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FOR NORTHERN IRELAND




Complainant Satisfaction 

Survey 2005/06

Executive Summary

The Complainant Satisfaction Survey allows complainants to the Police Ombudsman’s Office to express their views on services provided by the Office.  This report presents the findings from the fifth survey.  The data were collected via a postal questionnaire from April 2005 to March 2006. 

The main findings are given below.

· Almost two thirds of respondents (62%) overall, thought that they were treated fairly by the Police Ombudsman’s Office.  

· Fifty eight per cent of respondents overall, taking everything into account, were satisfied with the service they received. This includes 29% who were very satisfied.  

· Seventy per cent of respondents would use the complaints system again. 

· Ninety five per cent of respondents thought staff were polite. 

· Ninety three per cent of respondents thought staff were friendly.

· Ninety two per cent of respondents thought staff were easy to understand.

· Ninety one per cent of respondents thought staff were patient.

· Eighty six per cent of respondents thought staff were knowledgeable

· Ninety per cent of respondents thought staff were professional.

· Seventy two per cent of respondents thought staff were impartial.

· Seventy nine per cent of respondents were satisfied or very satisfied with the ease of understanding of any letters written to them.

· Seventy six per cent of respondents were satisfied or very satisfied with how long the office took to reply after they first reported the incident.

· Sixty four per cent of respondents who had made their complaint directly to the Office were satisfied or very satisfied with the advice given to them at that time.

· Fifty eight per cent of respondents were satisfied or very satisfied with how seriously the office treated their complaint.  

· Sixty eight per cent of respondents were satisfied or very satisfied with how clearly the complaint process was explained to them.

· Sixty seven per cent of respondents were satisfied or very satisfied with how often they were told about the progress of their complaint.

· Thirty six per cent of respondents were satisfied or very satisfied with the outcome of their complaint.

· Fifty six per cent of respondents were satisfied or very satisfied with the overall time it took to resolve their complaint.

Introduction

The Office of the Police Ombudsman for Northern Ireland was set up by the Police (Northern Ireland) Act 1998 in order to provide an independent system for investigating complaints against the police in Northern Ireland.  The Police Ombudsman is committed to providing an independent and impartial investigation process of the highest quality, which is timely and secures the confidence of both the public and police.

The Complainant Satisfaction Survey allows complainants to express their views on services provided by the Office.  This report presents the findings from the fifth survey.  The data were collected via a postal questionnaire from April 2005 to March 2006. 

Methodology

Previous complainant satisfaction surveys were based on samples of complainants comprised of those who had their complaint closed (finally dealt with) during the last month of each quarter in a financial year (June, September, December and March, apart from those who had requested otherwise). During 2005/06 the sampling frame was expanded to include June and July and in September the Office began surveying all complainants who had a complaint closed. Thus the total sample comprised those whose complaints were closed during June and July 2005 and those whose complaints were closed between September 2005 and March 2006. Each complainant surveyed was mailed a confidential self-completion questionnaire, with full instructions and return envelope. A copy of the questionnaire is at Annex 2.  Two thousand and twenty two questionnaires were issued and 449 responses were received, representing a response rate of 22 per cent.  The response rate has increased from 13% in 2003/2004 to 22% in 2004/2005 and 2005/06 (Figure 1). 
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Figure 1: Survey Response Rate 2002/03 – 2005/06

Figure 2 shows the proportions of the eight main complaint closure types surveyed and for which responses were received. The greatest proportion of respondents (21%) had their complaints dealt with through Informal Resolution (IR).  As might be expected, the greatest difference between the proportions of complainants surveyed and those who responded was for those whose complaints had been closed because of complainant non co-operation, which comprised 27 per cent of complainants surveyed compared to 10 per cent of respondents.
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Figure 2: Sample and respondents by closure category

Over one third of respondents (37%) were female. This is a slightly higher proportion than found in complaints closed (28%). This reflects the higher response rate for females than males to the survey (Figure 3).
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Figure 3:  Sample and respondents by gender

Although, data for complainants’ age are not available in about forty per cent of complaints closed, it is interesting to note that older complainants were more likely to respond to the survey than younger complainants.  This may suggest a misrepresentation of the sample by age.  
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Figure 4:  Sample and respondents by age group

Every person who makes a complaint to the Office of the Police Ombudsman is asked to complete a confidential self-completion questionnaire for equality monitoring purposes (unless they have specifically requested not to receive correspondence or surveys). This questionnaire asks for indicators of the respondent’s gender, age, religious belief, ethnic group, marital status, disability, employment status, political opinion, sexual orientation and whether or not they have dependants. Of the four hundred and forty nine respondents to the complainant satisfaction questionnaire, four hundred and eighteen also responded to the equality monitoring questionnaire. This allowed an analysis of satisfaction ratings by some of the different equality categories. Unfortunately the numbers of respondents who identified themselves as being of an ethnic group other than White or of a sexual orientation other than heterosexual were too small to allow any meaningful analysis. Where responses to questions differ according to equality groups this is noted. Otherwise it can be assumed that there were no such differences.

Survey Results

Due to the small sample size, particularly in relation to age groups mentioned above, overall responses to questions only will be reported.

Did you at any time speak to staff from the Police Ombudsman’s Office?

The majority of respondents (80%) had spoken to staff. This was a slightly lower proportion than that reported in the previous year’s survey (86%).

If you did speak to staff from the Office, How did they seem to you?

Respondents were asked how staff appeared to them in relation to a number of both positive and negative characteristics. Figure 5 shows the proportions of respondents in descending order who considered that staff displayed these characteristics.  
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Figure 5: How did staff seem to you?

Perceptions of staff were very positive, with over nine out of ten respondents saying staff were polite, friendly, easy to understand or patient. Large proportions felt that staff were knowledgeable and professional and almost three quarters (72%) believed them to be impartial.

Fewer than one in ten (7%) respondents said staff were rude, 13 per cent said they were in a hurry or rushed and 21 per cent said staff seemed disinterested. 

Overall, do you think you were treated fairly by the Office?

In 2005/06, almost two thirds (62 per cent) of respondents thought that they were treated fairly by the Police Ombudsman’s Office. This proportion has fallen from 66 per cent in 2004/05 and 76 per cent in 2003/04. Female respondents (84%) were more likely than male respondents (62%) to believe that they had been treated fairly. 

If you think you were not treated fairly by the Office, please say why.

Those respondents who felt that they had not been treated fairly by the Office were asked to say why this was. One hundred and forty three commented. Respondents whose complaints had been closed as not substantiated or ill-founded or who had failed to co-operate with the investigation of their complaint were more likely than respondents overall to provide comments.

Not all comments were negative or critical of Police Ombudsman’s staff. Some felt that the system was unfairly weighted in favour of police officers. In some cases it appears that a perception of unfair treatment arose from the complainant’s failure to understand fully the explanation contained in the closure letter. Where specific criticism was made, general areas of comment were that the police officers were given favourable treatment, that the Office did not fully understand the nature of the complaint or that the complaint was not investigated thoroughly enough.

How satisfied or dissatisfied were you with each of the following aspects?

How long it took for the Office to reply to you after you first reported the incident.

Over three quarters (76%) of respondents were satisfied with how long it took the Office to reply. This includes 34 per cent who were very satisfied. Only 7% were very dissatisfied (Figure 6). Those aged under 25 (65%) and those aged over 65 (67%) were less likely than other age groups to be satisfied.
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Figure 6: Satisfaction with how long it took for the Office to reply after the incident was first reported

The advice given to you

A new question was added to the survey in 2005/06 asking how satisfied complainants were with any advice given to them by the Office at the time of making their complaint. Sixty four per cent of respondents who had made their complaint directly to the Office were satisfied with the advice given to them at that time (Figure 7). This included 26 per cent who were very satisfied. 
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Figure 7: Satisfaction with advice given 

Female respondents (76%) were more likely than males (57%) to be satisfied. Those aged over sixty five, as well as those aged under twenty five, were more likely than other age groups to express dissatisfaction (23% and 27% respectively compared to 15% overall).

How seriously the Office treated your complaint

Fifty eight per cent of respondents were satisfied with how seriously the office treated their complaint.  This includes 29 per cent who were very satisfied (Figure 8). The cumulative total for satisfied and very satisfied is lower in 2005/06 compared to 2004/05 (60%). Females (72%) were more likely than males (50%) to be satisfied. Respondents aged under twenty five (41%) and those aged over sixty five (40%) were less likely to be satisfied. Respondents with dependants (72%) were more likely than those without (57%) to be satisfied. Divorced and single respondents (47% across both groups combined because of the small numbers involved) were also less likely to express satisfaction.
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Figure 8: Satisfaction with how seriously the Office treated the complaint

How clearly the complaint process was explained to you by staff

Sixty eight per cent of respondents overall were satisfied with how clearly the complaint process was explained to them (Figure 9). This includes 33 per cent who were very satisfied. This overall satisfaction figure is lower than the 2004/05 level of 75 per cent. 
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Figure 9: Satisfaction with how clearly the complaint process was explained

Females (79%) were more likely than males (62%) and those with dependants (80%) were more likely than those without (68%) to be satisfied. Those aged sixty five and over (54%) were less likely than other age groups to express satisfaction. 

How often you were told about the progress of your complaint

Sixty seven per cent of respondents were satisfied with how often they were told about the progress of their complaint, including 29 per cent who were very satisfied (Figure 10). This overall satisfaction level is higher than the 2004/05 level of 62 per cent.
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Figure 10: Satisfaction with how often complainant was told of complaint progress

Females (75%) were more likely than males (61%) and those with dependants (80%) were more likely than those without (64%) to be satisfied. Respondents aged under twenty five (57%) were less likely than other age groups to express satisfaction.

How easy to understand any letters written to you were

Seventy nine per cent of respondents were satisfied with how easy to understand any letters written to them were, including 38 per cent who were very satisfied (Figure 11).  This overall satisfaction level has fallen from 82 per cent in 2004/05. Females (90%) were more likely than males (72%) and respondents with dependants (87%) were more likely than those without (74%) to express satisfaction.
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Figure 11: Satisfaction with ease of understanding of letters

The outcome of your complaint

Thirty six per cent of respondents were satisfied with the outcome of their complaint, including 16 per cent who were very satisfied (Figure 12). This overall level of satisfaction is lower than the 2004/05 level of 40 per cent.
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Figure 12: Satisfaction with the outcome of the complaint

Females (45%) were more likely than males (34%) to be satisfied. Respondents aged under twenty five (20%) and those aged sixty five and over (21%) were less likely than other age groups to express satisfaction

The overall time it took to resolve your complaint

Fifty six per cent of respondents were satisfied with the overall time it took to resolve their complaint, including 23 per cent who were very satisfied (Figure 13). This overall satisfaction level is slightly higher than the 2004/05 level of 55 per cent.
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Figure 13: Satisfaction with the overall time it took to resolve the complaint

Females (68%) were more likely than males (53%) and respondents with dependants (70%) were more likely than those without (59%) to express satisfaction. Respondents aged under twenty five (31%) and those aged sixty five and over (46%) were less likely than other age groups to express satisfaction.

Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received from the Police Ombudsman’s Office?

Fifty eight per cent of respondents were satisfied overall with the service received from the Police Ombudsman’s Office, including 29 per cent who were very satisfied (Figure 14). This overall level of satisfaction was similar to the 59 per cent reported in the 2004/05 survey. Females (71%) were more likely than males (50%) and respondents with dependants (69%) were more likely than those without (58%) to express satisfaction. Respondents aged under twenty five (41%) and those aged sixty five and over (35%) were less likely than other age groups to express satisfaction.
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Figure 14: Overall satisfaction with service received

If you had a new complaint about the police, would you use the complaints system again?

A new question was added to the survey in 2004/2005 in relation to whether complainants would use the complaints system again.  Three quarters of respondents to that survey reported that they would use the complaints system again. This reduced to 70 per cent in the 2005/06 survey. Females (80%) were more likely than males (65%) to say that they would use the system again. Respondents aged sixty five and over (60%) were less likely than other age groups to say that they would use the system again.

Further comments

Over half (248), of respondents made comments.  Similar proportions of those who made comments were satisfied (44%) or dissatisfied (40%) with the overall service they received. Many comments expressed gratitude for the way in which they had been treated and for assistance in resolving their complaint:

 “My complaint was dealt with efficiently and professionally by the person who was dealing with me. He kept me well informed, which helped ease my anxieties. I believe this person went above and beyond the call of duty. Much appreciated. Very helpful.”

Other positive comments related to the success of establishment of the system for dealing with police complaints:

“It is good that there is a way to complain about the police and not have to go through the police.”

Some of the negative comments made related to the original complaint or to general criticism of police, rather than the complaints system. A number of those that did relate to the complaints system concerned perceived inaction by the Office or a lack of information on the progress of the complaint:

“From start to finish it took one year for my complaint to be investigated. I do not feel I was kept informed as I was told I would be. I am very disappointed with the outcome and there are a number of questions as far as I am concerned remain[ing] unanswered.”

Other negative comments related to a perception that the police’s side of the story, rather than the complainant’s would always be believed:

“I am very disappointed and I think the police are a law unto themselves. I think whatever the police say the Ombudsman believe. I feel very strongly in this case that justice has not been served.”

	Appendix 1: Additional Tables, 2005/06 and 2004/05 Results



	Table 1: Did you at any time speak to staff from the Police Ombudsman's Office?

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	308
	80.4
	86.4

	No
	75
	19.6
	13.6

	Total
	383
	100
	100

	
	
	
	

	
	
	
	

	Table 2: How did they seem to you - polite?
	

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	327
	95.3
	94.3

	No
	16
	4.7
	5.7

	Total
	343
	100
	100

	
	
	
	

	
	
	
	

	Table 3: How did they seem to you  - friendly?
	

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	319
	93.0
	92.4

	No
	24
	7.0
	7.6

	Total
	343
	100
	100

	
	
	
	

	
	
	
	

	Table 4: How did they seem to you - knowledgeable?
	

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	278
	85.8
	84.0

	No
	46
	14.2
	16.0

	Total
	324
	100
	100

	
	
	
	

	
	
	
	

	Table 5: How did they seem to you - not interested?
	

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	64
	21.3
	17.5

	No
	237
	78.7
	82.5

	Total
	301
	100
	100

	
	
	
	

	
	
	
	

	Table 6: How did they seem to you - patient?
	

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	291
	90.7
	86.9

	No
	30
	9.3
	13.1

	Total
	321
	100
	100

	
	
	
	

	
	
	
	


	Table 7: How did they seem to you - easy to understand?

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	302
	91.8
	89.1

	No
	27
	8.2
	10.9

	Total
	329
	100
	100

	
	
	
	

	
	
	
	

	Table 8: How did they seem to you - professional?
	

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	286
	89.7
	82.6

	No
	33
	10.3
	17.4

	Total
	319
	100
	100

	
	
	
	

	
	
	
	

	Table 9: How did they seem to you - rude?
	
	

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	21
	6.8
	9.7

	No
	286
	93.2
	90.3

	Total
	307
	100
	100

	
	
	
	

	
	
	
	

	Table 10: How did they seem to you - in a hurry or rushed?

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	41
	13.1
	15.5

	No
	271
	86.9
	84.5

	Total
	312
	100
	100

	
	
	
	

	
	
	
	

	Table 11: How did they seem to you - impartial?
	

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	202
	72.1
	69.6

	No
	78
	27.9
	30.4

	Total
	280
	100
	100

	
	
	
	

	
	
	
	

	Table 12: Overall, do you think you were treated fairly by the Police Ombudsman's Office?

