· Information on services from Oscar Kilo (National Police Wellbeing Service)
· Referral to services from Oscar Kilo (National Police Wellbeing Service)
· Support from colleagues
· Support from family or friends
· Other – please state below
__________________________________________________
__________________________________________________

7. 	If you did receive support or information was it helpful?
· Yes 
· No 
· If yes, please say in what way it was helpful
· If no, please say why the support or information wasn’t helpful
__________________________________________________
__________________________________________________


8.	Were there any barriers to seeking support?
	Yes 
	No
	If Yes, please give more information below
__________________________________________________
__________________________________________________


9. 	Do you recall receiving any information about the complaints process, what to expect and what support was available when you were in training/probation or at any point in your career?

· Yes
· No
· Cannot recall
 
· If yes – please could you say what information did you receive
· If no – Please say what sort of support or information you would have liked to receive?
__________________________________________________
__________________________________________________

10.  	What do you think the implications are for the organisation regarding the impact on police officers of receiving a complaint and the way complaints are handled?

__________________________________________________
__________________________________________________


11. 	Are there any changes you can suggest that would help reduce any negative impacts of the complaints and/or investigation process
__________________________________________________
__________________________________________________


Please complete this demographic data

12. What is your age range?

· 18-24 		
· 25-34		
· 35-44		
· 45-54		
· 55-64		
· Prefer not to say

13. What is your gender?
· Female	
· Male		
· Non-binary 		
· Prefer not to say

14. What is your length of service?
· Less than 2 years	
· Between 2 and 5 years	
· Between 6 and 9 years
· 10 years or more
· Prefer not to say

15. Please state your ethnicity below or state prefer not to say
__________________________________________________
__________________________________________________



Thank you again for taking the time to complete this questionnaire, if you
require any wellbeing support, please contact Occupational Health or Oscar
Kilo (National Police Wellbeing Service).

No identifiable information will be included in this study. All data will be stored 
and securely destroyed upon completion.


Appendix 3: Transcripts of  semi structured interviews 
Transcript of semi structured interview with participant A
[bookmark: _Hlk210068193]Initial meeting and settling in of participant not recorded.
Recording begins:
Researcher: OK, are you able to tell me about your experience of receiving a complaint?

Participant A
I haven’t had a massive police career so far, about 5 years since then, in the early time I had a couple of complaints that came to nothing where members of the public were unhappy.

About 2 years ago I was working in the station and my Sarg called me over to say that I was having papers served on me and following this it would be an IOPC investigation. I went to the local fed office and was issued a version of the caution, not criminal just in the misconduct realm and was served papers and explained what they meant.

At that point I was shocked and surprised.

It’s completely shocking, your world is turned upside down if you think you haven’t done anything wrong. The whole process is crazy, as you are on the other side of things where you are treated like a criminal. It’s a shocking experience.

Researcher: Just that experience alone, what impact did that have on your wellbeing?

Participant A: Immediately after I felt really sick, my stomach turned, that was the immediate reaction. Then after that I was just trying to process it all in my head a million times, for the first couple of months it’s a constant weight on your shoulders that you can’t forget about.
As there was a gross misconduct one, I was thinking worst case scenario, can I afford my house, am I going to lose my job. I think your brain always does go to the worst case.  It’s just shocking to be honest, you don’t know what to do with yourself.

My Sarg was quite lenient at first, have a couple of days off.

I was interviewed a month later which I was happy about as I thought it may get dealt with quite quickly, this was in November. Then in January I was restricted, which was a huge shock. I was provided no information as to why. I went to the Fed and asked why, he basically said he has no idea why this has happened either and he chased it with PSD. He said that it was nothing to do with the IOPC, it was Gwent police have decided to blanket apply restrictions to all officers under gross misconduct, part of me understands, however, because it wasn’t done at the beginning.

I did have some time off then, only a couple of weeks as I was stressed out of my mind.

I was helping my shift with odd jobs which was good as I wasn’t dealing with calls but then it’s hard because you have more time to think about what’s going on.

