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	Vision

Excellence in the independent and impartial investigation of police complaints.

Mission 

Providing an effective, efficient and accountable Police Complaints system, which is independent, impartial and designed to secure the confidence of the public and police.


	I am pleased to publish my second Corporate Plan 2009-2012 outlining the strategic direction of the Office over the next three years.  It includes the specific business objectives and targets for the year 2009-2010, as well as noting the progress of those objectives and targets during the 2008-2009 reporting period.

I am continuing my focus on a quality improvement agenda.  This is critical because it not only ensures that the Office continues to deliver on statutory and public expectations, but it also ensures that we are well positioned to deal with the expected devolution of policing and justice to the Northern Ireland Assembly and the increased demands that will result.  Additionally, recessionary pressures over the next period will mean that public resources are scarce and we will have to deliver our service with increased efficiency and effectiveness.  

Over the past year we have restructured our investigative service delivery to better reflect and more effectively deliver our distinct lines of business.  

These are:

1 Investigating allegations of police wrongdoing during the period (1968-1998); and
2 Investigating complaints against the police during the present and into the future.
	I am awaiting Government decisions resulting from the recommendations of the Consultative Group on the Past (Eames/Bradley Report).  This will determine whether or not this Office continues to investigate issues from the Past (1968-1998) involving allegations of police wrongdoing, or if a Legacy Commission does it.  A business case was submitted to Government in June 2008 detailing the additional resources required by this Office if we are to effectively deal with the overload of cases from the Past.  In the absence of a decision, or non-adoption of an alternative means of dealing with the Past, the business case will have to be considered as a priority if victims of that past are to be considered.
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Despite the challenges, the future work of this Office remains an integral part of a vibrant society and challenging policing environment.  I am now in my second year as Ombudsman and continue to be impressed by the commitment of our staff in delivering an effective police complaints system for the benefit of the public and the police.  Their dedication, along with improving quality, will ensure that our Vision and Mission are achieved. 

Al Hutchinson

Police Ombudsman for Northern Ireland


Statutory Duties 

___________________________________________________________________ 

THE POLICE OMBUDSMAN FOR NORTHERN IRELAND IS: 

· Established by the Police (NI) Act 1998;

· Accountable to Parliament through the Secretary of State;

· Constituted and operated independently of the Northern Ireland Policing Board (NIPB) and the Chief Constable;

· Required to have regard to any guidance given by the Secretary of State;

· An executive non-departmental public body financed by a Grant in Aid from the Northern Ireland Office (NIO).

THE POLICE (NI) ACT 1998 DIRECTS THE POLICE OMBUDSMAN TO:

· Secure an efficient, effective and independent complaints system;
· Secure the confidence of the public and members of the police force;
· Observe all requirements as to confidentiality;
· Receive complaints and other referred matters and to decide how to deal with them;
· Receive and record policy complaints and refer them to the Chief Constable;
· Make recommendations to the Director of the Public Prosecution Service (PPS) for criminal action;
· Make recommendations and directions in respect of disciplinary action against police officers;
· Notify the Secretary of State, NIPB and Chief Constable of the outcome of certain complaints, referred matters and any investigation which the Ombudsman initiates without a complaint;
· Report to the Secretary of State annually.

THE POLICE (NI) ACT 2000 DIRECTS THE POLICE OMBUDSMAN TO:

· Carry out inquiries as directed by the Secretary of State;

· Supply statistical information to the NIPB.

THE POLICE (NI) ACT 2003 DIRECTS THE POLICE OMBUDSMAN TO:

· Investigate a current practice or policy of the police if: -

· The practice or policy comes to his attention under the Act, and

· He has reason to believe that it would be in the public interest to investigate the practice or policy.

Public Values 

___________________________________________________________________ 

INDEPENDENCE

The Police Ombudsman operates independently of the Police Service and the NIPB in Northern Ireland and strives to investigate all complaints objectively and even-handedly.

IMPARTIALITY

The Police Ombudsman and his staff handle and investigate complaints free of bias or influence.

INTEGRITY

The Police Ombudsman and his staff operate with integrity in all their dealings with the Public and the Police.

OPENNESS

The Police Ombudsman must not disclose any information in relation to a complaint except as provided by the Police (NI) Act 1998.

FAIRNESS

The Police Ombudsman gives all complainants and police officers an opportunity to state their case.