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	279
	69.8
	66.0

	No
	121
	30.3
	34.0

	Total
	400
	100
	100

	
	
	
	

	
	
	
	


	How satisfied were you with -
	
	
	

	
	
	
	

	Table 13: The advice given to you if you made your complaint directly to the Office?

	
	
	
	

	
	Count
	05/06%
	04/05%

	Very satisfied
	84
	25.9
	N/A

	Satisfied
	123
	38.0
	N/A

	Neither satisfied or dissatisfied
	65
	20.1
	N/A

	Dissatisfied
	20
	6.2
	N/A

	Very dissatisfied
	32
	9.9
	N/A

	Total
	324
	100
	N/A

	
	
	
	

	
	
	
	

	Table 14: The length of time it took the Office to reply to you after you first reported the incident?

	
	
	
	

	
	Count
	05/06%
	04/05%

	Very satisfied
	141
	34.1
	40.7

	Satisfied
	175
	42.3
	36.6

	Neither satisfied or dissatisfied
	42
	10.1
	8.2

	Dissatisfied
	28
	6.8
	6.7

	Very dissatisfied
	28
	6.8
	7.7

	Total
	414
	100
	100

	
	
	
	

	
	
	
	

	Table 15: How seriously the Office treated your complaint?

	
	
	
	

	
	Count
	05/06%
	04/05%

	Very satisfied
	121
	29.2
	30.9

	Satisfied
	122
	29.4
	28.9

	Neither satisfied or dissatisfied
	68
	16.4
	12.4

	Dissatisfied
	39
	9.4
	9.3

	Very dissatisfied
	65
	15.7
	18.6

	Total
	415
	100
	100

	
	
	
	

	
	
	
	

	Table 16: How clearly the complaint process was explained to you by staff?

	
	
	
	

	
	Count
	05/06%
	04/05%

	Very satisfied
	136
	32.9
	35.2

	Satisfied
	146
	35.4
	39.9

	Neither satisfied or dissatisfied
	72
	17.4
	10.9

	Dissatisfied
	27
	6.5
	5.2

	Very dissatisfied
	32
	7.7
	8.8

	Total
	413
	100
	100

	
	
	
	

	
	
	
	


	Table 17: How often you were told about the progress of your complaint?

	
	
	
	

	
	Count
	05/06%
	04/05%

	Very satisfied
	117
	28.7
	25.5

	Satisfied
	153
	37.5
	36.2

	Neither satisfied or dissatisfied
	54
	13.2
	15.4

	Dissatisfied
	45
	11.0
	7.4

	Very dissatisfied
	39
	9.6
	15.4

	Total
	408
	100
	100

	
	
	
	

	Table 18: How easy to understand any letters written to you were?

	
	
	
	

	
	Count
	05/06%
	04/05%

	Very satisfied
	155
	37.7
	37.0

	Satisfied
	170
	41.4
	44.8

	Neither satisfied or dissatisfied
	47
	11.4
	9.4

	Dissatisfied
	16
	3.9
	1.0

	Very dissatisfied
	23
	5.6
	7.8

	Total
	411
	100
	100

	
	
	
	

	
	
	
	

	Table 19: The outcome of your complaint?
	

	
	
	
	

	
	Count
	05/06%
	04/05%

	Very satisfied
	67
	17.3
	19.8

	Satisfied
	80
	20.7
	19.8

	Neither satisfied or dissatisfied
	68
	17.6
	13.0

	Dissatisfied
	43
	11.1
	8.5

	Very dissatisfied
	129
	33.3
	36.7

	Total
	387
	100
	100

	
	
	
	

	
	
	
	

	Table 20: The overall time it took to resolve your complaint?

	
	
	
	

	
	Count
	05/06%
	04/05%

	Very satisfied
	91
	24.2
	26.4

	Satisfied
	130
	34.6
	28.2

	Neither satisfied or dissatisfied
	58
	15.4
	13.8

	Dissatisfied
	27
	7.2
	10.3

	Very dissatisfied
	70
	18.6
	19.0

	Total
	376
	100
	100

	
	
	
	

	
	
	
	

	Table 21: Overall, taking everything into account, how satisifed or dissatisfied were you with the service

	you received?
	
	
	

	
	
	
	

	
	Count
	05/06%
	04/05%

	Very satisfied
	121
	28.9
	30.7

	Satisfied
	122
	29.2
	27.6

	Neither satisfied or dissatisfied
	57
	13.6
	10.9

	Dissatisfied
	33
	7.9
	8.3

	Very dissatisfied
	85
	20.3
	22.4

	Total
	418
	100
	100

	
	
	
	

	
	
	
	

	Table 22: If you had a new complaint about the police, would you use the complaints system again?

	
	
	
	

	
	Count
	05/06%
	04/05%

	Yes
	276
	70.2
	7406.0

	No
	117
	29.8
	25.4

	Total
	393
	100.0
	100
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		Male		Male

		Female		Female

		Unknown		Unknown



Respondents

All closures

0.6325167038

0.6948691811

0.3652561247

0.2776078831

0.0022271715

0.0275229358



Closures

		Respondents to survey by Closure type, 2005/06

				Respondents

				Count		%

		Closed - Awaiting Solicitor Contact > Criminal Proceedings		3		1

		Closed - Criminal Charges Recommended		2		0

		Closed - Disc/Misc Charges Recommended		3		1

		Closed - Disproportionate		1		0

		Closed - Duplicate		1		0

		Closed - Ill-Founded		49		11

		Closed - Informal Disc/Misc Action Recommended		13		3

		Closed - Informal Resolution Accepted		96		21

		Closed - Management Discussion		2		0

		Closed - Non Co-operation		44		10

		Closed - Not Substantiated- no further action		74		16

		Closed - Outside Remit		51		11

		Closed - Outside remit (policy)		40		9

		Closed - Policy Recommendation		1		0

		Closed - Reg 23 Withdrawn		44		10

		Closed - Substantiated - No Action Recommended		20		4

		Closed - Training/Ops/Super Recommended		1		0

		Investigate		1		0

		Reg 24 - Further Steps Not Indicated		3		1

		Total		449		100

				Respondents				All closures

				Count		%		Count		%

		Outside remit		91		20%		388		13%

		Ill-founded		49		11%		381		13%

		Withdrawn by complainant		44		10%		218		7%

		Non co-operation by complainant		47		10%		803		27%

		Informal resolution accepted		96		21%		368		13%

		Not substantiated		74		16%		532		18%

		Action arising		22		5%		98		3%

		Substantiated - No action recommended		20		4%		73		2%

		All other		6		1%		82		3%

		Total		449		100%		2943		100%

				Respondents		All closures

		Outside remit		20%		13%

		Ill-founded		11%		13%

		Withdrawn		10%		7%

		Non co-operation		10%		27%

		IR accepted		21%		13%

		Not substantiated		16%		18%

		Action arising		5%		3%

		Substantiated - No action		4%		2%

		All other		1%		3%

		Total		100%		100%
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Gender

		Gender of respondents, 2005/06

				Respondents				All closures

				Count		%		Count		%

		Male		284		63%		2045		69%

		Female		164		37%		817		28%

		Unknown		1		0%		81		3%

		Total		449		100%		2943		100%

				Respondents		All closures

		Male		63%		69%

		Female		37%		28%

		Unknown		0%		3%

		Total		100%		100%
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Gender Chart

		Male		Male

		Female		Female

		Unknown		Unknown



Respondents

All closures

Percentage

Chart C: Gender of Respondents

0.6325167038

0.6948691811

0.3652561247

0.2776078831

0.0022271715

0.0275229358



Age

		Age of respondents, 2005/06

				Respondents				All closures

				Count		%		Count		%

		Under 25s		45		13%		374		22%

		25 - 34		57		17%		381		22%

		35 - 44		89		26%		458		27%

		45 - 54		75		22%		290		17%

		55 - 64		63		18%		148		9%

		65 and over		16		5%		60		4%

		Total		345		100%		1711		100%





Age Chart

		Under 25s		Under 25s

		25 - 34		25 - 34

		35 - 44		35 - 44

		45 - 54		45 - 54

		55 - 64		55 - 64

		65 and over		65 and over



Respondents

All closures
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Percentage

Chart D: Age of Respondents

0.1304347826

0.2185856224

0.1652173913

0.2226767972
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0.2676797195
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Appendix

		Appendix 1: Additional Tables, 2005/06 and 2004/05 Results

		Table 1: Did you at any time speak to staff from the Police Ombudsman's Office?

				Count		05/06%		04/05%

		Yes		308		80.4		86.4

		No		75		19.6		13.6

		Total		383		100		100

		Table 2: How did they seem to you - polite?

				Count		05/06%		04/05%

		Yes		327		95.3		94.3

		No		16		4.7		5.7

		Total		343		100		100

		Table 3: How did they seem to you  - friendly?

				Count		05/06%		04/05%

		Yes		319		93.0		92.4

		No		24		7.0		7.6

		Total		343		100		100

		Table 4: How did they seem to you - knowledgeable?

				Count		05/06%		04/05%

		Yes		278		85.8		84.0

		No		46		14.2		16.0

		Total		324		100		100

		Table 5: How did they seem to you - not interested?

				Count		05/06%		04/05%

		Yes		64		21.3		17.5

		No		237		78.7		82.5

		Total		301		100		100

		Table 6: How did they seem to you - patient?

				Count		05/06%		04/05%

		Yes		291		90.7		86.9

		No		30		9.3		13.1

		Total		321		100		100

		Table 7: How did they seem to you - easy to understand?

				Count		05/06%		04/05%

		Yes		302		91.8		89.1

		No		27		8.2		10.9

		Total		329		100		100

		Table 8: How did they seem to you - professional?

				Count		05/06%		04/05%

		Yes		286		89.7		82.6

		No		33		10.3		17.4

		Total		319		100		100

		Table 9: How did they seem to you - rude?

				Count		05/06%		04/05%

		Yes		21		6.8		9.7

		No		286		93.2		90.3

		Total		307		100		100

		Table 10: How did they seem to you - in a hurry or rushed?

				Count		05/06%		04/05%

		Yes		41		13.1		15.5

		No		271		86.9		84.5

		Total		312		100		100

		Table 11: How did they seem to you - impartial?

				Count		05/06%		04/05%

		Yes		202		72.1		69.6

		No		78		27.9		30.4

		Total		280		100		100

		Table 12: Overall, do you think you were treated fairly by the Police Ombudsman's Office?

				Count		05/06%		04/05%

		Yes		279		69.8		66.0

		No		121		30.3		34.0

		Total		400		100		100

		How satisfied were you with -

		Table 13: The advice given to you if you made your complaint directly to the Office?

				Count		05/06%		04/05%

		Very satisfied		84		25.9		N/A

		Satisfied		123		38.0		N/A

		Neither satisfied or dissatisfied		65		20.1		N/A

		Dissatisfied		20		6.2		N/A

		Very dissatisfied		32		9.9		N/A

		Total		324		100		N/A

		Table 14: The length of time it took the Office to reply to you after you first reported the incident?

				Count		05/06%		04/05%

		Very satisfied		141		34.1		40.7

		Satisfied		175		42.3		36.6

		Neither satisfied or dissatisfied		42		10.1		8.2

		Dissatisfied		28		6.8		6.7

		Very dissatisfied		28		6.8		7.7

		Total		414		100		100

		Table 15: How seriously the Office treated your complaint?

				Count		05/06%		04/05%

		Very satisfied		121		29.2		30.9

		Satisfied		122		29.4		28.9

		Neither satisfied or dissatisfied		68		16.4		12.4

		Dissatisfied		39		9.4		9.3

		Very dissatisfied		65		15.7		18.6

		Total		415		100		100

		Table 16: How clearly the complaint process was explained to you by staff?

				Count		05/06%		04/05%

		Very satisfied		136		32.9		35.2

		Satisfied		146		35.4		39.9

		Neither satisfied or dissatisfied		72		17.4		10.9

		Dissatisfied		27		6.5		5.2

		Very dissatisfied		32		7.7		8.8

		Total		413		100		100

		Table 17: How often you were told about the progress of your complaint?

				Count		05/06%		04/05%

		Very satisfied		117		28.7		25.5

		Satisfied		153		37.5		36.2

		Neither satisfied or dissatisfied		54		13.2		15.4

		Dissatisfied		45		11.0		7.4

		Very dissatisfied		39		9.6		15.4

		Total		408		100		100

		Table 18: How easy to understand any letters written to you were?

				Count		05/06%		04/05%

		Very satisfied		155		37.7		37.0

		Satisfied		170		41.4		44.8

		Neither satisfied or dissatisfied		47		11.4		9.4

		Dissatisfied		16		3.9		1.0

		Very dissatisfied		23		5.6		7.8

		Total		411		100		100

		Table 19: The outcome of your complaint?

				Count		05/06%		04/05%

		Very satisfied		67		17.3		19.8

		Satisfied		80		20.7		19.8

		Neither satisfied or dissatisfied		68		17.6		13.0

		Dissatisfied		43		11.1		8.5

		Very dissatisfied		129		33.3		36.7

		Total		387		100		100

		Table 20: The overall time it took to resolve your complaint?

				Count		05/06%		04/05%

		Very satisfied		91		24.2		26.4

		Satisfied		130		34.6		28.2

		Neither satisfied or dissatisfied		58		15.4		13.8

		Dissatisfied		27		7.2		10.3

		Very dissatisfied		70		18.6		19.0

		Total		376		100		100

		Table 21: Overall, taking everything into account, how satisifed or dissatisfied were you with the service you received?

				Count		05/06%		04/05%

		Very satisfied		121		28.9		30.7

		Satisfied		122		29.2		27.6

		Neither satisfied or dissatisfied		57		13.6		10.9

		Dissatisfied		33		7.9		8.3

		Very dissatisfied		85		20.3		22.4

		Total		418		100		100

		Table 22: If you had a new complaint about the police, would you use the complaints system again?