Researcher: Did you speak to your family about it?

Participant A: Yeah, quite open with my girlfriend and parents. They are really supportive. My parents are in the NHS, and they have dealt with misconduct hearings, and they can’t seem to wrap their head around why the process is so long and how it’s not been dealt with. Seeing it from a different organisation they just don’t understand.

It affected my sleep, my sleep was all over the place, struggled to get to sleep. As the months went on, it got easier. You don’t forget about it, as it’s always there but you can minimise it as much as you can.

Researcher: What information or support did you get at the start?
Participant A: My line manager was supportive at the time, he was shocked at how I reacted as I was quite calm, that’s just who I am as a person. He referred me to the wellbeing department, and they made contact pretty quickly after that.
I didn’t get any support out of it; their system is not very well catered to people like me not really my way of dealing with things as I prefer to go to family and friends.
[bookmark: _Hlk210063001]Researcher: When they reached out did they understand why you had been referred ?
Participant A: They weren’t aware of the case, but they knew it was for being served papers for gross misconduct. They contact was an email with a load of links.

Researcher: Did you ever speak to anyone in person?
Participant A: No, I didn’t there may have been an opportunity on the email to reach out, they signposted but I didn’t look into as I already had enough on and didn’t have the time or energy to do so.

Researcher: What was your fed rep like?

Participant A: Pretty good, pretty honest. Was honest with me. I asked what was the worst-case scenario and they said “you could lose your job and be barred” best case is nothing happens.
It is so serious in terms of you have been served papers.

Researcher: Do you recall seeing any information about the complaints process. Prior to the investigation.

Participant A: Not off the top of my head we may of had one lecture. Not that it mentioned how complaints were made.
I think they put the fear into you but nothing specific.

Researcher: Do you know what would have been helpful?
Participant A: I think, what would have been helpful was I didn’t have a clue, the IOPC structure, how cases get dealt with. I know standards come in during your training. Give you a talk about what to do and what not to do but it’s generally about your conduct and nothing to do with IOPC. I think that’s would have helped. That was my first question to the fed rep.
I would ask questions and then go home think of more questions and then wonder if I was already supposed to know this or not? Am I expected to know but I couldn’t remember being told this?

Researcher: What do you think are the implications for the organisation?

Participant A: I think the main things for a lot of people I have spoken with is the length of time that it takes to progress. I know it’s not GWP as it’s IOPC now but the length of time it’s taken with little to no updates.

I get an email each month which is pretty much copy and paste which says your restrictions are ongoing for the foreseeable.

I have lost all faith with thinking this will be over quickly. I get told, there’s one more thing to investigate then it’s something else.

The email each month is the same, at first it was promising however it’s the same I just close and delete. I just expect this now.

Researcher: Have they told you how they will inform you of the outcome?

Participant A: No, I have heard from other officers that there will be an email in your inbox saying you are to go back to duties, no one has said officially though.

Researcher: When you were on the sick through this investigation did you feel supported?

Participant A: My line manager at the time gave me some breathing room, checked in on me other than that nothing else. No contact from Occ health.
Colleagues checked in on me and were great. They were saying I should have been off 6 months not 2 weeks.

Researcher: Is there anything else you would like to add?
Participant A: Not that I can think of
Tape recording switched off. Researcher thanked participant and checked in with participant to see how they were feeling and if any further support was required.
Transcript of semi structured interview with participant B
[bookmark: _Hlk210063396]
Initial meeting and settling in of participant not recorded.
Recording begins:

Researcher: OK, are you able to tell me about your experience of receiving a complaint?. was your complaint uh resolved at station level, PSD or IOPC? PSD

Researcher: How did PSD deal with your complaint? quite poorly

Researcher: How did they communicate with you during the complaint? 

Participant B: Via fed rep, very minimal communication.

Researcher: And what impact did this experience have on your well on your wellbeing? minimal

 Researcher: Did you speak to your family, partner, friends about the complaint you'd received?
 Participant B: No.

Researcher: Did you talk to any of your colleagues about it? 
Participant B: Yeah.

