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What we do 

Under the terms of the Police, Public Order and Criminal Justice (Scotland) Act 2006, as amended 

(“the Act”), we examine the manner in which non-criminal complaints about the police have been dealt 

with. 

How we do it 

First, we obtain the relevant information from the police and the applicant. We then use this to 

review how the complaint was dealt with by the police and we reach a conclusion on whether the 

complaint was handled to a reasonable standard. In carrying out our review, we consider factors 

such as: 

 

 whether the police carried out sufficient enquiries into the complaint; 

 whether the police response to the complaint was supported by the material information 

available; 

 whether the police adhered to the relevant policies, procedures and legal provisions in dealing 

with the complaint; 

 whether the police response was adequately reasoned; and 

 where the complaint resulted in the police identifying measures to improve their service, that 

these measures were adequate and implemented. 

 

Finally, where we deem appropriate, we give reconsideration directions, make recommendations 
and identify learning points for the police. 
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Executive Summary 

The complaints in this case arose after the applicant contacted Police Scotland seeking advice about 

her ex-husband, who is a serving police officer. 

 

The Complaints 

We have reviewed the handling of two complaints, namely that:  

 

1. The applicant was informed that there would be no repercussions following her contact with 

the police on 16 October 2017 when in fact a record was created; and 

2. The applicant was dissatisfied that her ex-husband was made aware of her call to the police 

on 16 October 2017. 

 

Police Scotland’s Decision 

Police Scotland upheld complaint 1, but did not uphold complaint 2. 

  

Our Findings 

We have found that Police Scotland handled both complaints to a reasonable standard. There is 

no further action required of Police Scotland in this connection. 
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Background 

On 16 October 2017, the applicant contacted Police Scotland’s 101 contact centre seeking advice 

after having received a high number of texts and phone calls from her ex-husband. The applicant 

informed the 101 call handler that her ex-husband was a serving police officer. 

 

Following the applicant’s contact with Police Scotland, an entry was created on the vulnerable 

persons database and the applicant’s ex-husband was made aware of her call. 

 

The applicant submitted her complaints on 15 October 2019 via Police Scotland’s online reporting 

form. The applicant provided a statement of complaint, and agreed and signed the Heads of 

Complaint form with Constable A on 1 November 2019. Following a conversation between 

Constable A and the applicant, it was agreed that her complaints would be re-allocated to a 

different division for progression. 

 

Sergeant B concluded the enquiry, with Chief Inspector C having responded to the applicant’s 

complaints in a letter dated 5 December 2019. 
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Complaint 1 

The applicant complained that, she was informed there would be no repercussions after she 

contacted the police on 16 October 2017 seeking advice, when in fact a record was created. 

 

In her statement of complaint, the applicant said: “I was informed by the officers that a VPD would 

have to be submitted regarding the incident. I know what a VPD is due to my job and I understand the 

Officers had to submit one due to Police policies, however as the Call Handler told me there would be 

no repercussions, I did not think that would happen. If I did I would not have called the Police, because 

I was looking for information only.” 

 

Police Scotland’s Handling of Complaint 1 (upheld by the police) 

In his response, Chief Inspector C detailed the applicant’s position as per her statement of 

complaint. 

 

Chief Inspector C explained that the applicant was visited by two officers and they agreed that the 

messages from the applicant’s ex-husband were not criminal as they related to child contact 

arrangements. Chief Inspector C said that the applicant was aware of police processes but the 

applicant did not agree that the situation merited a report on the Interim Vulnerable Persons 

Database. 

 

Chief Inspector C advised that one of the officers provided a statement and the other provided a 

verbal account. Chief Inspector C advised that the documents confirmed that an iVPD was raised 

and notification had already been sent to the applicant’s ex-husband’s supervisors prior to the 

officers attending to speak with the applicant. 

 

Chief Inspector C said that Sergeant B listened to the applicant’s telephone call. Chief Inspector C 

said that during the call, the applicant asked whether there would be any repercussions but noted 

that the applicant had not yet mentioned her ex-husband. Chief Inspector C said that the call 

handler answered that there would be no repercussions. Chief Inspector C said that the applicant 

then asked if her ex-husband would see the information she provided, to which she was told by 

the call handler that the information would be locked down. 