				Count		05/06%		04/05%

		Yes		276		70.2		7406.0

		No		117		29.8		25.4

		Total		393		100.0		100
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		Did you at any time speak to staff from the police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		308		69		80		80

				No		75		17		20		100

				Total		383		85		100

		Missing		33		1		0

				Missing		65		14

				Total		66		15

		Total				449		100

		How did they seem to you - Polite

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		327		73		95		95

				No		16		4		5		100

				Total		343		76		100

		Missing		Not Applicable		72		16

				Missing		30		7

				System		4		1

				Total		106		24

		Total				449		100

		How did they seem to you - Friendly

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		319		71		93		93

				No		24		5		7		100

				Missing		1		0		0		100

				Total		344		77		100

		Missing		33		71		16

				99		30		7

				System		4		1

				Total		105		23

		Total				449		100

		How did they seem to you - knwoledgeable

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		278		62		86		86

				No		46		10		14		100

				Total		324		72		100

		Missing		33		72		16

				99		49		11

				System		4		1

				Total		125		28

		Total				449		100

		How did they seem to you - not interested

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		64		14		21		21

				No		237		53		78		100

				Total		301		67		100

		Missing		33		71		16

				99		73		16

				System		4		1

				Total		148		33

		Total				449		100

		How did they seem to you - patient

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		291		65		91		91

				No		30		7		9		100

				Total		321		71		100

		Missing		33		72		16

				99		52		12

				System		4		1

				Total		128		29

		Total				449		100

		How did they seem to you - easy to understand

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		302		67		92		92

				No		27		6		8		100

				Total		329		73		100

		Missing		33		72		16

				99		44		10

				System		4		1

				Total		120		27

		Total				449		100

		How did they seem to you - professional

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		286		64		90		90

				No		33		7		10		100

				Total		319		71		100

		Missing		33		72		16

				99		53		12

				System		5		1

				Total		130		29

		Total				449		100

		How did they seem to you - rude

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		21		5		7		7

				No		286		64		93		100

				Total		307		68		100

		Missing		33		72		16

				99		66		15

				System		4		1

				Total		142		32

		Total				449		100

		How did they seem to you - in a hurry or rushed

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		41		9		13		13

				No		271		60		87		100

				Total		312		69		100

		Missing		33		72		16

				99		61		14

				System		4		1

				Total		137		31

		Total				449		100

		How did they seem to you - impartial

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		202		45		72		72

				No		78		17		28		100

				Total		280		62		100

		Missing		33		72		16

				99		92		20

				System		5		1

				Total		169		38

		Total				449		100

		Overall, do you think you were treated fairly by the Police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		279		62		62		62

				No		121		27		27		89

				Not Applicable		1		0		0		89

				Missing		48		11		11		100

				Total		449		100		100

		If you made your complaint directly to the office the advice given to you at this time?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		84		19		26		26

				Satisfied		123		27		38		64

				Neither satisfied nor dissatisfied		65		14		20		84

				Dissatisfied		20		4		6		90

				Very dissatisfied		32		7		10		100

				Total		324		72		100

		Missing		Missing		53		12

				System		72		16

				Total		125		28

		Total				449		100

		How long it took the office to reply to you after you first reported the incident

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		141		31		34		34

				Satisfied		175		39		42		76

				Neither satisfied nor dissatisfied		42		9		10		86

				Dissatisfied		28		6		7		93

				Very dissatisfied		28		6		7		100

				Total		414		92		100

		Missing		Missing		35		8

		Total				449		100

		How seriously the office treated your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		59

				Neither satisfied nor dissatisfied		68		15		16		75

				Dissatisfied		39		9		9		84

				Very dissatisfied		65		14		16		100

				Total		415		92		100

		Missing		Missing		34		8

		Total				449		100

		How clearly the complaint process was explained to you by staff

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		136		30		33		33

				Satisfied		146		33		35		68

				Neither satisfied nor dissatisfied		72		16		17		86

				Dissatisfied		27		6		7		92

				Very dissatisfied		32		7		8		100

				Total		413		92		100

		Missing		Missing		36		8

		Total				449		100

		How often you were told about the progress of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		117		26		29		29

				Satisfied		153		34		38		66

				Neither satisfied nor dissatisfied		54		12		13		79

				Dissatisfied		45		10		11		90

				Very dissatisfied		39		9		10		100

				Total		408		91		100

		Missing		Missing		40		9

				System		1		0

				Total		41		9

		Total				449		100

		How easy to understand any letters written to you were

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		155		35		38		38

				Satisfied		170		38		41		79

				Neither satisfied nor dissatisfied		47		10		11		91

				Dissatisfied		16		4		4		94

				Very dissatisfied		23		5		6		100

				Total		411		92		100

		Missing		Missing		37		8

				System		1		0

				Total		38		8

		Total				449		100

		The outcome of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		67		15		16		16

				Satisfied		80		18		20		36

				Neither satisfied nor dissatisfied		68		15		17		53

				Dissatisfied		43		10		11		63

				Very dissatisfied		129		29		32		95

				Total		387		86		100

		Missing		Missing		61		14

				System		1		0

				Total		62		9

		Total				449		14

		The overall time it took to resolve your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		91		20		23		23

				Satisfied		130		29		33		56

				Neither satisfied nor dissatisfied		58		13		15		70

				Dissatisfied		27		6		7		77

				Very dissatisfied		70		16		18		94

				Total		376		84		100

		Missing		Missing		71		16

				System		2		0

				Total		73		16

		Total				449		100

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		58

				Neither satisfied nor dissatisfied		57		13		14		72

				Dissatisfied		33		7		8		80

				Very dissatisfied		85		19		20		100

				Total		418		93		100

		Missing		Missing		30		7

				System		1		0

				Total		31		7

		Total				449		100

		If you had a new complaint about the police, would you use the complaints system again?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		276		61		70		70

				No		117		26		30		100

				Total		393		88		100

		Missing		Missing		56		12

		Total				449		100
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		Response Rates

		2005/06		22

		2004/05		22

		2003/04		13

		2002/03		17

		How did staff seem to you?

		Rude		7%

		In a hurry or rushed		13%

		Not interested		21%

		Impartial		72%

		Knowledgeable		86%

		Professional		90%

		Patient		91%

		Easy to understand		92%

		Friendly		93%

		Polite		95%

		How long it took the office to reply to you after you first reported the incident

		Very satisfied		34%

		Satisfied		42%

		Neither satisfied nor dissatisfied		10%

		Dissatisfied		7%

		Very dissatisfied		7%

		Total		100%

		How seriously the office treated your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		16%

		Dissatisfied		9%

		Very dissatisfied		16%

		Total		99%

		How clearly the complaint process was explained to you by staff

				Valid Percent

		Very satisfied		33%

		Satisfied		35%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		7%

		Very dissatisfied		8%

		Total		100%

		How often you were told about the progress of your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		38%

		Neither satisfied nor dissatisfied		13%

		Dissatisfied		11%

		Very dissatisfied		10%

		Total		101%

		How easy to understand any letters written to you were

				Valid Percent

		Very satisfied		38%

		Satisfied		41%

		Neither satisfied nor dissatisfied		11%

		Dissatisfied		4%

		Very dissatisfied		6%

		Total		100%

		The outcome of your complaint

				Valid Percent

		Very satisfied		16%

		Satisfied		20%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		11%

		Very dissatisfied		32%

		Total		96%

		The overall time it took to resolve your complaint

				Valid Percent

		Very satisfied		23%

		Satisfied		33%

		Neither satisfied nor dissatisfied		15%

		Dissatisfied		7%

		Very dissatisfied		18%

		Total		96%

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		14%

		Dissatisfied		8%

		Very dissatisfied		20%

		Total		100%
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Sheet1

		Did you at any time speak to staff from the police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		308		69		80		80

				No		75		17		20		100

				Total		383		85		100

		Missing		33		1		0

				Missing		65		14

				Total		66		15

		Total				449		100

		How did they seem to you - Polite

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		327		73		95		95

				No		16		4		5		100

				Total		343		76		100

		Missing		Not Applicable		72		16

				Missing		30		7

				System		4		1

				Total		106		24

		Total				449		100

		How did they seem to you - Friendly

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		319		71		93		93

				No		24		5		7		100

				Missing		1		0		0		100

				Total		344		77		100

		Missing		33		71		16

				99		30		7

				System		4		1

				Total		105		23

		Total				449		100

		How did they seem to you - knwoledgeable

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		278		62		86		86

				No		46		10		14		100

				Total		324		72		100

		Missing		33		72		16

				99		49		11

				System		4		1

				Total		125		28

		Total				449		100

		How did they seem to you - not interested

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		64		14		21		21

				No		237		53		78		100

				Total		301		67		100

		Missing		33		71		16

				99		73		16

				System		4		1

				Total		148		33

		Total				449		100

		How did they seem to you - patient

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		291		65		91		91

				No		30		7		9		100

				Total		321		71		100

		Missing		33		72		16

				99		52		12

				System		4		1

				Total		128		29

		Total				449		100

		How did they seem to you - easy to understand

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		302		67		92		92

				No		27		6		8		100

				Total		329		73		100

		Missing		33		72		16

				99		44		10

				System		4		1

				Total		120		27

		Total				449		100

		How did they seem to you - professional

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		286		64		90		90

				No		33		7		10		100

				Total		319		71		100

		Missing		33		72		16

				99		53		12

				System		5		1

				Total		130		29

		Total				449		100

		How did they seem to you - rude

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		21		5		7		7

				No		286		64		93		100

				Total		307		68		100

		Missing		33		72		16

				99		66		15

				System		4		1

				Total		142		32

		Total				449		100

		How did they seem to you - in a hurry or rushed

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		41		9		13		13

				No		271		60		87		100

				Total		312		69		100

		Missing		33		72		16

				99		61		14

				System		4		1

				Total		137		31

		Total				449		100

		How did they seem to you - impartial

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		202		45		72		72

				No		78		17		28		100

				Total		280		62		100

		Missing		33		72		16

				99		92		20

				System		5		1

				Total		169		38

		Total				449		100

		Overall, do you think you were treated fairly by the Police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		279		62		62		62

				No		121		27		27		89

				Not Applicable		1		0		0		89

				Missing		48		11		11		100

				Total		449		100		100

		If you made your complaint directly to the office the advice given to you at this time?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		84		19		26		26

				Satisfied		123		27		38		64

				Neither satisfied nor dissatisfied		65		14		20		84

				Dissatisfied		20		4		6		90

				Very dissatisfied		32		7		10		100

				Total		324		72		100

		Missing		Missing		53		12

				System		72		16

				Total		125		28

		Total				449		100

		How long it took the office to reply to you after you first reported the incident

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		141		31		34		34

				Satisfied		175		39		42		76

				Neither satisfied nor dissatisfied		42		9		10		86

				Dissatisfied		28		6		7		93

				Very dissatisfied		28		6		7		100

				Total		414		92		100

		Missing		Missing		35		8

		Total				449		100

		How seriously the office treated your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		59

				Neither satisfied nor dissatisfied		68		15		16		75

				Dissatisfied		39		9		9		84

				Very dissatisfied		65		14		16		100

				Total		415		92		100

		Missing		Missing		34		8

		Total				449		100

		How clearly the complaint process was explained to you by staff

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		136		30		33		33

				Satisfied		146		33		35		68

				Neither satisfied nor dissatisfied		72		16		17		86

				Dissatisfied		27		6		7		92

				Very dissatisfied		32		7		8		100

				Total		413		92		100

		Missing		Missing		36		8

		Total				449		100

		How often you were told about the progress of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		117		26		29		29

				Satisfied		153		34		38		66

				Neither satisfied nor dissatisfied		54		12		13		79

				Dissatisfied		45		10		11		90

				Very dissatisfied		39		9		10		100

				Total		408		91		100

		Missing		Missing		40		9

				System		1		0

				Total		41		9

		Total				449		100

		How easy to understand any letters written to you were

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		155		35		38		38

				Satisfied		170		38		41		79

				Neither satisfied nor dissatisfied		47		10		11		91

				Dissatisfied		16		4		4		94

				Very dissatisfied		23		5		6		100

				Total		411		92		100

		Missing		Missing		37		8

				System		1		0

				Total		38		8

		Total				449		100

		The outcome of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		67		15		16		16

				Satisfied		80		18		20		36

				Neither satisfied nor dissatisfied		68		15		17		53

				Dissatisfied		43		10		11		63

				Very dissatisfied		129		29		32		95

				Total		387		86		100

		Missing		Missing		61		14

				System		1		0

				Total		62		9

		Total				449		14

		The overall time it took to resolve your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		91		20		23		23

				Satisfied		130		29		33		56

				Neither satisfied nor dissatisfied		58		13		15		70

				Dissatisfied		27		6		7		77

				Very dissatisfied		70		16		18		94

				Total		376		84		100

		Missing		Missing		71		16

				System		2		0

				Total		73		16

		Total				449		100

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		58

				Neither satisfied nor dissatisfied		57		13		14		72

				Dissatisfied		33		7		8		80

				Very dissatisfied		85		19		20		100

				Total		418		93		100

		Missing		Missing		30		7

				System		1		0

				Total		31		7

		Total				449		100

		If you had a new complaint about the police, would you use the complaints system again?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		276		61		70		70

				No		117		26		30		100

				Total		393		88		100

		Missing		Missing		56		12

		Total				449		100
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		How did staff seem to you?

		Rude		7%

		In a hurry or rushed		13%

		Not interested		21%

		Impartial		72%

		Knowledgeable		86%

		Professional		90%

		Patient		91%

		Easy to understand		92%

		Friendly		93%

		Polite		95%

		How long it took the office to reply to you after you first reported the incident

		Very satisfied		34%

		Satisfied		42%

		Neither satisfied nor dissatisfied		10%

		Dissatisfied		7%

		Very dissatisfied		7%

		Total		100%

		How seriously the office treated your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		16%

		Dissatisfied		9%

		Very dissatisfied		16%

		Total		99%

		How clearly the complaint process was explained to you by staff

				Valid Percent

		Very satisfied		33%

		Satisfied		35%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		7%

		Very dissatisfied		8%

		Total		100%

		How often you were told about the progress of your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		38%

		Neither satisfied nor dissatisfied		13%

		Dissatisfied		11%

		Very dissatisfied		10%

		Total		101%

		How easy to understand any letters written to you were

				Valid Percent

		Very satisfied		38%

		Satisfied		41%

		Neither satisfied nor dissatisfied		11%

		Dissatisfied		4%

		Very dissatisfied		6%

		Total		100%

		The outcome of your complaint

				Valid Percent

		Very satisfied		16%

		Satisfied		20%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		11%

		Very dissatisfied		32%

		Total		96%

		The overall time it took to resolve your complaint

				Valid Percent

		Very satisfied		23%

		Satisfied		33%

		Neither satisfied nor dissatisfied		15%

		Dissatisfied		7%

		Very dissatisfied		18%

		Total		96%

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		14%

		Dissatisfied		8%

		Very dissatisfied		20%

		Total		100%
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Sheet1

		Did you at any time speak to staff from the police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		308		69		80		80

				No		75		17		20		100

				Total		383		85		100

		Missing		33		1		0

				Missing		65		14

				Total		66		15

		Total				449		100

		How did they seem to you - Polite

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		327		73		95		95

				No		16		4		5		100

				Total		343		76		100

		Missing		Not Applicable		72		16

				Missing		30		7

				System		4		1

				Total		106		24

		Total				449		100

		How did they seem to you - Friendly

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		319		71		93		93

				No		24		5		7		100

				Missing		1		0		0		100

				Total		344		77		100

		Missing		33		71		16

				99		30		7

				System		4		1

				Total		105		23

		Total				449		100

		How did they seem to you - knwoledgeable

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		278		62		86		86

				No		46		10		14		100

				Total		324		72		100

		Missing		33		72		16

				99		49		11

				System		4		1

				Total		125		28

		Total				449		100

		How did they seem to you - not interested

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		64		14		21		21

				No		237		53		78		100

				Total		301		67		100

		Missing		33		71		16

				99		73		16

				System		4		1

				Total		148		33

		Total				449		100

		How did they seem to you - patient

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		291		65		91		91

				No		30		7		9		100

				Total		321		71		100

		Missing		33		72		16

				99		52		12

				System		4		1

				Total		128		29

		Total				449		100

		How did they seem to you - easy to understand

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		302		67		92		92

				No		27		6		8		100

				Total		329		73		100

		Missing		33		72		16

				99		44		10

				System		4		1

				Total		120		27

		Total				449		100

		How did they seem to you - professional

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		286		64		90		90

				No		33		7		10		100

				Total		319		71		100

		Missing		33		72		16

				99		53		12

				System		5		1

				Total		130		29

		Total				449		100

		How did they seem to you - rude

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		21		5		7		7

				No		286		64		93		100

				Total		307		68		100

		Missing		33		72		16

				99		66		15

				System		4		1

				Total		142		32

		Total				449		100

		How did they seem to you - in a hurry or rushed

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		41		9		13		13

				No		271		60		87		100

				Total		312		69		100

		Missing		33		72		16

				99		61		14

				System		4		1

				Total		137		31

		Total				449		100

		How did they seem to you - impartial

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		202		45		72		72

				No		78		17		28		100

				Total		280		62		100

		Missing		33		72		16

				99		92		20

				System		5		1

				Total		169		38

		Total				449		100

		Overall, do you think you were treated fairly by the Police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		279		62		62		62