Researcher: How did your colleagues engage with you about the complaint? 

Participant B: Checked my welfare, asked if they could do anything to assist with the complaint. I went to experienced longer saving colleagues. They took me to one side, gave me some advice of what to do if it was a legal procedure and a very formal procedure, and therefore there are various regulations that need to be followed.  certain regulations require you to reply in a certain time frame provide certain materials. and if you're unprepared, then obviously that may go against you and because you may just simply do it wrong.

So, these longer experienced colleagues advised to get legal cover, get a fair draft, they've recommended it, tried and tested fed reps.

Researcher: What informational support did you get when you received the complaint? 

Participant B: Just a leaflet, if you need help, call this number. 
Um personally, when I got served papers I laughed, I told the inspector to chuck them in the bin. um just at the fact of they gave me a leaflet that as if to say they need to tick a box to say they'd given it to me. There was no sort of tailored approach. There was no sort of consideration of you know, how is this person gonna react or why he would have reacted so calmly.  You know, it could be that someone is in shock? It’s more like they have a checklist to fulfil  than being concerned about your welfare, it’s  like just complete the list.

 Researcher: And did you follow up on anything on the leaflet that they provided you with? 

Participant B: No.

Researcher: Any particular reason why you didn't follow up anything on there? 

Participant B: I don't think that your reason is…….it's more so when I was served papers, it was nonsense because I didn't agree with it. 

Researcher: Do you recall receiving any information about the complaints process, what to expect or what support was available to you when you were in training probation or at any point in your career? 

Participant B: No.

Researcher: Do you know what support or information you would have liked to have received and what you think might have been helpful? 

Participant B: trying to navigate and understand what happens in a misconduct proceeding, then actually trying to answer their questions or even engage with them to tell them what you need to tell them. 
Um at the moment, they have got a bog standard flow chart on The Beat, which don't get me wrong, it's easy to understand, but it's easy for someone to understand if you can simply read it doesn't actually give you any knowledge of what each stage is gonna consist of, it simply said, this is where you are, this is what's gonna happen and it's very, very brief in the flow chart. It's not detailed enough to tell you what happens at each stage. So, you've got to do a lot of independent research, and that takes a lot of your personal time.

Researcher: what do you think of the implications for the organisation regarding the impact on police officers of receiving a complaint and the way the complaints are handled? 

Participant B: Lack of trust in organisation. Some police officers resign prior to the investigation being concluded. Some officers are proven innocent, they are NFA, but they still choose to leave because they don't trust the organisation because the organisation treats you as guilty until you proven innocent.

Researcher: Did you have any time on the sick because of the investigation? 
Participant B: No

Researcher: Did your line managers check on your welfare? 
Participant B: No,  actually, when I say line managers, direct line managers, no. Senior managers. Yes.

 Researcher: Okay, is there anything else before we close the interview that you think that you'd like to add?

Participant B: Um, I think there needs to be a lot of change. um, just in the way they serve papers on officers. But definitely they need to bring in some sort of review on PSD themselves, and they need to be held accountable for how long they take to investigate. Um, for instance because a lot of the incidents they deal with they could be investigated and solved very, very quickly, but they seemed to go with some backlog a pile, which then implicates, you know, career progression, various things, various offices. They need a tailored approach because not every officer reacts are saying, in my case, I couldn’t care less, do what you need to do, whereas some officers get a very informal complaint and the whole world can crush them down.

[bookmark: _Hlk210068115]Tape recording switched off.
Researcher thanked participant and checked in with participant to see how they were feeling and if any further support was required.



