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REPORT: PIRC INVESTIGATION FINDINGS 

 
DEATH INVESTIGATION-: FAILURE IN CALL HANDLING 
 
About 1000 hours on Wednesday 22 February 2017, the body of Barry Croal, aged 51, was 
found within his home in Fallin, Stirlingshire, after entry had been forced by officers of Police 
Scotland. He had last been seen alive by his mother about 1845 hours on Saturday 18 
February 2017 when she saw him entering his home. 
 
The cause of death was certified as a gastrointestinal bleed. 
 
Circumstances leading to the PIRC investigation 
 
About 1845 hours on Saturday 18 February 2017, Barry Croal left his mother’s home and 
made his way to his own house, which was situated nearby. At that time, his mother saw him 
going into his house. 
 
About 1030 hours on Monday 20 February 2017, Mr Croal’s mother went to her son’s house 
but received no reply. She was unable to gain entry with a spare key, as there was already a 
key within the lock on the inside of the door. About 1600 hours, his mother again tried 
unsuccessfully to gain entry to her son’s house. 
 
At 1836 hours, his mother telephoned Police Scotland via the 101 system to report concerns 
for her son’s safety and to ascertain whether he had been arrested and or held in police 
custody. She was put through to a Custody Sergeant, who told her that her son was not in 
custody.  He also advised her that if she wished to report her son as a missing person, she 
would need phone Police Scotland back on the 101 telephone number and speak to a 
Service Advisor. 
 
At 1839 hours, Mr Croal’s mother phoned Police Scotland’s 101 number and again selected 
the option for Custody Enquiries, rather than waiting for the option to speak to a Service 
Advisor. This call was answered by a Constable, who also told her to redial 101 and choose 
the option for a Service Advisor. 
 
At 1842 hours, Mr Croal’s mother redialled 101 and this time successfully chose the option to 
speak to a Service Advisor.  On being connected to a Service Advisor in Police Scotland’s 
Govan Service Centre, she repeated the concerns she had expressed in her first call, about 
her son’s safety, providing information that he had not been seen for two days and that she 
was unable to gain access to his house as it appeared that the door had been locked from 
the inside. She also queried if her son was being held in custody at Randolphfield (the 
local/historical name for Stirling Police Office).  After taking some details, including contact 
information for Barry Croal’s mother, the Service Advisor confirmed that she would check to 
see if Barry Croal was in custody at Randolphfield and if he was not, then they could consider 
completing a missing person report. 
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The Service Advisor advised Barry Croal’s mother that she would not “keep her long” whilst 
she spoke to staff at Randolphfield.  Mr Croal’s mother interpreted this as meaning that the 
Service Advisor would call her back after she had made enquiries and terminated the call. 
 
The Service Advisor was unable to trace a telephone number for Randolphfield and on 
returning to the call to update Barry Croal’s mother found that she had hung up. The Service 
Advisor however did not call Barry Croal’s mother back but instead updated the call log with 
the words “Advice Given/Resolved 
 
About 0906 hours on Wednesday 22 February 2017, Barry Croal’s mother again contacted 
Police Scotland and spoke to another Service Advisor within Govan Service Centre. She 
explained that she had contacted Police Scotland two days previously and had been 
expecting Police Scotland to call her back about her son.   
 
When this Service Advisor was made aware of the circumstances, she immediately raised an 
incident and police officers were sent to see Barry Croal’s mother. 
 
About 1000 hours, police officers forced entry to the house and found his body inside 
 
A doctor attended and certified the cause of death as a gastrointestinal bleed.  She further 
confirmed that Barry Croal had been dead for more two hours prior to her arrival but an 
estimated time of death could not be determined. 
 

 On 22 February 2017, the Police Investigation and Review Commissioner (PIRC) was 
instructed  by the Lord Advocate, in terms of Section 33A (b)(ii) of the Police, Public Order 
and Criminal Justice (Scotland) Act 2006 as amended to investigate:  

 
‘The circumstances of the call handling and actions taken within the Area Control Room, and 
in particular, consider whether the actions taken by the call handler in relation to call number 
one were appropriate and in accordance with guidance provided.’ 
 
