GLOSSARY OF POLICE COMPLAINTS TERMINOLOGY
	Complaint Case 
	A Complaint made by a member of the public about the conduct of members of the police force (police officers or police staff members). Sometimes referred to as a ‘public complaint’ a ‘considered grievance’ a ‘formal complaint’ or a ‘complaint under the Police Reform Act 2002’.

	Complaint Allegation
	A complaint case will contain one or more allegations against one or more individuals – each allegation is categorised according to  a number of Home Office defined types 

	Conduct Case
	An internal matter recorded about a member of the force. Conduct matters may arise from public complaints or from internal discipline processes.

	Conduct Breach
	A matter that is recorded under a conduct case and is a breach of the standards of professional behaviour. A conduct case may consist of several breaches.

	Direction and Control (D&C)
	Matters raised regarding the organisation and its policies and processes rather than the actions of individual officers or staff

	Discontinuance
	A complaint outcome whereby it is deemed impractical to conclude an investigation, an example of this is complainant refuses to co-operate or complaint is repetitious

	Dispensation
	is a complaint outcome whereby the complaint cannot be taken forward, an example of this is insufficient information and lack of co-operation from complainant

	Dissatisfaction
	A process by which a member of the public can voice their concerns about the service they have received from the police without making or wishing to make a ‘formal complaint’. The idea is to provide a speedy response but If not satisfied, the originator still has the right to have the matter treated as a formal complaint. 

	Inbox
	An issue that is recorded for tracking and audit purposes including matters awaiting a recording decision, dissatisfaction matters and letters of appreciation.

	Independent Police Complaints Commission (IPCC)
	Has since 2004 overseen the system for dealing with a complaint about the conduct of those serving with the police. 

	Local Resolution
	A way of dealing with a complaint by solving, explaining, and settling the matter directly with the complainant. In order to proceed with this process the complaint has to meet certain criteria and the complainants consent is required. Locally resolving a complaint can be proportionate, timely and an effective way of resolving the matter.

	Most Similar Family Forces (MSF)
	HMIC pioneered the “Most Similar Force” approach, whereby each force is linked to a number of others which are “closest” in terms of the force values for a number of exogenous factors. This group is used for as a comparative measure of performance

	Not Upheld 
	The opposite of Upheld 

	Professional Standards Department (PSD)
	Within the police service deals with issues that directly or indirectly impact on the organisational health of the service, and levels of public confidence and support. These issues include the handling of complaints against members of the force and investigation of professional misconduct

	Subject
	The term used for those serving with the police who have been subject to a public complaint or conduct matter

	Substantiated
	Is a complaint outcomes following an investigation whereby the findings show that the service provided through the conduct of those serving with the police did not reach the standard a reasonable person could expect.

	Unsubstantiated
	The opposite of Substantiated

	Upheld
	(Formerly substantiated and unsubstantiated) is a complaint outcome following an investigation whereby the findings show that the service provided did not reach the standard a reasonable person could expect

	Withdrawn / Withdrawn not proceeded with
	A complaint outcome whereby the complainant decides to retract the allegation or not proceed with it.