Appendix 4
Written comments to the open questions on the questionnaire

	In what way did receiving a complaint have an impact on your wellbeing?
	· Always worried
· Added stress in work
· Confidence, self-worth, worry, anxiety, shame, disappointment
· The mental strain and worry about the future aggravated some already heightened stress and concerns. This was compounded by inappropriate behaviour from managers.
· Had an impact of my physical and mental health. Struggle attending the work
· Stress
· Stressed about potentially losing my job
· I felt like I was useless in the job and that I was letting my colleagues down and the public.
· It caused me significant stress and after it was still not resolved six months after the event I went off sick with work related stress.
· I was unable to carry out day to day duties unable to engage with public placed on tedious admin roles refused overtime and bank holiday pay.
·  Anxiety / stress / worry / feel on your own 
· Constant state of worry
· mental health issues arose concerning stress levels and PTSD
· Significantly - so much so that I sought help From GP
· I felt stressed and nervous at work. Felt like it affected confidence
· Mostly mental health as I felt inadequate. However, it affected me physically to as I suffered from heart palpitations and sleeplessness.
· Uncertainty about my job and consequences of losing my job and being in the media about what happened. Years under investigation so it has a draining effect on you. 
· I felt useless in work and that nobody trusts you anymore. 
· In one particular case, I received very few updates or reassurance which made me extremely anxious and unsettled. 
· It had a massive impact on my wellbeing and made me uncertain about how I could effectively carry out my role with the fear of further unfounded complaints.
· It takes a long time for them to investigate it, and you remain having to go about your daily job.
· Just made me feel worthless as a police officer and everything I had done for that person was all for nothing
· Imposter syndrome
· Due to the way that I was treated I ended up going off on the sick with depression
· Not sleeping at night,
· I was constantly overthinking and worrying if I had done something wrong or should’ve dealt with the incident better, work related stress, not wanting to go to work
· Impacted both my physical and mental health
· Mental - made me feel like I had a negative impact on the community when my intention was only to keep people safe and I would have likely been criticised if I hadn’t done what I had done
· Anxiety
· I was worried about the impact on my career and workplace reputation. It led to me being slower and less efficient on duty as I would second guess my actions
· I felt worried about receiving a complaint, I felt anxious about it as I didn't know what the consequences would be. I'm new in service and felt it might reflect badly on my reputation or even my career prospects. I did lose sleep over it even though my line manager said, "don't worry it will be sorted". Nothing came of it, but I still don't know if having a complaint is on my record.


	If you received support was it helpful?
	· No info/support received.
· No support
· Reassuring
· It was in relation to an issue at court so only dealt with via Standards.
· Only support from family and GP was helpful, the rest felt like a 'tick box' and that they were going through the motions
· Explained the process
· helpful in regard to staying on the same shift with similar role - not helpful in that it does not rectify the issue of being restricted long term with no apparent progress in your case
· Reassurance
· doctors were able to provide additional professional therapy support; family was able to comfort and reassure
· Occ health/ wellbeing team never followed up on what they offered
· I just received generic support, no real feeling behind it
· I didn’t take up the support offered as I was just given a leaflet
· I did not receive any support
· The organization does not cater for Officers at all especially when you have done nothing wrong but still your treated like a criminal
· The support helped me worry less, but it did not prevent it
· My family were understanding which was helpful but understandably they couldn't offer any advice. My colleagues were supportive but just said " don't worry about it", which didn't really reassure me! My line manager pretty much said the same.
· I was just given a leaflet


	Were there barriers to seeking support?
	· Never offered any
· Wouldn't know who to ask
· Just told it would be fine! The complaints going nowhere it’s not an issue. This doesn’t help my feelings
· Stigma around seeking support.
· Didn’t receive any or signposted to any in the first place
· They didn't really want to help or support me
· IOPC / PSD slow with updates / progress
· Stigma around seeking mental health support as a professional constable who should have a "reasonable toughness"
· Pride
· Didn't know where to get support from
· Don't want to cause issues or problems. Just want to be quiet and stay out of the way.
· What support? , only support is family and colleagues
· Stigma about seeking support or assistance, particularly for mental health concerns
· I didn't feel I could ask for updates or for more information, as most people seemed to think because Professional Standards weren't involved then it was no big deal, so it felt like I would be making a fuss if I kept asking about it.