HUMAN RIGHTS

The Police Ombudsman observes the relevant international principles and standards on policing and respects human rights.  

ACCESSIBILITY

The Office is open to the public during normal working hours, there is a dedicated phone number for complainants, and we acknowledge all complaints whether by e-mail, telephone, fax or via our website.

SATISFACTION 

The Police Ombudsman welcomes from members of the public and police officers any complaints, criticisms or comments in relation to the manner in which complaints or investigations have been handled.

ACCOUNTABILITY

The Police Ombudsman is accountable to Parliament, to the Secretary of State for Northern Ireland and to the Courts.  An Annual Report and Accounts to the Secretary of State must be laid before Parliament.  This principle of accountability will be maintained through the process of devolution of policing and justice powers to the Northern Ireland Assembly, when that occurs.

Corporate Governance  

___________________________________________________________________ 

GOVERNANCE 

The Police Ombudsman, Mr Al Hutchinson, is appointed by Her Majesty, as a named person for a fixed term of seven years.  The status of this public authority is that of corporate sole.  The Police Ombudsman is accountable to Parliament, through the Secretary of state, for the duty placed on him to provide an independent and impartial police complaints system. 

CORPORATE ACCOUNTABILITY 

The status of the Office of the Police Ombudsman is that of a non-departmental public body administrated through the Northern Ireland Office.  The Accounting Officer responsibility is delegated from the Permanent Secretary of that Department to Samuel Pollock, Chief Executive, who is accountable to the Police Ombudsman for the effective and efficient control and resourcing of the Office. 

EXECUTIVE CONTROL 

A Senior Management Team convenes monthly, or more often if required, and comprises the Police Ombudsman, the Chief Executive, Senior Director of Investigations and four Directors.  Directors carry executive responsibility for delegated functions, resources and control of operations and are required to report through the Senior Management Team for the effective and efficient running of the police complaints system and the performance of the staff. 

AUDIT COMMITTEE 

An Audit Committee with independent members and representatives of the Northern Ireland Office oversees internal audit and internal financial controls.   External audit is facilitated through the Northern Ireland Audit Office.   The Office is the subject of inspection by the Surveillance Commissioner, the Interception Commissioner and the Criminal Justice Inspectorate. 

ANNUAL REPORT  

The corporate governance of the Office is manifested through regular formal reporting on a quarterly basis to the Northern Ireland Office and with a full Annual Report and Statement of Accounts in relation to the performance and funding of the Office made to the Secretary of State and published in Parliament in July each year.  

Current Business Objectives and Targets 

___________________________________________________________________ 

	Our Annual Report for the year just ended will continue to highlight achievements by the Office over the past year.  The working relationships with our key stakeholder, the PSNI, continue to consolidate. The current results from independent research show that the confidence of the public in the working of the Office remains high.  With the expectation of devolution of policing and criminal justice, the strategic goal set one year ago remains in focus and the Office looks forward to new relationships being developed with the Assembly.  

Due to significant vetting delays in clearance of staff to take up appointments, resource had to be released to the NIO but the staffing of the Office is now operating at a satisfactory level.  It is a concern that the level of secondments of police officers from England and Wales and the difficulty in persuading police services to release staff to us has resulted in the lowest number of seconded police officers since the Office opened.  Maintaining an adequate level of existing police knowledge and practice will be addressed in this current business cycle.  The programme of training and accreditation of new investigators has been almost completed and again in this current cycle a further cohort of staff will be subject of a programme of accreditation with a new service provider.
	After a lengthy programme of procurement and development, the infrastructure of the Office has now been enhanced with a new Case Handling System.  It is demonstrating a significant capacity in the electronic management of cases and while it has been a long and difficult programme of implementation, the advantages and added value will begin to impact in efficiencies and much improved administration and file management of cases.  

