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Contact Management 
Performance & Recovery plan

3rd March 2022

Simon Graham – Contact Manager
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Overview of Department KPIs - Context

3

• Emergency call performance - remains within measure as the majority of Non Emergency calls 
have been identified and routed to the First Contact centre; away from BTP Control Rooms

• Non Emergency call performance - is outside of measure as FCC are only resourced for 75% of pre 
covid demand, Covid continues to cause additional abstractions as demand returns to pre covid 
levels. To support those who require a “voice police contact”, callers are actively nudged to hang 
up and use our digital reporting services which includes our successful 61016 and Single Online 
Home

• Victim Customer satisfaction – is outside of target and heavily influenced by the crime screening/ 
allocation policy – 

• Satisfaction rates Crimes Screened IN for investigation is 91%
• Satisfaction rates for Crimes Screened OUT for investigating is 41%

• Complaints – very few received regarding service provided through professional standards dept.
• Crime timeliness – remains focused on priority crime as demand is managed; recent audits show 

Sex, Violence, Robbery, DA all over 90%. Lower risk crimes (Graffiti, Theft Passenger property) 
nearer 60% timeliness.

• Digital Reporting – Active nudging, SOH and officer i-Patrol reporting have increased the volume of 
crime reports now received online
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OFFICIAL 

Report

To: People & Culture Committee   

Agenda #: 13.1

Date: 09 March 2022 

Subject: Complaint Reviews   

Author: Head of Governance & Compliance 

For: Information & Discussion 

1. Purpose of the Paper 

1.1      This paper provides Members of the Committee with a briefing on the outcomes 

of the Complaint Review Panels which have been held during the previous 12 

months, reporting on the findings, themes and wider organisational learning 

which has emerged during this process. 

1.2      The People and Culture Committee is invited to note this report.  

2. Background 

2.1 In January 2017 the Policing and Crime Act 2017 achieved Royal Assent which 

was the vehicle to introduce wide-reaching reforms across the entire complaints 

and disciplinary system. The British Transport Police Regulations 2020 enabled 

these reforms to be implemented by BTP. These became effective from 4 January 

2021. 

2.2 One of the key changes introduced by the regulations was that appeals against 

complaint outcomes were replaced by a new system of reviews. Local Policing 

Bodies1 became the review bodies for locally handled complaint enquiries, where 

this was previously the responsibility of the Chief Constable, typically delegated 

to Professional Standards Departments (PSD).

2.3 This led to the establishment of a Complaint Review Panel within the BTPA 

Governance structure. The membership of which is three members of the 

Authority and the Head of Governance and Compliance. The purpose of the 

Review Panel is to independently review the handling of the complaint in 

response to a complainant’s request and determine whether the complaint was 

dealt with reasonably and proportionately. Dependent on its findings, the Panel 

will determine whether the review is upheld and make recommendations in 

support of further action being taken, as appropriate. 

2.4 During the review process, the Panel also considers any themes, trends and/or 

wider organisation learning emerging from the cases under review.  

1 i.e. Police and Crime Commissioners
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3. Findings  

3.1 Since inception, the Review Panel has met 10 times and reviewed 15 cases with 

12 reviews not upheld, two partially upheld and one upheld. 

3.2 The upheld review related to the care which a member of the public’s daughters 

received from BTP having been witnesses to a serious incident on the London 

Underground. The outcome of the complaint enquiry conducted by BTP was to 

uphold the complaint as the level of service provided fell below that which should 

have been expected. However, whilst the complaint was upheld the complainant 

considered that the explanation provided failed to demonstrate any 

understanding of the emotional distress of her daughters and how police actions 

had exacerbated this. The Panel agreed and felt strongly that the enquiry had too 

narrowly focused on reviewing the procedural elements of the crime 

investigation and did not sufficiently consider the traumatic and emotional 

impact the incident had on the family. It therefore did not go to the heart of the 

complaint submitted. The poorly drafted letter communicating BTP’s decision 

compounded the situation further, which has been a consistent theme. 