	Do you recall receiving any information about the complaints process, what to expect and what support is available either in training or at any time in your career?
	· Options, advice
· Explanation of process, steps etc
· An explanation of what it looks like and how it functions.
· Referred for counselling
· I got info via a word document in an email. Read as though it was template used many times before.
· Updates from standards to explain what was happening and that they would only continue contact if the complaint was escalated but it was not.
· Something telling me what would happen and to know they still valued me and my experience.
· The process, how it works, regular updates
· How long the investigation would last. Why it made the threshold to be investigated. Who was investigating.
· Processes - how the process worked, how long it could have taken, how to get support
· Generic Gwent Police documents
· Would have been nice to know how it goes and works.
· Explanation of the process, investigation and reassurance. A point of contact for any concerns or access to an intermediary who could have offered support and advice.
· Verbal information about the process from my fed rep
· Just some reassurance from my line manager, or the federation getting in contact
· What is the evidence of the complaint.
· I was vaguely aware of the complaints process, but was not given a full understanding of how it was being managed and progressed (local/PSD etc)
· I received generic police information
· The information we received in training was more about professional standards. Although its rarer for professional standards to be involved or the IOPC I would have found it helpful to be given realistic expectations about the almost inevitability of receiving a complaint from someone who is unhappy about either being arrested or the outcome of their interaction with the police if it hasn't been the outcome they wanted. It would have been helpful to know more about how complaints are managed ‘in house’ and where to go for advice.


	What do you think the implications are for the organisation regarding the impact on police officers of receiving a complaint and the way complaints are handled?
	· Investigations take too long. Only poor performance gets publicised. Feels like media against police
· Can lead to increased absences due to stress as well as poorer performance if not able to give 100%
· Officers are unable to provide the level of service communities deserve
· The implications would be a reduce in mental health which would mean they are less likely to attend work. Or when they do attend work they are unable to work at full capacity
· Higher sickness rate
· Many officers are being suspended which impacts the organisation, their colleagues on shift who have to pick up their workloads, and less officers answering calls
· No real transparency from investigation departments and as such many officers are going off on the sick due to MH.
· It's another statistic for the force it could be a very minor complaint or serious complaint however whatever level of complaint you are always marked as having one.
· Devastating, demoralised workforce and good officers leaving the force.
· Concern for the officers and the uncertainty going forward
· doesn’t seem organisation cares about the officer’s receiving complaints
· I think this comes down to public perception and the force wanting to show strong ability to deal with issues that arise.
· Very adverse. Long drawn-out unethical investigations are affecting the trust in leadership, PSD and the organisation.
· Sickness records speak volumes
· officers are usually left to deal with this on their own
· It is almost as if you are guilty before it is investigated.
· They have to pay wages for staff who can't do any work for them. Lots go on the sick, so they have to manage this for the staff. 
· I know that investigations can take a long time and having a number of complaints from the public can make me doubt.
· Increased sickness, poor performance and negative impact on service delivery and reputation of the organisation.
· It causes stress, long unnecessary processes when this could be completed and rectified early
· I think a lot of officer’s deal with the complaints differently, the way they are handled from what I have experienced is they will keep any information to themselves and only when there is an outcome or update when requested I would find anything out
· I have no idea
· If officers are not treated fairly and kept fully up to date with the process, it will have a negative impact on the wellbeing, resulting in more officers being on the sick, negative impact on ability to respond to respond to demand and increased pressure on those officers left in work. The length of time it takes for investigations to be completed is far too long as well.
· People tend to leave the job or go on work related stress, impacting their mental health
· The complaints procedure is not transparent and there is no support. The federation gives poor support and updates.
· Complaints are handled with the impact on the community in mind rather than the impact on the officer. Seems as though the organisation cares more about the public rather than the officers protecting the public.
· Officers are treated as guilty before the outcome is decided
· Younger in service or less confident officers are much more likely to be impacted by complaints. Some of these complaints are found to be unwarranted or untrue, but often not for some time. Having a complaint hang over the head of the officer is likely to impact their confidence and CPD
· It’s definitely bad for morale that there is a general worry that the organisation might throw you under the bus. You rarely see any positive news about the police, especially on social media which undermines your confidence. I know of quite a few officers who have been put on restricted duties and end up off sick due to the stress. Investigations seem to take a long time which must be so stressful.