 
Findings of the PIRC investigation 
 
Following investigation the Commissioner submitted her report to COPFS and now publishes 
a summary of her findings. 

 
The Commissioner found that:  

 

 Barry Croal was last seen alive at 1845 hours on Saturday 18 February 2017. At 1000 
hours on Wednesday 22 February 2017 his body was discovered in his house by 
officers of Police Scotland. 
 

 The cause of death was certified as a gastrointestinal bleed.  
 

 The deceased’s GP was of the opinion that he had been dead for more than two hours 
prior to her examination of the body but did not provide further opinion on the likely 
time of death. 
 

 Having not seen Barry Croal for two days and being unable to contact him or gain 
entry to his home, his mother telephoned Police Scotland on three occasions on 
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Monday 20 February 2017. The primary reason for her calls was to raise concerns for 
his safety and to query whether her son had been arrested and was in police custody. 
 

 The three calls made by Barry Croal’s mother on the 20 February 2017 were not 
handled appropriately by Police Scotland’s staff.  
 

 In the first two calls, Custody Division police officers confirmed that Barry Croal was 
not in custody.  Despite Mr Croal’s mother notifying them of her concerns for her son’s 
safety, the police officers took no action to pass on her concerns or transfer her call to 
the Area Control Room / Service Centre.  

 

 In the third call on 20 February 2017, the service advisor did not deal appropriately 
with the call or take all available details. The call was closed as Advice 
given/Resolved. No incident was raised and no police officers were sent to enquire 
about Barry Croal’s safety.  
 

 On Wednesday 22 February 2017, Barry Croal’s mother again telephoned Police 
Scotland expressing concerns for her son’s safety. At this time, some thirty-eight and a 
half hours after her initial call, a police incident was raised and officers were 
dispatched to make enquiries. The officers attended at Mr Croal’s home and found him 
dead.    
 

 No guidance was available to Police Scotland Service Centre staff on how to deal with 
‘dropped 101 calls’ from members of the public. 
 

 Errors were identified in Police Scotland’s call handling and management. There was 
evidence of an apparent reluctance to transfer calls from Barry Croal’s mother who 
had chosen an incorrect call option and was therefore connected to the wrong 
department. This resulted in her being directed by police officers/staff to re-dial Police 
Scotland on the 101 number if she wished to report a matter of concern. Staff in Police 
Scotland’s Custody Division initially stated that they did not have the ability to re-direct 
calls to internal numbers. It has been established from investigation that such options 
are available but appear rarely to be pursued.   
 

 It cannot be determined whether, had Police Scotland effectively dealt with the  
concerns raised by Barry Croal’s mother on 20 February 2017, there would have been 
an opportunity to take action to save his life.   
 
 
 
The Commissioner has recommended that:  
 

 Police Scotland should take steps to ensure that when a member of the public 
contacts Police via the 101 phone number and chooses an incorrect option, the caller 
is not asked to redial and choose the correct option. Instead, the information should be  
taken from the caller and dealt with appropriately.  
 

 Police Scotland Service Centre staff should ensure that appropriate action is taken 
based on the information passed to them. 
 

 Police Scotland should provide suitable guidance to Service Centre staff on how to 
deal with dropped 101 calls from members of the public. 
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Kate Frame, Police Investigations and Review Commissioner, said:   
 
“Despite Barry Croal’s mother repeated efforts on 20 February 2017, in three calls to Police 
Scotland, to communicate her concerns about her son’s safety she received little assistance in 
resolving those concerns until she phoned Police Scotland for a fourth time, two days later. 

 
“In her earlier calls, she made it clear to both police officers and a member of civilian staff that 
nobody had seen her son for a number of days and that she had been unable to get into his 
house because it appeared that the door had been locked with keys from the inside. 

 
“Barry Croal’s mother experienced a variety of failures by three separate police personnel 
within a ten minute period, which must have undoubtedly been very frustrating and ultimately a 
distressing experience for her. 
 
“This episode provides the opportunity for further learning and improvement by Police 
Scotland, to ensure that staff act appropriately and provide the correct level of service to 
members of the public seeking their assistance.” 

 