 

Chief Inspector C concluded his response by stating: “I conclude that the call taker, acting with the 

best of intentions, attempted to offer you reassurance regarding any repercussions from your call. 

However, in doing so, he did not fully explore exactly what you feared would be likely 

repercussions. His failure to do so ultimately led you to believe that the information you provided 

would not be logged on a Police database and would not be forwarded to other supervisory staff 

within Police Scotland. For that reason, I uphold this element of your complaint… 
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… As previously outlined I have determined that one of your complaints is upheld. The member of 

Police Staff who spoke to you that day has since left the organisation; however, please accept my 

sincere apology for his failure to fully address the specific area of concern  you tried to raise.”1 

 

Our Review of Complaint 1  

Chief Inspector C has accurately reflected the applicant’s complaint. We can further confirm that, 

having been provided with a copy of the recordings of the telephone calls between the applicant 

and Police Scotland on 16 October 2017, Chief Inspector C has accurately reflected the 

conversation the applicant had with the call handler. 

 

Chief Inspector C has identified a shortcoming in that the call handler failed to establish what the 

applicant feared the likely repercussions would be before he told her there would be no 

repercussions. As a result, Chief Inspector C has upheld the complaint and provided the applicant 

with an apology. This is in line with the Complaints about the Police Standard Operating 

Procedure. Chief Inspector C has explained that the call handler has since left Police Scotland, 

and as such, he has provided an explanation as to why no learning opportunity has been identified 

on this occasion, which we accept. 

 

For the aforementioned reasons, we conclude that this complaint has been handled to a 

reasonable standard. 

 

 

 

 

 

 

 

 

Complaint 2 

The applicant complained that, she was dissatisfied her ex-husband – who is a serving police officer – 

was made aware of her call to the police on 16 October 2017. 

 

In her statement of complaint, the applicant said that: “The female officer advised that they would have 

to speak to the Officer’s Line Manager about the call due to the welfare of [applicant’s ex-husband] 

and in regards to him being a serving Officer. I understand in terms of his welfare and him dealing with 

the public that his Line Managers would be informed, but as I was only looking for information and not 

reporting a crime, I can see no reason why [applicant’s ex-husband] would need to be told.” 

 

Police Scotland’s Handling of Complaint 2 (not upheld by the police) 

In his response, Chief Inspector C detailed the applicant’s complaint.  

                                            
1 Chief Inspector C’s full response to complaint 1 is contained within the attached appendix at paragraph’s 1 to 6 and 

paragraph 12. 

Our Conclusion on Complaint 1 

We conclude that Police Scotland handled this complaint to a reasonable standard. There is 

no further action required of Police Scotland in this connection. 
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Chief Inspector C said that Sergeant B had reviewed the information held on the incident report 

generated. Chief Inspector C detailed the information recorded therein. 

 

Chief Inspector C explained that the police supervisor provided a statement detailing that he 

decided to speak with the applicant’s ex-husband to avoid any further upset to the applicant, and 

to support the applicant’s ex-husband and ensure his general well-being. Chief Inspector C 

explained that the police supervisor had discussed the course of action with another supervisor, 

who also provided a statement. 

 

Chief Inspector C concluded his response stating: “…I understand your concern and 

dissatisfaction that this matter was shared with your former husband. You contacted Police 

regarding numerous texts and telephone calls you had received from him, which you stated were 

adversely affecting you. You were seeking advice on any action which could be taken. In your call 

to us you stated that there was no criminality involved and you were not in fear for your safety. 

After Police had attended, you were informed that an iVPD report would be generated. Although 

you disagreed with this course of action, your wish that the contents of the report would not be 

shared with other agencies was honoured. However, in the circumstances, I conclude that it was 

appropriate to share the content of the report with [applicant’s ex-husband]. His supervisor’s 

rationale for speaking to him appears reasonable and appropriate in the circumstances and, for 

that reason, I do not uphold this element of your complaint.”2 

 

Our Review of Complaint 2 

As per Chief Inspector C’s response, we can confirm that the incident report was updated to reflect 

that the applicant’s ex-husband had been identified and that his supervisors were alerted. This is 

recorded in the incident report at 11:16:55 hours on 16 October 2017. 