				No		121		27		27		89

				Not Applicable		1		0		0		89

				Missing		48		11		11		100

				Total		449		100		100

		If you made your complaint directly to the office the advice given to you at this time?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		84		19		26		26

				Satisfied		123		27		38		64

				Neither satisfied nor dissatisfied		65		14		20		84

				Dissatisfied		20		4		6		90

				Very dissatisfied		32		7		10		100

				Total		324		72		100

		Missing		Missing		53		12

				System		72		16

				Total		125		28

		Total				449		100

		How long it took the office to reply to you after you first reported the incident

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		141		31		34		34

				Satisfied		175		39		42		76

				Neither satisfied nor dissatisfied		42		9		10		86

				Dissatisfied		28		6		7		93

				Very dissatisfied		28		6		7		100

				Total		414		92		100

		Missing		Missing		35		8

		Total				449		100

		How seriously the office treated your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		59

				Neither satisfied nor dissatisfied		68		15		16		75

				Dissatisfied		39		9		9		84

				Very dissatisfied		65		14		16		100

				Total		415		92		100

		Missing		Missing		34		8

		Total				449		100

		How clearly the complaint process was explained to you by staff

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		136		30		33		33

				Satisfied		146		33		35		68

				Neither satisfied nor dissatisfied		72		16		17		86

				Dissatisfied		27		6		7		92

				Very dissatisfied		32		7		8		100

				Total		413		92		100

		Missing		Missing		36		8

		Total				449		100

		How often you were told about the progress of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		117		26		29		29

				Satisfied		153		34		38		66

				Neither satisfied nor dissatisfied		54		12		13		79

				Dissatisfied		45		10		11		90

				Very dissatisfied		39		9		10		100

				Total		408		91		100

		Missing		Missing		40		9

				System		1		0

				Total		41		9

		Total				449		100

		How easy to understand any letters written to you were

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		155		35		38		38

				Satisfied		170		38		41		79

				Neither satisfied nor dissatisfied		47		10		11		91

				Dissatisfied		16		4		4		94

				Very dissatisfied		23		5		6		100

				Total		411		92		100

		Missing		Missing		37		8

				System		1		0

				Total		38		8

		Total				449		100

		The outcome of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		67		15		16		16

				Satisfied		80		18		20		36

				Neither satisfied nor dissatisfied		68		15		17		53

				Dissatisfied		43		10		11		63

				Very dissatisfied		129		29		32		95

				Total		387		86		100

		Missing		Missing		61		14

				System		1		0

				Total		62		9

		Total				449		14

		The overall time it took to resolve your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		91		20		23		23

				Satisfied		130		29		33		56

				Neither satisfied nor dissatisfied		58		13		15		70

				Dissatisfied		27		6		7		77

				Very dissatisfied		70		16		18		94

				Total		376		84		100

		Missing		Missing		71		16

				System		2		0

				Total		73		16

		Total				449		100

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		58

				Neither satisfied nor dissatisfied		57		13		14		72

				Dissatisfied		33		7		8		80

				Very dissatisfied		85		19		20		100

				Total		418		93		100

		Missing		Missing		30		7

				System		1		0

				Total		31		7

		Total				449		100

		If you had a new complaint about the police, would you use the complaints system again?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		276		61		70		70

				No		117		26		30		100

				Total		393		88		100

		Missing		Missing		56		12

		Total				449		100
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		Response Rates

		2005/06		22

		2004/05		22

		2003/04		13

		2002/03		17

		How did staff seem to you?

		Rude		7%

		In a hurry or rushed		13%

		Not interested		21%

		Impartial		72%

		Knowledgeable		86%

		Professional		90%

		Patient		91%

		Easy to understand		92%

		Friendly		93%

		Polite		95%

		How long it took the office to reply to you after you first reported the incident

		Very satisfied		34%

		Satisfied		42%

		Neither satisfied nor dissatisfied		10%

		Dissatisfied		7%

		Very dissatisfied		7%

		Total		100%

		How seriously the office treated your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		16%

		Dissatisfied		9%

		Very dissatisfied		16%

		Total		99%

		How clearly the complaint process was explained to you by staff

				Valid Percent

		Very satisfied		33%

		Satisfied		35%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		7%

		Very dissatisfied		8%

		Total		100%

		How often you were told about the progress of your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		38%

		Neither satisfied nor dissatisfied		13%

		Dissatisfied		11%

		Very dissatisfied		10%

		Total		101%

		How easy to understand any letters written to you were

				Valid Percent

		Very satisfied		38%

		Satisfied		41%

		Neither satisfied nor dissatisfied		11%

		Dissatisfied		4%

		Very dissatisfied		6%

		Total		100%

		The outcome of your complaint

				Valid Percent

		Very satisfied		16%

		Satisfied		20%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		11%

		Very dissatisfied		32%

		Total		96%

		The overall time it took to resolve your complaint

				Valid Percent

		Very satisfied		23%

		Satisfied		33%

		Neither satisfied nor dissatisfied		15%

		Dissatisfied		7%

		Very dissatisfied		18%

		Total		96%

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		14%

		Dissatisfied		8%

		Very dissatisfied		20%

		Total		100%
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Sheet1

		Did you at any time speak to staff from the police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		308		69		80		80

				No		75		17		20		100

				Total		383		85		100

		Missing		33		1		0

				Missing		65		14

				Total		66		15

		Total				449		100

		How did they seem to you - Polite

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		327		73		95		95

				No		16		4		5		100

				Total		343		76		100

		Missing		Not Applicable		72		16

				Missing		30		7

				System		4		1

				Total		106		24

		Total				449		100

		How did they seem to you - Friendly

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		319		71		93		93

				No		24		5		7		100

				Missing		1		0		0		100

				Total		344		77		100

		Missing		33		71		16

				99		30		7

				System		4		1

				Total		105		23

		Total				449		100

		How did they seem to you - knwoledgeable

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		278		62		86		86

				No		46		10		14		100

				Total		324		72		100

		Missing		33		72		16

				99		49		11

				System		4		1

				Total		125		28

		Total				449		100

		How did they seem to you - not interested

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		64		14		21		21

				No		237		53		78		100

				Total		301		67		100

		Missing		33		71		16

				99		73		16

				System		4		1

				Total		148		33

		Total				449		100

		How did they seem to you - patient

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		291		65		91		91

				No		30		7		9		100

				Total		321		71		100

		Missing		33		72		16

				99		52		12

				System		4		1

				Total		128		29

		Total				449		100

		How did they seem to you - easy to understand

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		302		67		92		92

				No		27		6		8		100

				Total		329		73		100

		Missing		33		72		16

				99		44		10

				System		4		1

				Total		120		27

		Total				449		100

		How did they seem to you - professional

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		286		64		90		90

				No		33		7		10		100

				Total		319		71		100

		Missing		33		72		16

				99		53		12

				System		5		1

				Total		130		29

		Total				449		100

		How did they seem to you - rude

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		21		5		7		7

				No		286		64		93		100

				Total		307		68		100

		Missing		33		72		16

				99		66		15

				System		4		1

				Total		142		32

		Total				449		100

		How did they seem to you - in a hurry or rushed

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		41		9		13		13

				No		271		60		87		100

				Total		312		69		100

		Missing		33		72		16

				99		61		14

				System		4		1

				Total		137		31

		Total				449		100

		How did they seem to you - impartial

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		202		45		72		72

				No		78		17		28		100

				Total		280		62		100

		Missing		33		72		16

				99		92		20

				System		5		1

				Total		169		38

		Total				449		100

		Overall, do you think you were treated fairly by the Police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		279		62		62		62

				No		121		27		27		89

				Not Applicable		1		0		0		89

				Missing		48		11		11		100

				Total		449		100		100

		If you made your complaint directly to the office the advice given to you at this time?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		84		19		26		26

				Satisfied		123		27		38		64

				Neither satisfied nor dissatisfied		65		14		20		84

				Dissatisfied		20		4		6		90

				Very dissatisfied		32		7		10		100

				Total		324		72		100

		Missing		Missing		53		12

				System		72		16

				Total		125		28

		Total				449		100

		How long it took the office to reply to you after you first reported the incident

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		141		31		34		34

				Satisfied		175		39		42		76

				Neither satisfied nor dissatisfied		42		9		10		86

				Dissatisfied		28		6		7		93

				Very dissatisfied		28		6		7		100

				Total		414		92		100

		Missing		Missing		35		8

		Total				449		100

		How seriously the office treated your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		59

				Neither satisfied nor dissatisfied		68		15		16		75

				Dissatisfied		39		9		9		84

				Very dissatisfied		65		14		16		100

				Total		415		92		100

		Missing		Missing		34		8

		Total				449		100

		How clearly the complaint process was explained to you by staff

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		136		30		33		33

				Satisfied		146		33		35		68

				Neither satisfied nor dissatisfied		72		16		17		86

				Dissatisfied		27		6		7		92

				Very dissatisfied		32		7		8		100

				Total		413		92		100

		Missing		Missing		36		8

		Total				449		100

		How often you were told about the progress of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		117		26		29		29

				Satisfied		153		34		38		66

				Neither satisfied nor dissatisfied		54		12		13		79

				Dissatisfied		45		10		11		90

				Very dissatisfied		39		9		10		100

				Total		408		91		100

		Missing		Missing		40		9

				System		1		0

				Total		41		9

		Total				449		100

		How easy to understand any letters written to you were

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		155		35		38		38

				Satisfied		170		38		41		79

				Neither satisfied nor dissatisfied		47		10		11		91

				Dissatisfied		16		4		4		94

				Very dissatisfied		23		5		6		100

				Total		411		92		100

		Missing		Missing		37		8

				System		1		0

				Total		38		8

		Total				449		100

		The outcome of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		67		15		16		16

				Satisfied		80		18		20		36

				Neither satisfied nor dissatisfied		68		15		17		53

				Dissatisfied		43		10		11		63

				Very dissatisfied		129		29		32		95

				Total		387		86		100

		Missing		Missing		61		14

				System		1		0

				Total		62		9

		Total				449		14

		The overall time it took to resolve your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		91		20		23		23

				Satisfied		130		29		33		56

				Neither satisfied nor dissatisfied		58		13		15		70

				Dissatisfied		27		6		7		77

				Very dissatisfied		70		16		18		94

				Total		376		84		100

		Missing		Missing		71		16

				System		2		0

				Total		73		16

		Total				449		100

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		58

				Neither satisfied nor dissatisfied		57		13		14		72

				Dissatisfied		33		7		8		80

				Very dissatisfied		85		19		20		100

				Total		418		93		100

		Missing		Missing		30		7

				System		1		0

				Total		31		7

		Total				449		100

		If you had a new complaint about the police, would you use the complaints system again?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		276		61		70		70

				No		117		26		30		100

				Total		393		88		100

		Missing		Missing		56		12

		Total				449		100
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		2004/05		22

		2003/04		13

		2002/03		17

		How did staff seem to you?

		Rude		7%

		In a hurry or rushed		13%

		Not interested		21%

		Impartial		72%

		Knowledgeable		86%

		Professional		90%

		Patient		91%

		Easy to understand		92%

		Friendly		93%

		Polite		95%

		How long it took the office to reply to you after you first reported the incident

		Very satisfied		34%

		Satisfied		42%

		Neither satisfied nor dissatisfied		10%

		Dissatisfied		7%

		Very dissatisfied		7%

		Total		100%

		How seriously the office treated your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		16%

		Dissatisfied		9%

		Very dissatisfied		16%

		Total		99%

		How clearly the complaint process was explained to you by staff

				Valid Percent

		Very satisfied		33%

		Satisfied		35%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		7%

		Very dissatisfied		8%

		Total		100%

		How often you were told about the progress of your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		38%

		Neither satisfied nor dissatisfied		13%

		Dissatisfied		11%

		Very dissatisfied		10%

		Total		101%

		How easy to understand any letters written to you were

				Valid Percent

		Very satisfied		38%

		Satisfied		41%

		Neither satisfied nor dissatisfied		11%

		Dissatisfied		4%

		Very dissatisfied		6%

		Total		100%

		The outcome of your complaint

				Valid Percent

		Very satisfied		16%

		Satisfied		20%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		11%

		Very dissatisfied		32%

		Total		96%

		The overall time it took to resolve your complaint

				Valid Percent

		Very satisfied		23%

		Satisfied		33%

		Neither satisfied nor dissatisfied		15%

		Dissatisfied		7%

		Very dissatisfied		18%

		Total		96%

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		14%

		Dissatisfied		8%

		Very dissatisfied		20%

		Total		100%
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Sheet1

		Did you at any time speak to staff from the police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		308		69		80		80

				No		75		17		20		100

				Total		383		85		100

		Missing		33		1		0

				Missing		65		14

				Total		66		15

		Total				449		100

		How did they seem to you - Polite

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		327		73		95		95

				No		16		4		5		100

				Total		343		76		100

		Missing		Not Applicable		72		16

				Missing		30		7

				System		4		1

				Total		106		24

		Total				449		100

		How did they seem to you - Friendly

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		319		71		93		93

				No		24		5		7		100

				Missing		1		0		0		100

				Total		344		77		100

		Missing		33		71		16

				99		30		7

				System		4		1

				Total		105		23

		Total				449		100

		How did they seem to you - knwoledgeable

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		278		62		86		86

				No		46		10		14		100

				Total		324		72		100

		Missing		33		72		16

				99		49		11

				System		4		1

				Total		125		28

		Total				449		100

		How did they seem to you - not interested

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		64		14		21		21

				No		237		53		78		100

				Total		301		67		100

		Missing		33		71		16

				99		73		16

				System		4		1

				Total		148		33

		Total				449		100

		How did they seem to you - patient

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		291		65		91		91

				No		30		7		9		100

				Total		321		71		100

		Missing		33		72		16

				99		52		12

				System		4		1

				Total		128		29

		Total				449		100

		How did they seem to you - easy to understand

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		302		67		92		92

				No		27		6		8		100

				Total		329		73		100

		Missing		33		72		16

				99		44		10

				System		4		1

				Total		120		27

		Total				449		100

		How did they seem to you - professional

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		286		64		90		90

				No		33		7		10		100

				Total		319		71		100

		Missing		33		72		16

				99		53		12

				System		5		1

				Total		130		29

		Total				449		100

		How did they seem to you - rude

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		21		5		7		7

				No		286		64		93		100

				Total		307		68		100

		Missing		33		72		16

				99		66		15

				System		4		1

				Total		142		32

		Total				449		100

		How did they seem to you - in a hurry or rushed

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		41		9		13		13

				No		271		60		87		100

				Total		312		69		100

		Missing		33		72		16

				99		61		14

				System		4		1

				Total		137		31

		Total				449		100

		How did they seem to you - impartial

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		202		45		72		72

				No		78		17		28		100

				Total		280		62		100

		Missing		33		72		16

				99		92		20

				System		5		1

				Total		169		38

		Total				449		100

		Overall, do you think you were treated fairly by the Police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		279		62		62		62

				No		121		27		27		89

				Not Applicable		1		0		0		89

				Missing		48		11		11		100

				Total		449		100		100

		If you made your complaint directly to the office the advice given to you at this time?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		84		19		26		26