Directors and managers are engaged in a three-year programme of business improvement in all aspects of functioning within the Office focusing on the principles and processes embedded in the European Foundation for Quality Management (‘EFQM’) model.  More effective business management within the investigations directorate and increased focus on quality assurance over the past year is also beginning to represent itself in better outcomes and targets in quality and timeliness and I agree with the Police Ombudsman that this programme of business improvement will continue to be a priority for this next year.      
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Sam Pollock OBE 

Chief Executive


Executive Management and Functions   

___________________________________________________________________ 
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Jim Coupland

Senior Director of Complaints & Investigations

· Adviser to the Police Ombudsman on investigation strategy and outcomes

· Strategic oversight of all investigations 

· Supervision of Director of Investigations 
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John Larkin 

Director of Complaints & Investigations

· Management and control of all complaints and investigations

· Supervision of Senior Investigators and Senior Complaints Officer 
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Greg Mullan 

Director of Policy & Practice  

· Management and control of all policy and practice investigations  

· Programming and resourcing of research 

· Supervision of Professional Standards and Research Managers 

Executive Management and Functions   

___________________________________________________________________ 
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Olwen Laird 

Director of Corporate Services 

· Management and control of corporate services 

· Secretary to and member of the Audit Committee 

· Advising the Chief Executive on Corporate Governance and Risk Management Issues
· Supervision of Human Resource, Finance and IT Managers 
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Tim Gracey 

Director of Information 

· Management and control of information and media communications 

· Adviser to the Police Ombudsman on external communications 

· Supervision of Information and Media Managers  
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Jim Kitson 

Director of Legal Services 

· Adviser to the Police Ombudsman on legal matters 

· Advising the Chief Executive and Directors on corporate issues 

· Briefing Counsel as required  

Corporate Goals, Objectives, Indicators and Targets 2009 to 2012


Adapting to Changing Circumstances

	Key:
	· Aim
	· Progress to date

	
	
	

	GOAL 


	
	ASSOCIATED OBJECTIVES & TARGETS 

	To establish or adapt the processes of the Police Ombudsman’s Office to take account of changes in statutory requirements, developments in policing and changing community needs.  
	
	To provide statistical information and reports including trends and patterns in complaints to the Police Ombudsman Senior Management, the Policing Board, the PSNI, District Policing Partnerships, Policing Districts and the public and other relevant bodies.



	Over the next three years we aim to respond, as appropriate, to: -
	
	 

	· The devolution of policing and justice in Northern Ireland and to the needs of the Northern Ireland Assembly and its Committees;

· Awaiting developments but ready to respond as required.

	
	· To make available all reports on trends and patterns in complaints reports within timescales.

· To report on trends and patterns in complaints arising from public complaints involving incivility.  (March 2010)

· To report on levels of complainant satisfaction with service provided by the Office.   (July 2009) 

· To report on public awareness and confidence in the police complaints system, across Northern Ireland.  (August 2009)

· To report on satisfaction levels of Police Officers subject of investigation. (September 2009)

· To research and report on patterns and trends of Section 75 Groupings in respect of police complaints within Policing Districts.  (February 2010)

· To publish Complaint Equality Monitoring report. (September 2009)

· To report on pilot mediation project.  (May 2009)

· To develop a benchmarking on complainant satisfaction with the Garda Siochana Ombudsman Commission and the Independent Police Complaints Commission. (Ongoing)


· To produce statistical information for the Police Ombudsman’s website. (June 2009)  

	· Contribute to and respond to outcomes of Government enquiries on dealing with the past, for example the Northern Ireland Affairs Committee Report and the Consultative Group on the past co-chaired by Lord Robin Eames and Denis Bradley;

· Awaiting developments.

	
	· 

	· Adapt the workings of the Office to facilitate any statutory change arising from the Police Ombudsman’s Five-year Legislative Review;

· Consultation by the NIO now complete, changes awaited.

	
	· 

	· Report on trends and patterns in police complaints within communities linking these to Section 75 (Northern Ireland Act 1998) groupings; 

· Ongoing priority for Policy & Practice Directorate.

	
	· 

	· Provide enhanced statistical information to local police areas and communities; 

· Development of District Command local reports and work with District Champions now established.  

	
	· 

	· To deliver an outreach programme, including presentations and other community initiatives, to enhance public and police understanding of the work of the Office. 

· Ongoing programme championed by Information Directorate.
	
	· 


Improving Quality

___________________________________________________________________ 

	Key:
	· Aim
	· Progress to date

	
	
	

	GOAL 


	
	ASSOCIATED OBJECTIVES & TARGETS 

	To deliver effective and timely complaint handling and investigation processes which are centred on quality and continuous improvement. 


	
	To promote and support ethos of continuous improvement through effective supervision and development of staff ensuring quality underpins all aspects of the complaint handling and Investigation process.



	Over the next three years we aim to: -
	
	

	· Streamline the complaint registration and handling process;

· New arrangements are in place.
	