	Are there any changes you can suggest that would help reduce any negative impacts of the complaints and/or the investigation process?
	· Public understanding and quicker investigations
· Introduction of explanations process, direct contact via phone rather than email
· Faster to deal with complaints and if the complaint is “rubbish” don’t be afraid to tell the complaint “victim” we will not be doing anything about this because the officer isn’t in the wrong.
· Better communication from PSD/IOPC
· Be more understanding and transparent when it comes to the process
· To not look at the officer as a suspect.
· Genuine care and support recognising the difficult job we do. It feels like you can't do right for doing wrong and nobody cares either way!
· More support offered
· To support the officers rather than appease media / public to use some discretion instead of blanket restrictions on officers 
· Being able to handle and distribute to officer on a more person-based approach rather than just issuing complaints the same to all officers disregarding any previous issues officers may have
· Shortening the process. Officers are left under investigation for extended period due to high workloads in PSD. Rather than the need for a longer investigation.
· Being kept up to date on what to expect
· Support - explain the process - ensure that officers know who to speak to
· Research the incident first to see if it actually happened.
· It needs to feel a bit more personal. It’s all very generic and impersonal
· Better explanations as to what happens and faster investigations
· Increased support expedited investigations and better communication and support.
· Not to make a big fuss over the situation. Keep it professional
· Investigate the complaint in its entirety and not take the person's word literally
· Increase the speed in which the process takes
· PSD need to speed up the investigation and not leave Officers in the dark especially when the evidence is false or malicious
· Line managers or whoever is dealing with complaint simply asking if the officer is alright and if they would like any support, especially when restrictions are involved.
· Complaints, particularly long running ones, can impact on shift efficiency. When experienced officers are not able to utilise their skills this can cause voids in the shift. When specialist skills are prevented from use (e.g. Taser, Response driving) this can dramatically affect the shifts’ ability to respond to and deal with certain incidents, potentially affecting their ability to hit arrival target times
· There should be more information given during training and reassurance that the process to investigate will be fair. I know that should go without saying but you hear a lot of negative things which undermines your confidence. It would help manage expectations to have realistic information about how long investigations take. Support and information should be offered more proactively.






Age distribution of respondents

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

18-24	25-34	35-44	45-54	55-64	Prefer not to say	6	16	9	3	0	0	18%	47%	26%	9%	0%	0%	Percentage	
18-24	25-34	35-44	45-54	55-64	Prefer not to say	0.17647058823529413	0.47058823529411764	0.26470588235294118	8.8235294117647065E-2	0	0	Age range


Count



Gender distribution of respondents

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

Male	Female	Non-binary	Prefer not to say	15	19	0	0	44%	56%	0%	0%	Percentage	
Male	Female	Non-binary	Prefer not to say	0.44117647058823528	0.55882352941176472	0	0	

Length of service distribution of respondents

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

Less than 2 years	Between 2 and 5 years	Between 6 and 9 years	10 years or more	Prefer not to say	2	15	9	8	0	6%	44%	26%	24%	0%	Percentage	
Less than 2 years	Between 2 and 5 years	Between 6 and 9 years	10 years or more	Prefer not to say	5.8823529411764705E-2	0.44117647058823528	0.26470588235294118	0.23529411764705882	0	

Ethnicity distribution of respondents

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

British	Mixed race 	Prefer not to say 	White	White British	White Welsh	2	1	1	5	18	2	7%	3%	3%	17%	62%	7%	Percentage	
British	Mixed race 	Prefer not to say 	White	White British	White Welsh	6.8965517241379309E-2	3.4482758620689655E-2	3.4482758620689655E-2	0.17241379310344829	0.62068965517241381	6.8965517241379309E-2	Ethnicity