				Satisfied		123		27		38		64

				Neither satisfied nor dissatisfied		65		14		20		84

				Dissatisfied		20		4		6		90

				Very dissatisfied		32		7		10		100

				Total		324		72		100

		Missing		Missing		53		12

				System		72		16

				Total		125		28

		Total				449		100

		How long it took the office to reply to you after you first reported the incident

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		141		31		34		34

				Satisfied		175		39		42		76

				Neither satisfied nor dissatisfied		42		9		10		86

				Dissatisfied		28		6		7		93

				Very dissatisfied		28		6		7		100

				Total		414		92		100

		Missing		Missing		35		8

		Total				449		100

		How seriously the office treated your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		59

				Neither satisfied nor dissatisfied		68		15		16		75

				Dissatisfied		39		9		9		84

				Very dissatisfied		65		14		16		100

				Total		415		92		100

		Missing		Missing		34		8

		Total				449		100

		How clearly the complaint process was explained to you by staff

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		136		30		33		33

				Satisfied		146		33		35		68

				Neither satisfied nor dissatisfied		72		16		17		86

				Dissatisfied		27		6		7		92

				Very dissatisfied		32		7		8		100

				Total		413		92		100

		Missing		Missing		36		8

		Total				449		100

		How often you were told about the progress of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		117		26		29		29

				Satisfied		153		34		38		66

				Neither satisfied nor dissatisfied		54		12		13		79

				Dissatisfied		45		10		11		90

				Very dissatisfied		39		9		10		100

				Total		408		91		100

		Missing		Missing		40		9

				System		1		0

				Total		41		9

		Total				449		100

		How easy to understand any letters written to you were

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		155		35		38		38

				Satisfied		170		38		41		79

				Neither satisfied nor dissatisfied		47		10		11		91

				Dissatisfied		16		4		4		94

				Very dissatisfied		23		5		6		100

				Total		411		92		100

		Missing		Missing		37		8

				System		1		0

				Total		38		8

		Total				449		100

		The outcome of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		67		15		16		16

				Satisfied		80		18		20		36

				Neither satisfied nor dissatisfied		68		15		17		53

				Dissatisfied		43		10		11		63

				Very dissatisfied		129		29		32		95

				Total		387		86		100

		Missing		Missing		61		14

				System		1		0

				Total		62		9

		Total				449		14

		The overall time it took to resolve your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		91		20		23		23

				Satisfied		130		29		33		56

				Neither satisfied nor dissatisfied		58		13		15		70

				Dissatisfied		27		6		7		77

				Very dissatisfied		70		16		18		94

				Total		376		84		100

		Missing		Missing		71		16

				System		2		0

				Total		73		16

		Total				449		100

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		58

				Neither satisfied nor dissatisfied		57		13		14		72

				Dissatisfied		33		7		8		80

				Very dissatisfied		85		19		20		100

				Total		418		93		100

		Missing		Missing		30		7

				System		1		0

				Total		31		7

		Total				449		100

		If you had a new complaint about the police, would you use the complaints system again?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		276		61		70		70

				No		117		26		30		100

				Total		393		88		100

		Missing		Missing		56		12

		Total				449		100
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		Response Rates

		2005/06		22

		2004/05		22

		2003/04		13

		2002/03		17

		How did staff seem to you?

		Rude		7%

		In a hurry or rushed		13%

		Not interested		21%

		Impartial		72%

		Knowledgeable		86%

		Professional		90%

		Patient		91%

		Easy to understand		92%

		Friendly		93%

		Polite		95%

		How long it took the office to reply to you after you first reported the incident

		Very satisfied		34%

		Satisfied		42%

		Neither satisfied nor dissatisfied		10%

		Dissatisfied		7%

		Very dissatisfied		7%

		Total		100%

		How seriously the office treated your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		16%

		Dissatisfied		9%

		Very dissatisfied		16%

		Total		99%

		How clearly the complaint process was explained to you by staff

				Valid Percent

		Very satisfied		33%

		Satisfied		35%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		7%

		Very dissatisfied		8%

		Total		100%

		How often you were told about the progress of your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		38%

		Neither satisfied nor dissatisfied		13%

		Dissatisfied		11%

		Very dissatisfied		10%

		Total		101%

		How easy to understand any letters written to you were

				Valid Percent

		Very satisfied		38%

		Satisfied		41%

		Neither satisfied nor dissatisfied		11%

		Dissatisfied		4%

		Very dissatisfied		6%

		Total		100%

		The outcome of your complaint

				Valid Percent

		Very satisfied		16%

		Satisfied		20%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		11%

		Very dissatisfied		32%

		Total		96%

		The overall time it took to resolve your complaint

				Valid Percent

		Very satisfied		23%

		Satisfied		33%

		Neither satisfied nor dissatisfied		15%

		Dissatisfied		7%

		Very dissatisfied		18%

		Total		96%

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		14%

		Dissatisfied		8%

		Very dissatisfied		20%

		Total		100%

		If you made your complaint directly to the office the advice given to you at this time?

				Valid Percent

		Very satisfied		26%

		Satisfied		38%

		Neither satisfied nor dissatisfied		20%

		Dissatisfied		6%

		Very dissatisfied		10%

		Total		100%
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Sheet1

		Did you at any time speak to staff from the police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		308		69		80		80

				No		75		17		20		100

				Total		383		85		100

		Missing		33		1		0

				Missing		65		14

				Total		66		15

		Total				449		100

		How did they seem to you - Polite

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		327		73		95		95

				No		16		4		5		100

				Total		343		76		100

		Missing		Not Applicable		72		16

				Missing		30		7

				System		4		1

				Total		106		24

		Total				449		100

		How did they seem to you - Friendly

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		319		71		93		93

				No		24		5		7		100

				Missing		1		0		0		100

				Total		344		77		100

		Missing		33		71		16

				99		30		7

				System		4		1

				Total		105		23

		Total				449		100

		How did they seem to you - knwoledgeable

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		278		62		86		86

				No		46		10		14		100

				Total		324		72		100

		Missing		33		72		16

				99		49		11

				System		4		1

				Total		125		28

		Total				449		100

		How did they seem to you - not interested

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		64		14		21		21

				No		237		53		78		100

				Total		301		67		100

		Missing		33		71		16

				99		73		16

				System		4		1

				Total		148		33

		Total				449		100

		How did they seem to you - patient

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		291		65		91		91

				No		30		7		9		100

				Total		321		71		100

		Missing		33		72		16

				99		52		12

				System		4		1

				Total		128		29

		Total				449		100

		How did they seem to you - easy to understand

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		302		67		92		92

				No		27		6		8		100

				Total		329		73		100

		Missing		33		72		16

				99		44		10

				System		4		1

				Total		120		27

		Total				449		100

		How did they seem to you - professional

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		286		64		90		90

				No		33		7		10		100

				Total		319		71		100

		Missing		33		72		16

				99		53		12

				System		5		1

				Total		130		29

		Total				449		100

		How did they seem to you - rude

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		21		5		7		7

				No		286		64		93		100

				Total		307		68		100

		Missing		33		72		16

				99		66		15

				System		4		1

				Total		142		32

		Total				449		100

		How did they seem to you - in a hurry or rushed

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		41		9		13		13

				No		271		60		87		100

				Total		312		69		100

		Missing		33		72		16

				99		61		14

				System		4		1

				Total		137		31

		Total				449		100

		How did they seem to you - impartial

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		202		45		72		72

				No		78		17		28		100

				Total		280		62		100

		Missing		33		72		16

				99		92		20

				System		5		1

				Total		169		38

		Total				449		100

		Overall, do you think you were treated fairly by the Police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		279		62		62		62

				No		121		27		27		89

				Not Applicable		1		0		0		89

				Missing		48		11		11		100

				Total		449		100		100

		If you made your complaint directly to the office the advice given to you at this time?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		84		19		26		26

				Satisfied		123		27		38		64

				Neither satisfied nor dissatisfied		65		14		20		84

				Dissatisfied		20		4		6		90

				Very dissatisfied		32		7		10		100

				Total		324		72		100

		Missing		Missing		53		12

				System		72		16

				Total		125		28

		Total				449		100

		How long it took the office to reply to you after you first reported the incident

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		141		31		34		34

				Satisfied		175		39		42		76

				Neither satisfied nor dissatisfied		42		9		10		86

				Dissatisfied		28		6		7		93

				Very dissatisfied		28		6		7		100

				Total		414		92		100

		Missing		Missing		35		8

		Total				449		100

		How seriously the office treated your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		59

				Neither satisfied nor dissatisfied		68		15		16		75

				Dissatisfied		39		9		9		84

				Very dissatisfied		65		14		16		100

				Total		415		92		100

		Missing		Missing		34		8

		Total				449		100

		How clearly the complaint process was explained to you by staff

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		136		30		33		33

				Satisfied		146		33		35		68

				Neither satisfied nor dissatisfied		72		16		17		86

				Dissatisfied		27		6		7		92

				Very dissatisfied		32		7		8		100

				Total		413		92		100

		Missing		Missing		36		8

		Total				449		100

		How often you were told about the progress of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		117		26		29		29

				Satisfied		153		34		38		66

				Neither satisfied nor dissatisfied		54		12		13		79

				Dissatisfied		45		10		11		90

				Very dissatisfied		39		9		10		100

				Total		408		91		100

		Missing		Missing		40		9

				System		1		0

				Total		41		9

		Total				449		100

		How easy to understand any letters written to you were

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		155		35		38		38

				Satisfied		170		38		41		79

				Neither satisfied nor dissatisfied		47		10		11		91

				Dissatisfied		16		4		4		94

				Very dissatisfied		23		5		6		100

				Total		411		92		100

		Missing		Missing		37		8

				System		1		0

				Total		38		8

		Total				449		100

		The outcome of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		67		15		16		16

				Satisfied		80		18		20		36

				Neither satisfied nor dissatisfied		68		15		17		53

				Dissatisfied		43		10		11		63

				Very dissatisfied		129		29		32		95

				Total		387		86		100

		Missing		Missing		61		14

				System		1		0

				Total		62		9

		Total				449		14

		The overall time it took to resolve your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		91		20		23		23

				Satisfied		130		29		33		56

				Neither satisfied nor dissatisfied		58		13		15		70

				Dissatisfied		27		6		7		77

				Very dissatisfied		70		16		18		94

				Total		376		84		100

		Missing		Missing		71		16

				System		2		0

				Total		73		16

		Total				449		100

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		58

				Neither satisfied nor dissatisfied		57		13		14		72

				Dissatisfied		33		7		8		80

				Very dissatisfied		85		19		20		100

				Total		418		93		100

		Missing		Missing		30		7

				System		1		0

				Total		31		7

		Total				449		100

		If you had a new complaint about the police, would you use the complaints system again?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		276		61		70		70

				No		117		26		30		100

				Total		393		88		100

		Missing		Missing		56		12

		Total				449		100





Sheet2

		Response Rates

		2005/06		22

		2004/05		22

		2003/04		13
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		How did staff seem to you?

		Rude		7%

		In a hurry or rushed		13%

		Not interested		21%

		Impartial		72%

		Knowledgeable		86%

		Professional		90%

		Patient		91%

		Easy to understand		92%

		Friendly		93%

		Polite		95%

		How long it took the office to reply to you after you first reported the incident

		Very satisfied		34%

		Satisfied		42%

		Neither satisfied nor dissatisfied		10%

		Dissatisfied		7%

		Very dissatisfied		7%

		Total		100%

		How seriously the office treated your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		16%

		Dissatisfied		9%

		Very dissatisfied		16%

		Total		99%

		How clearly the complaint process was explained to you by staff

				Valid Percent

		Very satisfied		33%

		Satisfied		35%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		7%

		Very dissatisfied		8%

		Total		100%

		How often you were told about the progress of your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		38%

		Neither satisfied nor dissatisfied		13%

		Dissatisfied		11%

		Very dissatisfied		10%

		Total		101%

		How easy to understand any letters written to you were

				Valid Percent

		Very satisfied		38%

		Satisfied		41%

		Neither satisfied nor dissatisfied		11%

		Dissatisfied		4%

		Very dissatisfied		6%

		Total		100%

		The outcome of your complaint

				Valid Percent

		Very satisfied		16%

		Satisfied		20%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		11%

		Very dissatisfied		32%

		Total		96%

		The overall time it took to resolve your complaint

				Valid Percent

		Very satisfied		23%

		Satisfied		33%

		Neither satisfied nor dissatisfied		15%

		Dissatisfied		7%

		Very dissatisfied		18%

		Total		96%

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		14%

		Dissatisfied		8%

		Very dissatisfied		20%

		Total		100%
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Sheet1

		Did you at any time speak to staff from the police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		308		69		80		80

				No		75		17		20		100

				Total		383		85		100

		Missing		33		1		0

				Missing		65		14

				Total		66		15

		Total				449		100

		How did they seem to you - Polite

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		327		73		95		95

				No		16		4		5		100

				Total		343		76		100

		Missing		Not Applicable		72		16

				Missing		30		7

				System		4		1

				Total		106		24

		Total				449		100

		How did they seem to you - Friendly

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		319		71		93		93

				No		24		5		7		100

				Missing		1		0		0		100

				Total		344		77		100

		Missing		33		71		16

				99		30		7

				System		4		1

				Total		105		23

		Total				449		100

		How did they seem to you - knwoledgeable

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		278		62		86		86

				No		46		10		14		100

				Total		324		72		100

		Missing		33		72		16

				99		49		11

				System		4		1

				Total		125		28

		Total				449		100

		How did they seem to you - not interested

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		64		14		21		21

				No		237		53		78		100

				Total		301		67		100

		Missing		33		71		16

				99		73		16

				System		4		1

				Total		148		33

		Total				449		100

		How did they seem to you - patient

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		291		65		91		91

				No		30		7		9		100

				Total		321		71		100

		Missing		33		72		16

				99		52		12

				System		4		1

				Total		128		29

		Total				449		100

		How did they seem to you - easy to understand

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		302		67		92		92

				No		27		6		8		100

				Total		329		73		100

		Missing		33		72		16

				99		44		10

				System		4		1

				Total		120		27

		Total				449		100

		How did they seem to you - professional

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		286		64		90		90

				No		33		7		10		100

				Total		319		71		100

		Missing		33		72		16

				99		53		12

				System		5		1

				Total		130		29

		Total				449		100

		How did they seem to you - rude

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		21		5		7		7

				No		286		64		93		100

				Total		307		68		100

		Missing		33		72		16

				99		66		15

				System		4		1

				Total		142		32

		Total				449		100

		How did they seem to you - in a hurry or rushed

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		41		9		13		13

				No		271		60		87		100

				Total		312		69		100

		Missing		33		72		16

				99		61		14

				System		4		1

				Total		137		31

		Total				449		100

		How did they seem to you - impartial

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		202		45		72		72

				No		78		17		28		100

				Total		280		62		100

		Missing		33		72		16

				99		92		20

				System		5		1

				Total		169		38

		Total				449		100

		Overall, do you think you were treated fairly by the Police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		279		62		62		62

				No		121		27		27		89

				Not Applicable		1		0		0		89

				Missing		48		11		11		100

				Total		449		100		100

		If you made your complaint directly to the office the advice given to you at this time?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		84		19		26		26

				Satisfied		123		27		38		64

				Neither satisfied nor dissatisfied		65		14		20		84

				Dissatisfied		20		4		6		90

				Very dissatisfied		32		7		10		100

				Total		324		72		100

		Missing		Missing		53		12

				System		72		16

				Total		125		28

		Total				449		100

		How long it took the office to reply to you after you first reported the incident