3.3 The first of the two cases where a decision was made to partially uphold the 

review included a situation where a social media appeal for a suspect wanted for 

sexual assault had been made. The complainant stated that this had caused his 

daughter distress as she had been a victim of the same individual previously. The 

complainant felt that given the individual’s offending history other methods to 

identify the suspect should have proved successful. He was, therefore, concerned 

that a social media campaign had been authorised and the significant amount of 

time it had taken BTP to identify a known sex offender. The complainant was 

further aggrieved that the promise of a telephone call to discuss his complaint 

had not been made within the timeframe specified. The Panel took the view that 

BTP had not fully addressed the allegations, having focused on the procedural 

matters in respect of whether the media appeal was appropriate rather than the 

distress caused to the complainant’s daughter. The Panel was however pleased 

to note that BTP had reflected on its approach prior to the review being 

submitted and identified lessons to be learned, negating the need for the Panel 

to recommend any further steps to be taken. 

3.4 The second partially upheld review pertained to a complaint case regarding an 

arrest. The complaint included allegations of excessive use of force, unlawful 

detention and unconscious bias. The Panel felt that the complaint investigation 

had too narrowly focused on the concept of unconscious bias on why the 

individual had been targeted and not on how the ensuing encounter had been 

managed. The encounter came across as heavy handled and lacking in effective 

communication and de-escalation, which was in part picked up by the complaint 

enquiry. The Panel recognised the real time events but still felt that the officer 

would benefit from the opportunity to reflect on the approach. The Panel 

concluded that a more holistic view should have been taken when considering 

unconscious bias in this case.

3.5 Where cases have not been upheld the Panel has generally still had a number of 

observations to pass to BTP, mainly around letter writing and empathy.
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4. Themes, trends and learning

4.1 From the information available, at least seven of the 15 cases that have been 

reviewed by the Panel have been from complainants who are of a Black, Asian or 

Minority Ethnic (BAME) background. The majority of these have suggested 

unconscious bias in either targeting and/or treatment. The Panel takes its 

responsibility when considering reasonableness and proportionality of complaint 

investigations into unconscious bias very seriously, but evidence to support 

allegations of unconscious bias is difficult to identify in the short interactions that 

tend to form the basis of a complaint and the Panel has generally not found 

support for this.  The Executive is looking to arrange unconscious bias training for 

the Panel to ensure that its members are fully equipped to recognise the signs of 

unconscious bias but notes that there is a clear responsibility on the Professional 

Standards Department (PSD) to look for patterns of behaviour constituting bias 

given the volume of complaints they consider compared to the Review Panel.

4.2 The Panel has raised unconscious bias with PSD and asked what it is doing to 

increase awareness of the potential for this and how to address it.  The Panel has 

received reassurances from PSD that this is a key consideration and appropriate 

training will be rolled out to the Complaints Resolution Team (CRT).  

4.3 The Panel has seen a number of complaint review requests from parents of 

mainly teenagers relating to police contact with their children including arrest, 

treatment as witnesses and stop and search encounters.  The key point to note 

from these reviews has been the lack of recognition of how these events have 

impacted parents and their children emotionally in the outcome letters.  

Emotional distress can be acknowledged without upholding a complaint or 

criticising officers. The lack of empathy and compassion in outcome letters is 

considered to be a factor in whether a person chooses to request a review.

4.4 The Panel has been pleased to note that BTP has embraced the use of reflective 

practice (RP), which is gradually embedding.  The Panel has found the viewing 

body worn video (BWV) to be particularly helpful in its deliberations of 

reasonableness and proportionality of complaint investigations. The Panel is 

keen that RP, including the viewing of BWV, is used proactively as a routine tool 

to aid learning and development.  The impression is that currently officers regard 

RP as a form of reprimand as it follows a complaint.  If RP was the norm, 

regardless of whether a complaint has been made, this would take steps to 

change the perception of RP from a reaction to a complaint to a proactive 

opportunity to learn and develop, which can only be of benefit to BTP, officers, 

industry and the public.   Furthermore, that some of the body worn video footage 

would provide good case studies in a training setting.

4.5 The Panel has been consistently disappointed with the standard of letters sent to 

complainants by BTP.  The letters have tended to be lacking in presentation with 

poor grammar, a procedural focus and have had a lack of compassion and 

empathy. PSD has advised the Panel that the newly set up CRT will now deal with 

low level complaints in place of PSD Divisional Champions and will have a focus 

on professional interactions with the public. The Panel has seen its first letter sent 

by the CRT which is a significant improvement, with some tweaks to be made.
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4.6 From an administrative perspective, the Panel is functioning well as a monthly 

virtual meeting. The paperwork has evolved throughout the year and provides 

the necessary information in a digestible format in good time. The Panel finds the 

viewing of BWV around 48 hours before the meeting a helpful approach.  The 

nature of the role the Panel is performing goes to the heart of culture and 

provides a unique insight into railway policing and wider organisational themes 

and opportunities are emerging.