Count



Summary of who investigated complaints

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

It was dealt with by my line manager	It was dealt with by the IOPC	It was dealt with by the Professional Standards Department (PSD)	Not received a complaint	15	6	23	0	34%	14%	52%	0%	Percentage	
It was dealt with by my line manager	It was dealt with by the IOPC	It was dealt with by the Professional Standards Department (PSD)	Not received a complaint	0.34090909090909088	0.13636363636363635	0.52272727272727271	0	


Impact of complaints on staff wellbeing

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

Yes	No	Not received a complaint	28	6	0	82%	18%	0%	Percentage	
Yes	No	Not received a complaint	0.82352941176470584	0.17647058823529413	0	

Summary of impacts of complaints on staff wellbeing

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

Mental health symptoms (Stress/worry/anxiety)	Physical health symptoms	Reduced effectiveness in work	Work attendance / sick leave	Administrative retaliation	27	5	2	3	1	71%	13%	5%	8%	3%	Percentage	
Mental health symptoms (Stress/worry/anxiety)	Physical health symptoms	Reduced effectiveness in work	Work attendance / sick leave	Administrative retaliation	0.71052631578947367	0.13157894736842105	5.2631578947368418E-2	7.8947368421052627E-2	2.6315789473684209E-2	


Did respondents receive support during their investigation

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

Yes	No	Not received a complaint	11	23	0	32%	68%	0%	Percentage	
Yes	No	Not received a complaint	0.3235294117647059	0.67647058823529416	0	

Summary of support received by respondents

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

Referral to services from Oscar Kilo (National Police Wellbeing Service)	Information on services from Oscar Kilo (National Police Wellbeing Service)	No Support	Referral to Force Wellbeing services	Referral to Occupational Health	Support from your Federation representative	Face to face support from your line manager or senior management	Saw your GP (doctor at your own GP practice)	Support from friends or family	Support from colleagues	No response	0	1	2	2	2	3	4	5	7	8	20	0%	2%	4%	4%	4%	6%	7%	9%	13%	15%	37%	Percentage	
Referral to services from Oscar Kilo (National Police Wellbeing Service)	Information on services from Oscar Kilo (National Police Wellbeing Service)	No Support	Referral to Force Wellbeing services	Referral to Occupational Health	Support from your Federation representative	Face to face support from your line manager or senior management	Saw your GP (doctor at your own GP practice)	Support from friends or family	Support from colleagues	No response	0	1.8518518518518517E-2	3.7037037037037035E-2	3.7037037037037035E-2	3.7037037037037035E-2	5.5555555555555552E-2	7.407407407407407E-2	9.2592592592592587E-2	0.12962962962962962	0.14814814814814814	0.37037037037037035	


Was the support received helpful to respondents

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

Yes	No	No response	6	16	12	18%	47%	35%	Percentage	
Yes	No	No response	0.17647058823529413	0.47058823529411764	0.35294117647058826	

Did respondents encounter barriers to seeking support

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

Yes	No	No response	15	16	4	43%	46%	11%	Percentage	
Yes	No	No response	0.42857142857142855	0.45714285714285713	0.11428571428571428	

Did respondents receive support or information about the complaints process

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

Yes	No	Cannot recall	6	19	12	16%	51%	32%	Percentage	
Yes	No	Cannot recall	0.16216216216216217	0.51351351351351349	0.32432432432432434	

Summary of implications the complaints process has for the organisation

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

Increased sickness absence	Impact on level of service	Increased pressure on other staff	Staff morale	increased turnover	11	6	3	13	2	31%	17%	9%	37%	6%	Percentage	
Increased sickness absence	Impact on level of service	Increased pressure on other staff	Staff morale	increased turnover	0.31428571428571428	0.17142857142857143	8.5714285714285715E-2	0.37142857142857144	5.7142857142857141E-2	


Summary of possible changes to the complaints process

Count	[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]
[CELLRANGE], [VALUE]

Shorten process	More support	More information	8	10	9	30%	37%	33%	Percentage	
Shorten process	More support	More information	0.29629629629629628	0.37037037037037035	0.33333333333333331	
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