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		141		31		34		34

				Satisfied		175		39		42		76

				Neither satisfied nor dissatisfied		42		9		10		86

				Dissatisfied		28		6		7		93

				Very dissatisfied		28		6		7		100

				Total		414		92		100

		Missing		Missing		35		8

		Total				449		100

		How seriously the office treated your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		59

				Neither satisfied nor dissatisfied		68		15		16		75

				Dissatisfied		39		9		9		84

				Very dissatisfied		65		14		16		100

				Total		415		92		100

		Missing		Missing		34		8

		Total				449		100

		How clearly the complaint process was explained to you by staff

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		136		30		33		33

				Satisfied		146		33		35		68

				Neither satisfied nor dissatisfied		72		16		17		86

				Dissatisfied		27		6		7		92

				Very dissatisfied		32		7		8		100

				Total		413		92		100

		Missing		Missing		36		8

		Total				449		100

		How often you were told about the progress of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		117		26		29		29

				Satisfied		153		34		38		66

				Neither satisfied nor dissatisfied		54		12		13		79

				Dissatisfied		45		10		11		90

				Very dissatisfied		39		9		10		100

				Total		408		91		100

		Missing		Missing		40		9

				System		1		0

				Total		41		9

		Total				449		100

		How easy to understand any letters written to you were

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		155		35		38		38

				Satisfied		170		38		41		79

				Neither satisfied nor dissatisfied		47		10		11		91

				Dissatisfied		16		4		4		94

				Very dissatisfied		23		5		6		100

				Total		411		92		100

		Missing		Missing		37		8

				System		1		0

				Total		38		8

		Total				449		100

		The outcome of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		67		15		16		16

				Satisfied		80		18		20		36

				Neither satisfied nor dissatisfied		68		15		17		53

				Dissatisfied		43		10		11		63

				Very dissatisfied		129		29		32		95

				Total		387		86		100

		Missing		Missing		61		14

				System		1		0

				Total		62		9

		Total				449		14

		The overall time it took to resolve your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		91		20		23		23

				Satisfied		130		29		33		56

				Neither satisfied nor dissatisfied		58		13		15		70

				Dissatisfied		27		6		7		77

				Very dissatisfied		70		16		18		94

				Total		376		84		100

		Missing		Missing		71		16

				System		2		0

				Total		73		16

		Total				449		100

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		58

				Neither satisfied nor dissatisfied		57		13		14		72

				Dissatisfied		33		7		8		80

				Very dissatisfied		85		19		20		100

				Total		418		93		100

		Missing		Missing		30		7

				System		1		0

				Total		31		7

		Total				449		100

		If you had a new complaint about the police, would you use the complaints system again?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		276		61		70		70

				No		117		26		30		100

				Total		393		88		100

		Missing		Missing		56		12

		Total				449		100
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		Response Rates

		2005/06		22

		2004/05		22

		2003/04		13

		2002/03		17

		How did staff seem to you?

		Rude		7%

		In a hurry or rushed		13%

		Not interested		21%

		Impartial		72%

		Knowledgeable		86%

		Professional		90%

		Patient		91%

		Easy to understand		92%

		Friendly		93%

		Polite		95%

		How long it took the office to reply to you after you first reported the incident

		Very satisfied		34%

		Satisfied		42%

		Neither satisfied nor dissatisfied		10%

		Dissatisfied		7%

		Very dissatisfied		7%

		Total		100%

		How seriously the office treated your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		16%

		Dissatisfied		9%

		Very dissatisfied		16%

		Total		99%

		How clearly the complaint process was explained to you by staff

				Valid Percent

		Very satisfied		33%

		Satisfied		35%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		7%

		Very dissatisfied		8%

		Total		100%

		How often you were told about the progress of your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		38%

		Neither satisfied nor dissatisfied		13%

		Dissatisfied		11%

		Very dissatisfied		10%

		Total		101%

		How easy to understand any letters written to you were

				Valid Percent

		Very satisfied		38%

		Satisfied		41%

		Neither satisfied nor dissatisfied		11%

		Dissatisfied		4%

		Very dissatisfied		6%

		Total		100%

		The outcome of your complaint

				Valid Percent

		Very satisfied		16%

		Satisfied		20%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		11%

		Very dissatisfied		32%

		Total		96%

		The overall time it took to resolve your complaint

				Valid Percent

		Very satisfied		23%

		Satisfied		33%

		Neither satisfied nor dissatisfied		15%

		Dissatisfied		7%

		Very dissatisfied		18%

		Total		96%

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		14%

		Dissatisfied		8%

		Very dissatisfied		20%

		Total		100%
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Sheet1

		Did you at any time speak to staff from the police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		308		69		80		80

				No		75		17		20		100

				Total		383		85		100

		Missing		33		1		0

				Missing		65		14

				Total		66		15

		Total				449		100

		How did they seem to you - Polite

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		327		73		95		95

				No		16		4		5		100

				Total		343		76		100

		Missing		Not Applicable		72		16

				Missing		30		7

				System		4		1

				Total		106		24

		Total				449		100

		How did they seem to you - Friendly

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		319		71		93		93

				No		24		5		7		100

				Missing		1		0		0		100

				Total		344		77		100

		Missing		33		71		16

				99		30		7

				System		4		1

				Total		105		23

		Total				449		100

		How did they seem to you - knwoledgeable

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		278		62		86		86

				No		46		10		14		100

				Total		324		72		100

		Missing		33		72		16

				99		49		11

				System		4		1

				Total		125		28

		Total				449		100

		How did they seem to you - not interested

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		64		14		21		21

				No		237		53		78		100

				Total		301		67		100

		Missing		33		71		16

				99		73		16

				System		4		1

				Total		148		33

		Total				449		100

		How did they seem to you - patient

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		291		65		91		91

				No		30		7		9		100

				Total		321		71		100

		Missing		33		72		16

				99		52		12

				System		4		1

				Total		128		29

		Total				449		100

		How did they seem to you - easy to understand

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		302		67		92		92

				No		27		6		8		100

				Total		329		73		100

		Missing		33		72		16

				99		44		10

				System		4		1

				Total		120		27

		Total				449		100

		How did they seem to you - professional

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		286		64		90		90

				No		33		7		10		100

				Total		319		71		100

		Missing		33		72		16

				99		53		12

				System		5		1

				Total		130		29

		Total				449		100

		How did they seem to you - rude

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		21		5		7		7

				No		286		64		93		100

				Total		307		68		100

		Missing		33		72		16

				99		66		15

				System		4		1

				Total		142		32

		Total				449		100

		How did they seem to you - in a hurry or rushed

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		41		9		13		13

				No		271		60		87		100

				Total		312		69		100

		Missing		33		72		16

				99		61		14

				System		4		1

				Total		137		31

		Total				449		100

		How did they seem to you - impartial

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		202		45		72		72

				No		78		17		28		100

				Total		280		62		100

		Missing		33		72		16

				99		92		20

				System		5		1

				Total		169		38

		Total				449		100

		Overall, do you think you were treated fairly by the Police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		279		62		62		62

				No		121		27		27		89

				Not Applicable		1		0		0		89

				Missing		48		11		11		100

				Total		449		100		100

		If you made your complaint directly to the office the advice given to you at this time?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		84		19		26		26

				Satisfied		123		27		38		64

				Neither satisfied nor dissatisfied		65		14		20		84

				Dissatisfied		20		4		6		90

				Very dissatisfied		32		7		10		100

				Total		324		72		100

		Missing		Missing		53		12

				System		72		16

				Total		125		28

		Total				449		100

		How long it took the office to reply to you after you first reported the incident

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		141		31		34		34

				Satisfied		175		39		42		76

				Neither satisfied nor dissatisfied		42		9		10		86

				Dissatisfied		28		6		7		93

				Very dissatisfied		28		6		7		100

				Total		414		92		100

		Missing		Missing		35		8

		Total				449		100

		How seriously the office treated your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		59

				Neither satisfied nor dissatisfied		68		15		16		75

				Dissatisfied		39		9		9		84

				Very dissatisfied		65		14		16		100

				Total		415		92		100

		Missing		Missing		34		8

		Total				449		100

		How clearly the complaint process was explained to you by staff

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		136		30		33		33

				Satisfied		146		33		35		68

				Neither satisfied nor dissatisfied		72		16		17		86

				Dissatisfied		27		6		7		92

				Very dissatisfied		32		7		8		100

				Total		413		92		100

		Missing		Missing		36		8

		Total				449		100

		How often you were told about the progress of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		117		26		29		29

				Satisfied		153		34		38		66

				Neither satisfied nor dissatisfied		54		12		13		79

				Dissatisfied		45		10		11		90

				Very dissatisfied		39		9		10		100

				Total		408		91		100

		Missing		Missing		40		9

				System		1		0

				Total		41		9

		Total				449		100

		How easy to understand any letters written to you were

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		155		35		38		38

				Satisfied		170		38		41		79

				Neither satisfied nor dissatisfied		47		10		11		91

				Dissatisfied		16		4		4		94

				Very dissatisfied		23		5		6		100

				Total		411		92		100

		Missing		Missing		37		8

				System		1		0

				Total		38		8

		Total				449		100

		The outcome of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		67		15		16		16

				Satisfied		80		18		20		36

				Neither satisfied nor dissatisfied		68		15		17		53

				Dissatisfied		43		10		11		63

				Very dissatisfied		129		29		32		95

				Total		387		86		100

		Missing		Missing		61		14

				System		1		0

				Total		62		9

		Total				449		14

		The overall time it took to resolve your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		91		20		23		23

				Satisfied		130		29		33		56

				Neither satisfied nor dissatisfied		58		13		15		70

				Dissatisfied		27		6		7		77

				Very dissatisfied		70		16		18		94

				Total		376		84		100

		Missing		Missing		71		16

				System		2		0

				Total		73		16

		Total				449		100

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		58

				Neither satisfied nor dissatisfied		57		13		14		72

				Dissatisfied		33		7		8		80

				Very dissatisfied		85		19		20		100

				Total		418		93		100

		Missing		Missing		30		7

				System		1		0

				Total		31		7

		Total				449		100

		If you had a new complaint about the police, would you use the complaints system again?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		276		61		70		70

				No		117		26		30		100

				Total		393		88		100

		Missing		Missing		56		12

		Total				449		100
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		Did you at any time speak to staff from the police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		308		69		80		80

				No		75		17		20		100

				Total		383		85		100

		Missing		33		1		0

				Missing		65		14

				Total		66		15

		Total				449		100

		How did they seem to you - Polite

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		327		73		95		95

				No		16		4		5		100

				Total		343		76		100

		Missing		Not Applicable		72		16

				Missing		30		7

				System		4		1

				Total		106		24

		Total				449		100

		How did they seem to you - Friendly

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		319		71		93		93

				No		24		5		7		100

				Missing		1		0		0		100

				Total		344		77		100

		Missing		33		71		16

				99		30		7

				System		4		1

				Total		105		23

		Total				449		100

		How did they seem to you - knwoledgeable

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		278		62		86		86

				No		46		10		14		100

				Total		324		72		100

		Missing		33		72		16

				99		49		11

				System		4		1

				Total		125		28

		Total				449		100

		How did they seem to you - not interested

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		64		14		21		21

				No		237		53		78		100

				Total		301		67		100

		Missing		33		71		16

				99		73		16

				System		4		1

				Total		148		33

		Total				449		100

		How did they seem to you - patient

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		291		65		91		91

				No		30		7		9		100

				Total		321		71		100

		Missing		33		72		16

				99		52		12

				System		4		1

				Total		128		29

		Total				449		100

		How did they seem to you - easy to understand

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		302		67		92		92

				No		27		6		8		100

				Total		329		73		100

		Missing		33		72		16

				99		44		10

				System		4		1

				Total		120		27

		Total				449		100

		How did they seem to you - professional

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		286		64		90		90

				No		33		7		10		100

				Total		319		71		100

		Missing		33		72		16

				99		53		12

				System		5		1

				Total		130		29

		Total				449		100

		How did they seem to you - rude

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		21		5		7		7

				No		286		64		93		100

				Total		307		68		100

		Missing		33		72		16

				99		66		15

				System		4		1

				Total		142		32

		Total				449		100

		How did they seem to you - in a hurry or rushed

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		41		9		13		13

				No		271		60		87		100

				Total		312		69		100

		Missing		33		72		16

				99		61		14

				System		4		1

				Total		137		31

		Total				449		100

		How did they seem to you - impartial

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		202		45		72		72

				No		78		17		28		100

				Total		280		62		100

		Missing		33		72		16

				99		92		20

				System		5		1

				Total		169		38

		Total				449		100

		Overall, do you think you were treated fairly by the Police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		279		62		62		62

				No		121		27		27		89

				Not Applicable		1		0		0		89

				Missing		48		11		11		100

				Total		449		100		100

		If you made your complaint directly to the office the advice given to you at this time?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		84		19		26		26

				Satisfied		123		27		38		64

				Neither satisfied nor dissatisfied		65		14		20		84

				Dissatisfied		20		4		6		90

				Very dissatisfied		32		7		10		100

				Total		324		72		100

		Missing		Missing		53		12

				System		72		16

				Total		125		28

		Total				449		100

		How long it took the office to reply to you after you first reported the incident

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		141		31		34		34

				Satisfied		175		39		42		76

				Neither satisfied nor dissatisfied		42		9		10		86

				Dissatisfied		28		6		7		93

				Very dissatisfied		28		6		7		100

				Total		414		92		100

		Missing		Missing		35		8

		Total				449		100

		How seriously the office treated your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		59

				Neither satisfied nor dissatisfied		68		15		16		75

				Dissatisfied		39		9		9		84

				Very dissatisfied		65		14		16		100

				Total		415		92		100

		Missing		Missing		34		8

		Total				449		100

		How clearly the complaint process was explained to you by staff

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		136		30		33		33

				Satisfied		146		33		35		68

				Neither satisfied nor dissatisfied		72		16		17		86

				Dissatisfied		27		6		7		92

				Very dissatisfied		32		7		8		100

				Total		413		92		100

		Missing		Missing		36		8

		Total				449		100

		How often you were told about the progress of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		117		26		29		29

				Satisfied		153		34		38		66

				Neither satisfied nor dissatisfied		54		12		13		79

				Dissatisfied		45		10		11		90

				Very dissatisfied		39		9		10		100

				Total		408		91		100

		Missing		Missing		40		9

				System		1		0

				Total		41		9

		Total				449		100

		How easy to understand any letters written to you were

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		155		35		38		38

				Satisfied		170		38		41		79

				Neither satisfied nor dissatisfied		47		10		11		91

				Dissatisfied		16		4		4		94

				Very dissatisfied		23		5		6		100

				Total		411		92		100

		Missing		Missing		37		8

				System		1		0

				Total		38		8

		Total				449		100

		The outcome of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		67		15		16		16

				Satisfied		80		18		20		36

				Neither satisfied nor dissatisfied		68		15		17		53

				Dissatisfied		43		10		11		63

				Very dissatisfied		129		29		32		95

				Total		387		86		100

		Missing		Missing		61		14

				System		1		0

				Total		62		9

		Total				449		14

		The overall time it took to resolve your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		91		20		23		23

				Satisfied		130		29		33		56

				Neither satisfied nor dissatisfied		58		13		15		70

				Dissatisfied		27		6		7		77

				Very dissatisfied		70		16		18		94

				Total		376		84		100

		Missing		Missing		71		16

				System		2		0

				Total		73		16

		Total				449		100

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		58

				Neither satisfied nor dissatisfied		57		13		14		72

				Dissatisfied		33		7		8		80

				Very dissatisfied		85		19		20		100

				Total		418		93		100

		Missing		Missing		30		7

				System		1		0

				Total		31		7

		Total				449		100

		If you had a new complaint about the police, would you use the complaints system again?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		276		61		70		70