	· To conduct Performance Reviews and agree Personal Development Plans for all staff. (May 2009)

· To review on an ongoing basis all live investigations, dated more than 120-days, and identify reasons for delays to Senior Management.   (October 2009)

· To develop workload programme ensuring that investigators do not carry a caseload disproportionate to their experience and competence.  (June 2009)

· To introduce an appropriate staff recognition scheme.  (November 2009)

· To review placement of staff within teams to ensure staff exposure to a wide range of investigatory techniques.  (August 2009) 

· To establish a continuous review team for significant cases.  (September 2009)

· To establish a Management Group to centrally manage development of the new Case Management System.   (June 2009) 

· To provide staff with training agreed within the Annual Training and Development Plan.

· To provide an information programme to staff alerting them to significant legal, investigative and other developments in Best Practice. (June 2009)

· To maintain a pro-active programme of responding to questions from the public, their representatives and the media about the work of the Office.



	· Develop a rigorous programme of supervising of investigation processes to achieve the highest standards; 

· New structure in place from 26 January 2009.
	
	· 

	· Ensure investigation and use of forensic science techniques are underpinned by best practice; 

· Ongoing.
	
	· 

	· Introduce effective mediation processes;

· To be considered following Mediation pilot project report (April 2009).
	
	· 

	· Work closely with the local Police District managers in resolving complaints of a less serious nature, such as incivility, quickly and locally;

· Concept of local resolution of complaints not yet initiated although discussed in key forums.
	
	· 

	· Continue to train and externally accredit investigators and managers with professionally recognised qualifications;

· Training and accreditation programme agreed and new provider procured.  Programme to commence April 2009.
	
	· 

	· Contribute to the overall improvement in policing policy and practice through recommendations arising from investigations;

· Review of Regulation 20 Reports issued to Chief Constable and Policing Board.
	
	· 

	· Work closely with other police complaints and oversight bodies for the purpose of benchmarking and shared learning.

· Key events with IPCC, Garda Commission and Scottish Commission facilitated and collaboration on reviews, research and common developments progressing well.
	
	· 


Better Resource Management ___________________________________________________________________ 

	Key:
	· Aim
	· Progress to date

	
	
	


	GOAL 


	
	ASSOCIATED OBJECTIVES & TARGETS 

	To restructure and realign resources in the Office to fulfil the duties of the Police Ombudsman in relation to current and historic investigations. 


	
	To achieve an efficient and effective management of resources in all functions of the Office.



	Over the next three years we aim to: -
	
	

	· Acquire additional resources dedicated to investigation of historic matters; 

· Business case established and presented to NIO in June 2008 but no response as yet.

	
	· To keep expenditure within 2% of approved budget planning.

· To produce monthly corporate financial management information. 

· To produce, on a quarterly basis, a Performance Management Business Report for the Police Ombudsman’s Senior Management Team, the Northern Ireland Office and the Audit Committee.

· To produce an Annual Report for the Secretary of State.  (June 2009)

· To conduct major post-implementation review of the new Case Handling System.  (August 2009)

· To implement recommendations arising from an Office review of internal communications.  (November 2009)

· To update the organisational risk register on a quarterly basis.

· To publish the Corporate Plan.  (June 2009)



	· Optimise allocation of existing resources to the investigation of current complaints; 

· Continuing strengthening and restructuring of resources in the Volume and Core Investigations Complaint Teams.

	
	

	· Increase the resilience in dealing more effectively with grave or exceptional matters, Police Ombudsman call-ins and Chief Constable referrals;

· Matching skills and competencies of Investigations to operational requirements.

	
	

	· Liaise with Government bodies and the Department regarding any Policy change in relation to dealing with the past dependant on the recommendations of the Consultative Group on the Past, and the Northern Ireland Affairs Committee. 

· Report from the Northern Ireland Affairs Committee received and commentary on the work of the Police Ombudsman was significant and constructive. 
	
	


Developing The Organisation

___________________________________________________________________  

	Key:
	· Aim
	· Progress to date

	
	
	


	GOAL 


	
	ASSOCIATED OBJECTIVES & TARGETS 

	To implement a three-year organisational development programme to improve internal structures, functioning and performance of the Office. 


	
	To progress the Organisational Development Strategy designed to support business improvement.