5. Conclusions 

5.1 These meetings have been positively received by the current panel membership.  

They are adding value to the BTPA’s role through improved insight into frontline 

policing and complaint handling, supporting BTPA oversight activity towards this 

strand of legitimacy.  

5.2 It is difficult to assess whether the findings reflect a positive outcome. It is evident 

from discussions with other Policing Bodies that the current volume of reviews 

received by the BTPA is comparatively low. In terms of complaint handling, BTP’s 

approach is found to be generally reasonable and proportionate but the focus 

needs to widen from a procedural lens, which importantly but narrowly looks at 

whether actions were right or wrong, to a more holistic view of an encounter and 

how police actions have impacted those involved to ensure the focus is on 

learning and improving and is not defensive.

5.3 This process has revealed a number of areas where improvements can be made 

to improve the service the organisation provides to the public. This is particularly 

the case with regards to communication. The Panel expressed its frustration at 

the length of time it took for any real change in the letters being sent. Despite 

this being raised after its first meeting the Panel continued to observe letters 

being written to individuals who had already voiced a dissatisfaction with their 

interactions with BTP, which have lacked professionalism, empathy and clarity 

for a number of months. 

5.4 This feedback has been provided to PSD and has been subject to a number of 

discussions between PSD and the Executive. The intention is that the newly 

formed Complaints Resolution Team (CRT) will address the majority, if not all of 

these concerns.     

6. Recommendations 

6.1 Members are asked to note the contents of the report with a view to it being 

shared with the full Authority Membership.  

6.2 BTP colleagues to consider the proposals around the proactive use of reflective 

practice and BWV for learning and development.
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Gender pay gap report
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Why are we reporting on our gender pay gap?

In 2021 the British Transport Police employed approximately 4832 police officers and police staff and had approximately 295 Special Constables, 

who are unpaid volunteers. Under the Equality Act 2010, employers in Great Britain with more than 250 employees are required to report on 

gender pay differences within their organisation. This is our fourth report.

What does the data look like?

The gender balance for all our employees for the last 4 years is shown below:

2021 Police staff and police officers 

total workforce

2020 Police staff and police officers - 

total workforce

2019 Police staff and police officers - 

total workforce

2018 Police staff and police officers - 

total workforce

Gender Employees Employees Employees Employees

Male 3322 (68.7%) 3420 (68.4%) 3390 (69%) 3386 (69%)

Female 1510 (31.3%) 1498 (31.6%) 1556 (31%) 1551 (31%)

Total 4832 4738 4946 4937

Within this, the gender split between our police officers and police staff for the past four years is as follows:

Police Officers Gender Percentage

Police Officers 

Gender Split
2021 2020 2019 2018

Gender Police Officers Police Officers Police Officers Police Officers

Male 78.8% (2461) 78.5% (2414) 79.0% (2452) 79.0% (2454)

Female 21.2% (662) 21.5% (661) 21% (650) 21% (651)

Over the four years the percentage of female officers have remained around 21%.  The headcount of male police officers increased by 47 and 

female officers increased by 1, which would account for the slight percentage drop in female officer representation.  This is the lowest female 

representation of all UK police forces, and we are clear that is a position we are working hard to improve upon, to be representative of the 
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communities that we represent.  Over the years we have concentrated on the core areas like recruitment, but we need to understand the barriers 

to female officers joining and staying at BTP.

Police Staff Gender Split Percentage

Police Staff 

Gender Split
2021 2020 2019 2018

Gender Police Staff Police Staff Police Staff Police Staff

Male 50.3% (861) 49.7% (826) 50.7% (935) 50.9% (932)

Female 49.7% (848) 50.3% (837) 49.3% (906) 49.1% (900)

In 2021 the balance of the gender split changed in favour of males.  The increase in headcount for males was 35 in comparison to 11 for females, 

which would be the reason for the change.