				No		117		26		30		100

				Total		393		88		100

		Missing		Missing		56		12

		Total				449		100
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		Did you at any time speak to staff from the police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		308		69		80		80

				No		75		17		20		100

				Total		383		85		100

		Missing		33		1		0

				Missing		65		14

				Total		66		15

		Total				449		100

		How did they seem to you - Polite

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		327		73		95		95

				No		16		4		5		100

				Total		343		76		100

		Missing		Not Applicable		72		16

				Missing		30		7

				System		4		1

				Total		106		24

		Total				449		100

		How did they seem to you - Friendly

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		319		71		93		93

				No		24		5		7		100

				Missing		1		0		0		100

				Total		344		77		100

		Missing		33		71		16

				99		30		7

				System		4		1

				Total		105		23

		Total				449		100

		How did they seem to you - knwoledgeable

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		278		62		86		86

				No		46		10		14		100

				Total		324		72		100

		Missing		33		72		16

				99		49		11

				System		4		1

				Total		125		28

		Total				449		100

		How did they seem to you - not interested

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		64		14		21		21

				No		237		53		78		100

				Total		301		67		100

		Missing		33		71		16

				99		73		16

				System		4		1

				Total		148		33

		Total				449		100

		How did they seem to you - patient

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		291		65		91		91

				No		30		7		9		100

				Total		321		71		100

		Missing		33		72		16

				99		52		12

				System		4		1

				Total		128		29

		Total				449		100

		How did they seem to you - easy to understand

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		302		67		92		92

				No		27		6		8		100

				Total		329		73		100

		Missing		33		72		16

				99		44		10

				System		4		1

				Total		120		27

		Total				449		100

		How did they seem to you - professional

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		286		64		90		90

				No		33		7		10		100

				Total		319		71		100

		Missing		33		72		16

				99		53		12

				System		5		1

				Total		130		29

		Total				449		100

		How did they seem to you - rude

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		21		5		7		7

				No		286		64		93		100

				Total		307		68		100

		Missing		33		72		16

				99		66		15

				System		4		1

				Total		142		32

		Total				449		100

		How did they seem to you - in a hurry or rushed

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		41		9		13		13

				No		271		60		87		100

				Total		312		69		100

		Missing		33		72		16

				99		61		14

				System		4		1

				Total		137		31

		Total				449		100

		How did they seem to you - impartial

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		202		45		72		72

				No		78		17		28		100

				Total		280		62		100

		Missing		33		72		16

				99		92		20

				System		5		1

				Total		169		38

		Total				449		100

		Overall, do you think you were treated fairly by the Police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		279		62		62		62

				No		121		27		27		89

				Not Applicable		1		0		0		89

				Missing		48		11		11		100

				Total		449		100		100

		If you made your complaint directly to the office the advice given to you at this time?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		84		19		26		26

				Satisfied		123		27		38		64

				Neither satisfied nor dissatisfied		65		14		20		84

				Dissatisfied		20		4		6		90

				Very dissatisfied		32		7		10		100

				Total		324		72		100

		Missing		Missing		53		12

				System		72		16

				Total		125		28

		Total				449		100

		How long it took the office to reply to you after you first reported the incident

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		141		31		34		34

				Satisfied		175		39		42		76

				Neither satisfied nor dissatisfied		42		9		10		86

				Dissatisfied		28		6		7		93

				Very dissatisfied		28		6		7		100

				Total		414		92		100

		Missing		Missing		35		8

		Total				449		100

		How seriously the office treated your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		59

				Neither satisfied nor dissatisfied		68		15		16		75

				Dissatisfied		39		9		9		84

				Very dissatisfied		65		14		16		100

				Total		415		92		100

		Missing		Missing		34		8

		Total				449		100

		How clearly the complaint process was explained to you by staff

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		136		30		33		33

				Satisfied		146		33		35		68

				Neither satisfied nor dissatisfied		72		16		17		86

				Dissatisfied		27		6		7		92

				Very dissatisfied		32		7		8		100

				Total		413		92		100

		Missing		Missing		36		8

		Total				449		100

		How often you were told about the progress of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		117		26		29		29

				Satisfied		153		34		38		66

				Neither satisfied nor dissatisfied		54		12		13		79

				Dissatisfied		45		10		11		90

				Very dissatisfied		39		9		10		100

				Total		408		91		100

		Missing		Missing		40		9

				System		1		0

				Total		41		9

		Total				449		100

		How easy to understand any letters written to you were

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		155		35		38		38

				Satisfied		170		38		41		79

				Neither satisfied nor dissatisfied		47		10		11		91

				Dissatisfied		16		4		4		94

				Very dissatisfied		23		5		6		100

				Total		411		92		100

		Missing		Missing		37		8

				System		1		0

				Total		38		8

		Total				449		100

		The outcome of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		67		15		16		16

				Satisfied		80		18		20		36

				Neither satisfied nor dissatisfied		68		15		17		53

				Dissatisfied		43		10		11		63

				Very dissatisfied		129		29		32		95

				Total		387		86		100

		Missing		Missing		61		14

				System		1		0

				Total		62		9

		Total				449		14

		The overall time it took to resolve your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		91		20		23		23

				Satisfied		130		29		33		56

				Neither satisfied nor dissatisfied		58		13		15		70

				Dissatisfied		27		6		7		77

				Very dissatisfied		70		16		18		94

				Total		376		84		100

		Missing		Missing		71		16

				System		2		0

				Total		73		16

		Total				449		100

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		58

				Neither satisfied nor dissatisfied		57		13		14		72

				Dissatisfied		33		7		8		80

				Very dissatisfied		85		19		20		100

				Total		418		93		100

		Missing		Missing		30		7

				System		1		0

				Total		31		7

		Total				449		100

		If you had a new complaint about the police, would you use the complaints system again?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		276		61		70		70

				No		117		26		30		100

				Total		393		88		100

		Missing		Missing		56		12

		Total				449		100
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		2005/06		22

		2004/05		22
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		How did staff seem to you?

		Rude		7%

		In a hurry or rushed		13%

		Not interested		21%

		Impartial		72%

		Knowledgeable		86%

		Professional		90%

		Patient		91%

		Easy to understand		92%

		Friendly		93%

		Polite		95%

		How long it took the office to reply to you after you first reported the incident

		Very satisfied		34%

		Satisfied		42%

		Neither satisfied nor dissatisfied		10%

		Dissatisfied		7%

		Very dissatisfied		7%

		Total		100%

		How seriously the office treated your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		16%

		Dissatisfied		9%

		Very dissatisfied		16%

		Total		99%

		How clearly the complaint process was explained to you by staff

				Valid Percent

		Very satisfied		33%

		Satisfied		35%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		7%

		Very dissatisfied		8%

		Total		100%

		How often you were told about the progress of your complaint

				Valid Percent

		Very satisfied		29%

		Satisfied		38%

		Neither satisfied nor dissatisfied		13%

		Dissatisfied		11%

		Very dissatisfied		10%

		Total		101%

		How easy to understand any letters written to you were

				Valid Percent

		Very satisfied		38%

		Satisfied		41%

		Neither satisfied nor dissatisfied		11%

		Dissatisfied		4%

		Very dissatisfied		6%

		Total		100%

		The outcome of your complaint

				Valid Percent

		Very satisfied		16%

		Satisfied		20%

		Neither satisfied nor dissatisfied		17%

		Dissatisfied		11%

		Very dissatisfied		32%

		Total		96%

		The overall time it took to resolve your complaint

				Valid Percent

		Very satisfied		23%

		Satisfied		33%

		Neither satisfied nor dissatisfied		15%

		Dissatisfied		7%

		Very dissatisfied		18%

		Total		96%

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

				Valid Percent

		Very satisfied		29%

		Satisfied		29%

		Neither satisfied nor dissatisfied		14%

		Dissatisfied		8%

		Very dissatisfied		20%

		Total		100%
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Closures

		Respondents to survey by Closure type, 2005/06

				Respondents

				Count		%

		Closed - Awaiting Solicitor Contact > Criminal Proceedings		3		1

		Closed - Criminal Charges Recommended		2		0

		Closed - Disc/Misc Charges Recommended		3		1

		Closed - Disproportionate		1		0

		Closed - Duplicate		1		0

		Closed - Ill-Founded		49		11

		Closed - Informal Disc/Misc Action Recommended		13		3

		Closed - Informal Resolution Accepted		96		21

		Closed - Management Discussion		2		0

		Closed - Non Co-operation		44		10

		Closed - Not Substantiated- no further action		74		16

		Closed - Outside Remit		51		11

		Closed - Outside remit (policy)		40		9

		Closed - Policy Recommendation		1		0

		Closed - Reg 23 Withdrawn		44		10

		Closed - Substantiated - No Action Recommended		20		4

		Closed - Training/Ops/Super Recommended		1		0

		Investigate		1		0

		Reg 24 - Further Steps Not Indicated		3		1

		Total		449		100

				Respondents				All closures

				Count		%		Count		%

		Outside remit		91		20%		388		13%

		Ill-founded		49		11%		381		13%

		Withdrawn by complainant		44		10%		218		7%

		Non co-operation by complainant		47		10%		803		27%

		Informal resolution accepted		96		21%		368		13%

		Not substantiated		74		16%		532		18%

		Action arising		22		5%		98		3%

		Substantiated - No action recommended		20		4%		73		2%

		All other		6		1%		82		3%

		Total		449		100%		2943		100%

				Respondents		All closures

		Outside remit		20%		13%

		Ill-founded		11%		13%

		Withdrawn		10%		7%

		Non co-operation		10%		27%

		IR accepted		21%		13%

		Not substantiated		16%		18%

		Action arising		5%		3%

		Substantiated - No action		4%		2%

		All other		1%		3%

		Total		100%		100%
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Gender

		Gender of respondents, 2005/06

				Respondents				All closures

				Count		%		Count		%

		Male		284		63%		2045		69%

		Female		164		37%		817		28%

		Unknown		1		0%		81		3%

		Total		449		100%		2943		100%

				Respondents		All closures

		Male		63%		69%

		Female		37%		28%

		Unknown		0%		3%

		Total		100%		100%
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Age

		Age of respondents, 2005/06

				Respondents				All closures

				Count		%		Count		%

		Under 25s		45		13%		374		22%

		25 - 34		57		17%		381		22%

		35 - 44		89		26%		458		27%

		45 - 54		75		22%		290		17%

		55 - 64		63		18%		148		9%

		65 and over		16		5%		60		4%

		Total		345		100%		1711		100%

				Respondents		All closures

		Under 25s		13%		22%

		25 - 34		17%		22%

		35 - 44		26%		27%

		45 - 54		22%		17%

		55 - 64		18%		9%

		65 and over		5%		4%

		Total		100%		100%
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Appendix

		Appendix 1: Additional Tables, 2005/06 and 2004/05 Results

		Table 1: Did you at any time speak to staff from the Police Ombudsman's Office?

				Count		05/06%		04/05%

		Yes		308		80.4		86.4

		No		75		19.6		13.6

		Total		383		100		100

		Table 2: How did they seem to you - polite?

				Count		05/06%		04/05%

		Yes		327		95.3		94.3

		No		16		4.7		5.7

		Total		343		100		100

		Table 3: How did they seem to you  - friendly?

				Count		05/06%		04/05%

		Yes		319		93.0		92.4

		No		24		7.0		7.6

		Total		343		100		100

		Table 4: How did they seem to you - knowledgeable?

				Count		05/06%		04/05%

		Yes		278		85.8		84.0

		No		46		14.2		16.0

		Total		324		100		100

		Table 5: How did they seem to you - not interested?

				Count		05/06%		04/05%

		Yes		64		21.3		17.5

		No		237		78.7		82.5

		Total		301		100		100

		Table 6: How did they seem to you - patient?

				Count		05/06%		04/05%

		Yes		291		90.7		86.9

		No		30		9.3		13.1

		Total		321		100		100

		Table 7: How did they seem to you - easy to understand?

				Count		05/06%		04/05%

		Yes		302		91.8		89.1

		No		27		8.2		10.9

		Total		329		100		100

		Table 8: How did they seem to you - professional?

				Count		05/06%		04/05%

		Yes		286		89.7		82.6

		No		33		10.3		17.4

		Total		319		100		100

		Table 9: How did they seem to you - rude?

				Count		05/06%		04/05%

		Yes		21		6.8		9.7

		No		286		93.2		90.3

		Total		307		100		100

		Table 10: How did they seem to you - in a hurry or rushed?

				Count		05/06%		04/05%

		Yes		41		13.1		15.5

		No		271		86.9		84.5

		Total		312		100		100

		Table 11: How did they seem to you - impartial?

				Count		05/06%		04/05%

		Yes		202		72.1		69.6

		No		78		27.9		30.4

		Total		280		100		100

		Table 12: Overall, do you think you were treated fairly by the Police Ombudsman's Office?

				Count		05/06%		04/05%

		Yes		279		69.8		66.0

		No		121		30.3		34.0

		Total		400		100		100

		How satisfied were you with -

		Table 13: The advice given to you if you made your complaint directly to the Office?

				Count		05/06%		04/05%

		Very satisfied		84		25.9		N/A

		Satisfied		123		38.0		N/A

		Neither satisfied or dissatisfied		65		20.1		N/A

		Dissatisfied		20		6.2		N/A

		Very dissatisfied		32		9.9		N/A

		Total		324		100		N/A

		Table 14: The length of time it took the Office to reply to you after you first reported the incident?

				Count		05/06%		04/05%

		Very satisfied		141		34.1		40.7

		Satisfied		175		42.3		36.6

		Neither satisfied or dissatisfied		42		10.1		8.2

		Dissatisfied		28		6.8		6.7

		Very dissatisfied		28		6.8		7.7

		Total		414		100		100

		Table 15: How seriously the Office treated your complaint?

				Count		05/06%		04/05%

		Very satisfied		121		29.2		30.9

		Satisfied		122		29.4		28.9

		Neither satisfied or dissatisfied		68		16.4		12.4

		Dissatisfied		39		9.4		9.3

		Very dissatisfied		65		15.7		18.6

		Total		415		100		100

		Table 16: How clearly the complaint process was explained to you by staff?

				Count		05/06%		04/05%

		Very satisfied		136		32.9		35.2

		Satisfied		146		35.4		39.9

		Neither satisfied or dissatisfied		72		17.4		10.9

		Dissatisfied		27		6.5		5.2

		Very dissatisfied		32		7.7		8.8

		Total		413		100		100

		Table 17: How often you were told about the progress of your complaint?

				Count		05/06%		04/05%

		Very satisfied		117		28.7		25.5

		Satisfied		153		37.5		36.2

		Neither satisfied or dissatisfied		54		13.2		15.4

		Dissatisfied		45		11.0		7.4

		Very dissatisfied		39		9.6		15.4

		Total		408		100		100

		Table 18: How easy to understand any letters written to you were?

				Count		05/06%		04/05%

		Very satisfied		155		37.7		37.0

		Satisfied		170		41.4		44.8

		Neither satisfied or dissatisfied		47		11.4		9.4

		Dissatisfied		16		3.9		1.0

		Very dissatisfied		23		5.6		7.8

		Total		411		100		100

		Table 19: The outcome of your complaint?