 

Having reviewed the statements provided by the applicant’s ex-husband’s supervisors – 

Temporary Sergeant D and Inspector E - we can confirm that Chief Inspector C’s response has 

accurately reflected the content therein. 

 

It is our role to ensure that sufficient enquiries have been carried out into the complaint; that the 

response is supported by the material information available; and that the response is adequately 

reasoned. Whilst we acknowledge the impact this situation has had on the applicant, we consider  

- from a complaint handling perspective - that the police have provided a reasonable explanation 

as to why the applicant’s ex-husband was informed of the specifics of her call, which is supported 

by the material information available. 

 

As such, we conclude that this complaint has been handled to a reasonable standard. 

 

 

                                            
2 Chief Inspector C’s full response to complaint 2 is contained within the attached appendix in paragraph’s 7 to 11. 

Our Conclusion on Complaint 2 

We conclude that Police Scotland handled this complaint to a reasonable standard. There is 

no further action required of Police Scotland in this connection. 
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What happens next 

There is no further action required of Police Scotland in this connection. 

 

 

Nicola Mayes 

Review Officer 

Jacqui Jeffrey 

Senior Review Officer 

 

Appendix 

Copy of Police Scotland’s response letter dated 5 December 2019 

(Redacted and paragraphs numbered) 

 

1. “You told us that you separated from your former husband … a serving Police Officer, in 

 July 2017. Following the separation, you became concerned about the quantity and content 

 of texts, emails and WhatsApp messages you were receiving from [applicant’s ex-

 husband]. On 16 October 2017, you contacted Police Scotland to seek advice regarding 

 the contact. You did not want him to be reported, as you did not believe that any crime had 

 been committed, but you were looking for advice about when such messages may 

 become a criminal matter, if they persisted. Before you gave [applicant’s ex-husband] 

 name, you asked the call taker whether there would be any repercussions as you did not 

 want him informed that you had called. You were told that there would be no repercussions. 

 

2. Later that day, you were visited by two Police Officers. They agreed that the messages did 

 not appear to be criminal in nature, as they related to child contact arrangements and would 

 not be viewed as harassment. You were advised to contact Police again if the messages 

 escalated. The officers informed you that they would submit a report on the Interim 

 Vulnerable Persons Database (iVPD). You are aware of Police processes in this regard, but 

 you did not agree that the situation merited such a report. You make it clear that if you had 

 anticipated such a report you would not have called Police in the first place. The officers 

 also informed that [applicant’s ex-husband’s] line manager would be alerted in order to 

 ensure his welfare. You query why [applicant’s ex-husband] would be told about your 

 enquiry as you were only looking for information rather than reporting a crime. 

 

3. [Sergeant B] has listened to a recording of your call to Police on 16 October 2017. You 

 outline your concerns at length, identify that you are looking for advice regarding  the 

 constant messages you had been receiving from [applicant’s ex-husband] and 

 repeatedly say that you don’t wish to waste anyone’s time. When you are asked to give 

 your name, you enquire whether there will be repercussions if attending officers don’t 

 see where you’re coming from. The call taker replies “None at all”. You later ask whether 

 [applicant’s ex-husband] will see all the information you have provided, to be told that the 
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 call taker will have the incident locked down so that [applicant’s ex-husband] will not be able 

 to see it. 

 

4. One of the officers who attended your home that day has provided a statement. He states 

 that after speaking with you for some time, it was established that as the nature of the texts 

 and calls related to the care of your children, no criminality was established. You were 

 informed that an iVPD report would be submitted. You disagreed with this course of action, 

 as you did not believe that you or your children were vulnerable. He states that neither he 

 nor his colleague contacted [applicant’s ex-husband’s] supervisors. 