Overall Workforce Split by Employee Groups/Percentages

Gender Split of 

overall 

headcount

Gender Police Officers Police Staff Police Officers Police Staff Police Officers Police Staff Police Officers Police Staff

Male 50.9% (2461) 17.8% (861) 50.9% (2414) 17.4% (826) 49.6% (2454) 18.9% (935) 49.7% (2454) 18.9% (932)

Female 13.7% (662) 17.5% (848) 14% (661) 17.7% (837) 13.1% (650) 18.4% (906) 13.2% (651) 18.2% (900)

Total 64.63% 35.37% 64.90% 35.10% 62.80% 37.20% 62.90% 37.10%

2021 2020 2019 2018

Mean and median gender pay gap 

 2021 mean (average) pay gap in hourly pay is 6%, This is a significant improvement compared with 2020 (7.59%). 

 2021 median pay gap in hourly pay is 12.28%, This is a good improvement from 13.03% in 2020
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All Employees Male-Female Gap Percentage (All Employees Gap Table 1)

Male Female Gap Percentage

Mean (average) hourly rate £20.01 £18.81 £1.20 6.00%

Median hourly rate £19.71 £17.26 £2.42 12.28%

All Staff Average hourly rate mean and median

In 2021 both the mean and median for all the workforce had good decreases.  The graph below shows how both the mean and median have 

changed over the last four years, indicating a gradual and relatively consistent reduction in the pay gaps.  
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Police Officers Male-Female Gap Percentage (Police Officers Gap Table 2)

Male Female Gap Percentage

Mean (average) hourly rate £20.41 £19.14 £1.27 6.22%

Median hourly rate £19.93 £19.71 £0.22 1.10%

Police Officers Average hourly rate mean and median

Both the mean and median in 2021 decreased for Police Officers.  When comparing the last four years, although the mean pay gap has fallen 

gradually, the most significant change is the median (mid-point).  The majority of both male and female officers are at the top of the police 

constable grade at spine point 7, both on the same salary but it is the bonus payments1 at this level that is creating the difference in amounts 

and median pay gap.  The salaries at the  midpoint for both female and male officers were the same, with the difference being that the male 

midpoint received an average additional bonus payment of £450.  More needs to be understood about why male officers are more likely to 

claim such payments than female officers. 

1 In Police Regulations bonus payments are classed as “A chief officer may award a payment of not less than £50 and not more than £2,000 to a member of their force where they are satisfied that 
the member concerned has performed work of an outstandingly demanding, unpleasant or important nature.” The bonus is claimed through expenses by qualifying officers.
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Police Staff Male-Female Gap Percentage (Police Staff Gap Table 3)

Male Female Gap Percentage

Mean (average) hourly rate £18.87 £18.56 £0.31 1.64%

Median hourly rate £17.18 £16.86 £0.32 1.86%

Police Staff Average hourly rate mean and median

In comparison with police officers the mean pay gap for Police Staff is significantly lower.  The mean (average) hourly rate for police staff is 

influenced by the gender split of the relevant workforce being nearly 51/49%, this also impacts the median hourly rate.  The slight difference in 

both mean and median is because there are more males paid in the upper quartiles than females. 

When comparing over the four years the mean has decreased year on year whereas the median had increased until 2021, where there has been 

a steep decline, due to the change in distribution of females across the pay ranges,  The median is based on the salary mid-point, therefore to 

achieve a decrease in the pay gap indicates a shift in the distribution of females  across the pay ranges. The numbers of females in the lower 

quartile fell by 2.9% in 2021 to 50.4%, compared to 2020 which was 53.3%, which explains the shift in the salary median.  A contributing factor 

is the number of male PCSO’s which increased by 14, with the majority (72), paid on the lowest pay point, which falls into the lower quartile. The 

highest pay point saw the male numbers decrease by 6 to 40, compared to 46 in 2020.  In contrast the overall number of female PCSO’s remain 

at the same level, with a minor decrease of 1 to at the lower pay point and no change at the highest pay point.  There is also greater female 

representation in the higher pay ranges, even thought the upper quartile only changed marginally to 46.7%. It is not until the top 50 highest pay 
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points that the gender split moves in favour of males.  In comparison, 2020 had a very similar female representation of 46.4% but the males 

gender split changed at the top 30 highest pay points. Distribution changes although they appear small in terms of numbers, do have an impact.  

What does this tell us about BTP’s gender pay gap? 