	Over the next three years we aim to: -
	
	

	· Implement a three-year Organisational Development Strategy designed to bring about improvements in organisational effectiveness; 

· Organisational Development programme agreed in principle and a Project Implementation Board has appointed a Project Manager.  


	
	· To produce on a bi-monthly basis an organisational development progress report for staff.

· To review roles and structure of executive oversight and management.  (Dec 2009). 

· To review the organisation accommodation and facilities conducive to business improvement.  (March 2010)

· To promote the work of cross-functional groups in support of business improvement.


· To engage in the initial assessment of business processes in line with EFQM standards.  


	· Review and adjust Office roles, structures, processes and resources to cater for workload demands;

· Ongoing.

	
	· 

	· Align structures to support the delivery of policy developments and performance in core business operations;

· Ongoing – a system for prioritising critical cases in Investigations Directorate now being initiated.

	
	· 

	· Promote cross-functional working in support of business improvement;

· Cross-functional group established.  Directors appointed to lead organisational development programme.

	
	· 

	· Engage the Office in European Foundation of Quality Management assessment and accreditation programme.

· Commitment to seek accreditation following foundation work.
	
	· 


Key Performance Indicators and Targets  -  Summary

___________________________________________________________________  

	 Key Performance Indicators
	Targets 

(2009-10)
	Performance against Targets 

(2009-10)

	Level of complaints registered
	· Resource and action all complaints and related allegations registered.


	

	Responsiveness, prompt service and timely processes
	· Register all appropriate matters reported to the Police Ombudsman within 3 working days of receipt.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                           

· 90% of all complaints to be actioned within 5 working days of being registered.

· All telephone calls to the Office to be responded to within 10 seconds.

· 95% of complainants calling to the Office to be seen within 5 minutes.

· 85% of complainants to be updated every 6 weeks.

· 85% of police officers to be updated every 6 weeks.

· 90% of complaints, not subject of investigation or Informal Resolution, to be dealt with within 40 working days.

· 90% of complaints suitable for Informal Resolution to be referred within 3 working days of complainant consent being obtained.

· 90% of complainants to be contacted by the Investigating Officer within 3 working days of the complaint being allocated to that officer.

· Average time to complete investigations (apart from grave and exceptional matters) 120 working days, 

· Respond (24/7) within 1.5 hours to serious incidents referred in Belfast and 3 hours outside Belfast.

· To refer to the Chief Constable, Regulation 20 reports within 40 working days of completion of investigation 
	

	Quality and effective investigations, levels of satisfaction and confidence in police complaints system
	· 60% of complainants being satisfied or very satisfied with service received.

· 75% of complainants willing to use the service again.

· 75% of police officers subject of investigation to be satisfied with the service provided by the Police Ombudsman.

· Maintain over 80% public awareness and confidence in the police complaints system. 

· On a 60-day basis all on-going investigations will be subject to a quality review by supervisory staff.


	

	Management of resources
	· Maintain expenditure within 2% of allocated resource funding.

· Maintain less than 5% staff absence per annum.

· Maintain 70% of investigating officers with achievement of accredited investigator status.


	


Key Business Targets 2009-2010 

___________________________________________________________________  

	Business Targets
	Performance against Targets (2009-10)

	· Publish Corporate Business Plan.  (June 2009)


	

	· Make Annual Report available to the Secretary of State.  (June 2009)


	

	· Report on Complainant Satisfaction.  (July 2009)


	

	· Report on Public Attitude Survey.  (August 2009)


	

	· Report on Police Officer Satisfaction.  (September 2009)


	

	· Report on Equality Monitoring of Complainants.  (September 2009)


	

	· Conduct detailed post-implementation review of Case Handling System.  (July 2009)


	

	· Complete Annual Fair Employment Monitoring Return.  (May 2009)


	

	· Complete Annual Equality Scheme Progress Report.  (August 2009)


	

	· Make available reports on trends and patterns in complaints within agreed time lines.


	


Supporting Information  

___________________________________________________________________  
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data table
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		(DATA FROM MONTHLY REPORT 2008/09 )





SQL FOR COUNT OF COMPLAINTS CMS

		SELECT dbo_tbl_Complaint.C172_RefNo, dbo_tbl_Complaint.C172_ComPrecedDt INTO [*COMPLAINTS 0009]

		FROM dbo_tbl_Complaint

		WHERE (((dbo_tbl_Complaint.C172_ComPrecedDt) Between [START DATE] And [END DATE]));
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