 

5. [Sergeant B] has reviewed the Police notebook and a verbal account provided by the other 

 officer who visited you. The documents confirm that an iVPD report was raised and that 

 notification of the incident had already been forwarded to supervisors in [named  city] by 

 the Area Control Room, prior to the officers attending to speak to you. 

 

6. …this element of your complaint relates to what you were told during the initial call to 

 Police. You specifically asked whether there would be any repercussions following you call 

 to Police – you meant by this that you did not want [applicant’s ex-husband] being told what 

 you had said. During your call, however, you appear to explain the repercussions as 

 being in relation to officers viewing the messages and interpreting their meaning differently 

 to yourself. You did  not mention [applicant’s ex-husband] at this point. The call taker 

 correctly replies that there will be no repercussions in these circumstances. You later 

 raise concerns over [applicant’s ex-husband] having sight of  the information you have 

 provided. You are told that the incident will be locked down. I conclude that the call 

 taker, acting with the best of intentions, attempted to offer you reassurance regarding 

 any repercussions from your call. However, in doing so, he did not fully explore exactly 

 what you feared would be likely repercussions. His failure to do so ultimately led you to 

 believe that the information you provided would not be logged on a  Police database and 

 would not be forwarded to other supervisory staff within Police Scotland. For that  reason, I 

 uphold this element of your complaint.” 

 

7. The second element of your complaint relates to the actions of the Police Scotland 

 supervisor in [named city] who discussed this incident with your former husband. You make 

 clear that you did not want [applicant’s ex-husband] made aware of your call, as you were 

 not reporting a crime. 

 

8. [Sergeant B] has reviewed the content of the Police incident generated when you called 

 Police that day. It is recorded that the then Overview Inspector (now retired) identified 

 [applicant’s ex-husband] details and alerted supervisors in [named city]. 

 

9. The Police supervisor in [named city] has provided a statement. He states that on 16 

 October 2017, [applicant’s ex-husband] was under his supervision. He was aware that you 

 had recently separated. He was updated that you had contacted Police as [applicant’s ex-

 husband] has been frequently calling and texting you and you were unhappy at him doing 

 so. Until this point, he had been unaware of any acrimony between you, but was aware that 
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 [applicant’s ex-husband] travelled to and from [named town] to see his children –  this 

 appeared to be having a significant impact on him. The supervisor was later updated 

 that, after investigation, the messages were not deemed to be criminal in content. He 

 decided that it was best to notify [applicant’s ex-husband] for two reasons: to avoid 

 any further upset for you and to support [applicant’s ex-husband] through the stressful 

 circumstances and to ensure his general wellbeing. He discussed this course of action with 

 another colleague. 

 

10. The second supervisor states that officers in [named town] had requested that 

 [applicant’s ex-husband] be spoken to regarding the reported domestic matter. He was 

 present when [applicant’s ex-husband] was spoken to regarding his responsibilities as a 

 Police Officer, both on and off duty. He was advised that an iVPD would be raised as a non-

 crime  domestic incident. [Applicant’s ex-husband] provided an update on the 

 challenges he was facing. He was offered appropriate welfare support. 

 

11. … I understand your concern and dissatisfaction that this matter was shared with your 

 former husband. You contacted Police regarding numerous texts and telephone calls you 

 had received from him, which you stated were adversely affecting you. You were seeking 

 advice on any action which could be taken. In your call to us you stated that there was no 

 criminality involved and you were not in fear for your safety. After Police had attended, you 

 were informed that an iVPD report would be generated. Although you disagreed with this 

 course of action, your wish that the contents of the report would not be shared with other 

 agencies was honoured. However, in the circumstances, I conclude that it was appropriate 

 to share the content of the report with [applicant’s ex-husband]. His supervisor’s rationale 

 for speaking to him appears reasonable and appropriate in the circumstances and, for that 

 reason, I do not uphold this element of your complaint.” 

 

12. As previously outlined I have determined that one of your complaints is upheld. The 

 member of Police Staff who spoke to you that day has since left the organisation; however, 

 please accept my sincere apology for his failure to fully address the specific area of concern 

 you tried to raise.” 