				Count		05/06%		04/05%

		Very satisfied		67		17.3		19.8

		Satisfied		80		20.7		19.8

		Neither satisfied or dissatisfied		68		17.6		13.0

		Dissatisfied		43		11.1		8.5

		Very dissatisfied		129		33.3		36.7

		Total		387		100		100

		Table 20: The overall time it took to resolve your complaint?

				Count		05/06%		04/05%

		Very satisfied		91		24.2		26.4

		Satisfied		130		34.6		28.2

		Neither satisfied or dissatisfied		58		15.4		13.8

		Dissatisfied		27		7.2		10.3

		Very dissatisfied		70		18.6		19.0

		Total		376		100		100

		Table 21: Overall, taking everything into account, how satisifed or dissatisfied were you with the service you received?

				Count		05/06%		04/05%

		Very satisfied		121		28.9		30.7

		Satisfied		122		29.2		27.6

		Neither satisfied or dissatisfied		57		13.6		10.9

		Dissatisfied		33		7.9		8.3

		Very dissatisfied		85		20.3		22.4

		Total		418		100		100

		Table 22: If you had a new complaint about the police, would you use the complaints system again?

				Count		05/06%		04/05%

		Yes		276		70.2		7406.0

		No		117		29.8		25.4

		Total		393		100.0		100
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		Did you at any time speak to staff from the police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		308		69		80		80

				No		75		17		20		100

				Total		383		85		100

		Missing		33		1		0

				Missing		65		14

				Total		66		15

		Total				449		100

		How did they seem to you - Polite

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		327		73		95		95

				No		16		4		5		100

				Total		343		76		100

		Missing		Not Applicable		72		16

				Missing		30		7

				System		4		1

				Total		106		24

		Total				449		100

		How did they seem to you - Friendly

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		319		71		93		93

				No		24		5		7		100

				Missing		1		0		0		100

				Total		344		77		100

		Missing		33		71		16

				99		30		7

				System		4		1

				Total		105		23

		Total				449		100

		How did they seem to you - knwoledgeable

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		278		62		86		86

				No		46		10		14		100

				Total		324		72		100

		Missing		33		72		16

				99		49		11

				System		4		1

				Total		125		28

		Total				449		100

		How did they seem to you - not interested

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		64		14		21		21

				No		237		53		78		100

				Total		301		67		100

		Missing		33		71		16

				99		73		16

				System		4		1

				Total		148		33

		Total				449		100

		How did they seem to you - patient

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		291		65		91		91

				No		30		7		9		100

				Total		321		71		100

		Missing		33		72		16

				99		52		12

				System		4		1

				Total		128		29

		Total				449		100

		How did they seem to you - easy to understand

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		302		67		92		92

				No		27		6		8		100

				Total		329		73		100

		Missing		33		72		16

				99		44		10

				System		4		1

				Total		120		27

		Total				449		100

		How did they seem to you - professional

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		286		64		90		90

				No		33		7		10		100

				Total		319		71		100

		Missing		33		72		16

				99		53		12

				System		5		1

				Total		130		29

		Total				449		100

		How did they seem to you - rude

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		21		5		7		7

				No		286		64		93		100

				Total		307		68		100

		Missing		33		72		16

				99		66		15

				System		4		1

				Total		142		32

		Total				449		100

		How did they seem to you - in a hurry or rushed

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		41		9		13		13

				No		271		60		87		100

				Total		312		69		100

		Missing		33		72		16

				99		61		14

				System		4		1

				Total		137		31

		Total				449		100

		How did they seem to you - impartial

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		202		45		72		72

				No		78		17		28		100

				Total		280		62		100

		Missing		33		72		16

				99		92		20

				System		5		1

				Total		169		38

		Total				449		100

		Overall, do you think you were treated fairly by the Police Ombudsman's Office?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		279		62		62		62

				No		121		27		27		89

				Not Applicable		1		0		0		89

				Missing		48		11		11		100

				Total		449		100		100

		If you made your complaint directly to the office the advice given to you at this time?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		84		19		26		26

				Satisfied		123		27		38		64

				Neither satisfied nor dissatisfied		65		14		20		84

				Dissatisfied		20		4		6		90

				Very dissatisfied		32		7		10		100

				Total		324		72		100

		Missing		Missing		53		12

				System		72		16

				Total		125		28

		Total				449		100

		How long it took the office to reply to you after you first reported the incident

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		141		31		34		34

				Satisfied		175		39		42		76

				Neither satisfied nor dissatisfied		42		9		10		86

				Dissatisfied		28		6		7		93

				Very dissatisfied		28		6		7		100

				Total		414		92		100

		Missing		Missing		35		8

		Total				449		100

		How seriously the office treated your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		59

				Neither satisfied nor dissatisfied		68		15		16		75

				Dissatisfied		39		9		9		84

				Very dissatisfied		65		14		16		100

				Total		415		92		100

		Missing		Missing		34		8

		Total				449		100

		How clearly the complaint process was explained to you by staff

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		136		30		33		33

				Satisfied		146		33		35		68

				Neither satisfied nor dissatisfied		72		16		17		86

				Dissatisfied		27		6		7		92

				Very dissatisfied		32		7		8		100

				Total		413		92		100

		Missing		Missing		36		8

		Total				449		100

		How often you were told about the progress of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		117		26		29		29

				Satisfied		153		34		38		66

				Neither satisfied nor dissatisfied		54		12		13		79

				Dissatisfied		45		10		11		90

				Very dissatisfied		39		9		10		100

				Total		408		91		100

		Missing		Missing		40		9

				System		1		0

				Total		41		9

		Total				449		100

		How easy to understand any letters written to you were

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		155		35		38		38

				Satisfied		170		38		41		79

				Neither satisfied nor dissatisfied		47		10		11		91

				Dissatisfied		16		4		4		94

				Very dissatisfied		23		5		6		100

				Total		411		92		100

		Missing		Missing		37		8

				System		1		0

				Total		38		8

		Total				449		100

		The outcome of your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		67		15		16		16

				Satisfied		80		18		20		36

				Neither satisfied nor dissatisfied		68		15		17		53

				Dissatisfied		43		10		11		63

				Very dissatisfied		129		29		32		95

				Total		387		86		100

		Missing		Missing		61		14

				System		1		0

				Total		62		9

		Total				449		14

		The overall time it took to resolve your complaint

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		91		20		23		23

				Satisfied		130		29		33		56

				Neither satisfied nor dissatisfied		58		13		15		70

				Dissatisfied		27		6		7		77

				Very dissatisfied		70		16		18		94

				Total		376		84		100

		Missing		Missing		71		16

				System		2		0

				Total		73		16

		Total				449		100

		Overall, taking everything into account, how satisfied or dissatisfied were you with the service you received?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Very satisfied		121		27		29		29

				Satisfied		122		27		29		58

				Neither satisfied nor dissatisfied		57		13		14		72

				Dissatisfied		33		7		8		80

				Very dissatisfied		85		19		20		100

				Total		418		93		100

		Missing		Missing		30		7

				System		1		0

				Total		31		7

		Total				449		100

		If you had a new complaint about the police, would you use the complaints system again?

						Frequency		Percent		Valid Percent		Cumulative Percent

		Valid		Yes		276		61		70		70

				No		117		26		30		100

				Total		393		88		100

		Missing		Missing		56		12

		Total				449		100
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Closures

		Respondents to survey by Closure type, 2005/06

				Respondents

				Count		%

		Closed - Awaiting Solicitor Contact > Criminal Proceedings		3		1

		Closed - Criminal Charges Recommended		2		0

		Closed - Disc/Misc Charges Recommended		3		1

		Closed - Disproportionate		1		0

		Closed - Duplicate		1		0

		Closed - Ill-Founded		49		11

		Closed - Informal Disc/Misc Action Recommended		13		3

		Closed - Informal Resolution Accepted		96		21

		Closed - Management Discussion		2		0

		Closed - Non Co-operation		44		10

		Closed - Not Substantiated- no further action		74		16

		Closed - Outside Remit		51		11

		Closed - Outside remit (policy)		40		9

		Closed - Policy Recommendation		1		0

		Closed - Reg 23 Withdrawn		44		10

		Closed - Substantiated - No Action Recommended		20		4

		Closed - Training/Ops/Super Recommended		1		0

		Investigate		1		0

		Reg 24 - Further Steps Not Indicated		3		1

		Total		449		100

				Respondents				All closures

				Count		%		Count		%

		Outside remit		91		20%		388		13%

		Ill-founded		49		11%		381		13%

		Withdrawn by complainant		44		10%		218		7%

		Non co-operation by complainant		47		10%		803		27%

		Informal resolution accepted		96		21%		368		13%

		Not substantiated		74		16%		532		18%

		Action arising		22		5%		98		3%

		Substantiated - No action recommended		20		4%		73		2%

		All other		6		1%		82		3%

		Total		449		100%		2943		100%

				Respondents		All closures

		Outside remit		20%		13%

		Ill-founded		11%		13%

		Withdrawn		10%		7%

		Non co-operation		10%		27%

		IR accepted		21%		13%

		Not substantiated		16%		18%

		Action arising		5%		3%

		Substantiated - No action		4%		2%

		All other		1%		3%

		Total		100%		100%
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Gender

		Gender of respondents, 2005/06

				Respondents				All closures

				Count		%		Count		%

		Male		284		63%		2045		69%

		Female		164		37%		817		28%

		Unknown		1		0%		81		3%

		Total		449		100%		2943		100%
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Age

		Age of respondents, 2005/06

				Respondents				All closures

				Count		%		Count		%

		Under 25s		45		13%		374		22%

		25 - 34		57		17%		381		22%

		35 - 44		89		26%		458		27%

		45 - 54		75		22%		290		17%

		55 - 64		63		18%		148		9%

		65 and over		16		5%		60		4%

		Total		345		100%		1711		100%
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Appendix

		Appendix 1: Additional Tables, 2005/06 and 2004/05 Results

		Table 1: Did you at any time speak to staff from the Police Ombudsman's Office?

				Count		05/06%		04/05%

		Yes		308		80.4		86.4

		No		75		19.6		13.6

		Total		383		100		100

		Table 2: How did they seem to you - polite?

				Count		05/06%		04/05%

		Yes		327		95.3		94.3

		No		16		4.7		5.7

		Total		343		100		100

		Table 3: How did they seem to you  - friendly?

				Count		05/06%		04/05%

		Yes		319		93.0		92.4

		No		24		7.0		7.6

		Total		343		100		100

		Table 4: How did they seem to you - knowledgeable?

				Count		05/06%		04/05%

		Yes		278		85.8		84.0

		No		46		14.2		16.0

		Total		324		100		100

		Table 5: How did they seem to you - not interested?

				Count		05/06%		04/05%

		Yes		64		21.3		17.5

		No		237		78.7		82.5

		Total		301		100		100

		Table 6: How did they seem to you - patient?

				Count		05/06%		04/05%

		Yes		291		90.7		86.9

		No		30		9.3		13.1

		Total		321		100		100

		Table 7: How did they seem to you - easy to understand?

				Count		05/06%		04/05%

		Yes		302		91.8		89.1

		No		27		8.2		10.9

		Total		329		100		100

		Table 8: How did they seem to you - professional?

				Count		05/06%		04/05%

		Yes		286		89.7		82.6

		No		33		10.3		17.4

		Total		319		100		100

		Table 9: How did they seem to you - rude?

				Count		05/06%		04/05%

		Yes		21		6.8		9.7

		No		286		93.2		90.3

		Total		307		100		100

		Table 10: How did they seem to you - in a hurry or rushed?

				Count		05/06%		04/05%

		Yes		41		13.1		15.5

		No		271		86.9		84.5

		Total		312		100		100

		Table 11: How did they seem to you - impartial?

				Count		05/06%		04/05%

		Yes		202		72.1		69.6

		No		78		27.9		30.4

		Total		280		100		100

		Table 12: Overall, do you think you were treated fairly by the Police Ombudsman's Office?

				Count		05/06%		04/05%

		Yes		279		69.8		66.0

		No		121		30.3		34.0

		Total		400		100		100

		How satisfied were you with -

		Table 13: The advice given to you if you made your complaint directly to the Office?

				Count		05/06%		04/05%

		Very satisfied		84		25.9		N/A

		Satisfied		123		38.0		N/A

		Neither satisfied or dissatisfied		65		20.1		N/A

		Dissatisfied		20		6.2		N/A

		Very dissatisfied		32		9.9		N/A

		Total		324		100		N/A

		Table 14: The length of time it took the Office to reply to you after you first reported the incident?

				Count		05/06%		04/05%

		Very satisfied		141		34.1		40.7

		Satisfied		175		42.3		36.6

		Neither satisfied or dissatisfied		42		10.1		8.2

		Dissatisfied		28		6.8		6.7

		Very dissatisfied		28		6.8		7.7

		Total		414		100		100

		Table 15: How seriously the Office treated your complaint?

				Count		05/06%		04/05%

		Very satisfied		121		29.2		30.9

		Satisfied		122		29.4		28.9

		Neither satisfied or dissatisfied		68		16.4		12.4

		Dissatisfied		39		9.4		9.3

		Very dissatisfied		65		15.7		18.6

		Total		415		100		100

		Table 16: How clearly the complaint process was explained to you by staff?

				Count		05/06%		04/05%

		Very satisfied		136		32.9		35.2

		Satisfied		146		35.4		39.9

		Neither satisfied or dissatisfied		72		17.4		10.9

		Dissatisfied		27		6.5		5.2

		Very dissatisfied		32		7.7		8.8

		Total		413		100		100

		Table 17: How often you were told about the progress of your complaint?

				Count		05/06%		04/05%

		Very satisfied		117		28.7		25.5

		Satisfied		153		37.5		36.2

		Neither satisfied or dissatisfied		54		13.2		15.4

		Dissatisfied		45		11.0		7.4

		Very dissatisfied		39		9.6		15.4

		Total		408		100		100

		Table 18: How easy to understand any letters written to you were?

				Count		05/06%		04/05%

		Very satisfied		155		37.7		37.0

		Satisfied		170		41.4		44.8

		Neither satisfied or dissatisfied		47		11.4		9.4

		Dissatisfied		16		3.9		1.0

		Very dissatisfied		23		5.6		7.8

		Total		411		100		100

		Table 19: The outcome of your complaint?

				Count		05/06%		04/05%

		Very satisfied		67		17.3		19.8

		Satisfied		80		20.7		19.8

		Neither satisfied or dissatisfied		68		17.6		13.0

		Dissatisfied		43		11.1		8.5

		Very dissatisfied		129		33.3		36.7

		Total		387		100		100

		Table 20: The overall time it took to resolve your complaint?

				Count		05/06%		04/05%

		Very satisfied		91		24.2		26.4

		Satisfied		130		34.6		28.2

		Neither satisfied or dissatisfied		58		15.4		13.8

		Dissatisfied		27		7.2		10.3

		Very dissatisfied		70		18.6		19.0

		Total		376		100		100

		Table 21: Overall, taking everything into account, how satisifed or dissatisfied were you with the service you received?

				Count		05/06%		04/05%

		Very satisfied		121		28.9		30.7

		Satisfied		122		29.2		27.6

		Neither satisfied or dissatisfied		57		13.6		10.9

		Dissatisfied		33		7.9		8.3

		Very dissatisfied		85		20.3		22.4

		Total		418		100		100

		Table 22: If you had a new complaint about the police, would you use the complaints system again?

				Count		05/06%		04/05%

		Yes		276		70.2		7406.0

		No		117		29.8		25.4

		Total		393		100.0		100
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