For all employees the mean (average) hourly pay gap is 6%. This indicates that on average females earn 6p in the £1 per hour less than males. 

Females receive on average 94p to males’ £1 per hour.  The median calculations demonstrate that the midpoint of female hourly rate is 12.28% 

less per hour than males; so, for every £1 a male receives, females receive 12p less (88p).

The factors that contribute to the gap are layered and multifaceted.  A main contributing factor to the higher mean pay gap, is that most female 

employees are in the lower salary ranges, with 64% paid between £8.98 and £19.71 per hour, putting the mid-point between this range.  In 

comparison, males (56%) are paid £19.71 and £90.31 per hour, in the higher pay ranges, putting their mid-point at £19.71.  

Police officers have the smallest pay gap, which demonstrates that females are being paid close to their male colleagues.  This is not something 

to get complacent about, as it can alter very quickly, especially if leavers and new starters are disproportionate.  As indicated, something as small 

as a bonus can create a 1.1% pay gap in the median difference.    

 New starters – within the dataset the number of female officers who commenced within the reporting year was 28 compared to 119 male 

officers. with a percentage split of 19% female and 81% male.

 Retention – based on the leavers within the time period, the total turnover of both male and female officers was 7.1% and 7.4% 

respectively.    The number of male officers transferring to another Home Office force was 1.15% of the overall workforce, compared to 

0.42% for females.  Those females that moved to another force cited moving closer to home, career progression or job satisfaction as 

the main reasons for leaving.  Males officers stated career progression and job satisfaction as leaver reasons. 

Female Male Grand Total

Number of Leavers 47 182 229

Turnover 7.10% 7.40% 7.33%

Top Three Reasons % of Police Officers

Normal Retirement 0.45% 1.79% 2.24%

Resign Other 0.61% 2.53% 3.14%

Transfer to Other HO Force 0.42% 1.15% 1.57%
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BTP is still performing well in comparison to the national average reported by ASHE UK.  April 2021 indicated a national median gender pay gap 

for all staff was 15.4%, which was a slight increase from 2020.  BTP’s median remain below this figure and, although we are pleased with the 

improvement, there is still more to do.

Quartile Data

Pay quartiles Total  Male % Male  Female
% 

Female
Pay Range (£)

Upper 1208 971 80.4% 237 19.6% 23.02 - 90.39

Upper Middle 1208 896 74.2% 312 25.8% 19.71 - 23.02

Lower Middle 1208 689 57.0% 519 43.0% 15.23 - 19.71

Lower 1208 765 63.3% 443 36.7% 8.98 - 15.23

All Employees – quartile pay bands

The all employees table above clearly demonstrates where employees fall within the quartile pay ranges.  This demonstrates that most males 

are in the upper and upper middle quartiles. In contrast, females are predominantly in the lower middle and lower quartiles, which have a much 

narrower pay range.  The top of the upper pay range is 4.5 times more than the top of the lower middle pay range.  Females in the upper quartile 

in 2021 has fallen to 19.6% compared to 22% in 2020.  

Pay quartiles Total  Male % Male  Female
% 

Female
Pay Range (£)

Upper 780 650 83.3% 130 16.7% 23.02 - 90.39

Upper Middle 781 639 81.8% 142 18.2% 19.78 - 23.02

Lower Middle 781 600 76.8% 181 23.2% 15.77 - 19.78

Lower 781 572 73.2% 209 26.8% 11.88 - 15.75

Police Officers – quartile pay bands

In contrast there was an increase in the number of female police officers in the upper quartile (above), which rose to 16.7% from 15% in 2020 

and a decrease in the percentage of females in the lower quartile to 26.8% from 31.3% in 2020.  This has resulted in a greater concentration of 

1.
Item

 4
A

ction
2.

Item
 12.1

Scottish
3.

Item
 12.2

Perform
an

4.
Item

 12.3
Strategy

5.
Item

 12.4
People and

6.
Item

 12.4.1
C

om
plaint

7.
Item
12.4

.2
8.

[To
Follow

]
9.

Item
 16

C
onfidenti

10.Item
 18.3.1

Fleet

56



OFFICIAL

females in the lower middle and upper middle, which has contributed to the reduction in the pay gap.  However, within the dataset there are no 

female police officers in the top 10 highest hourly paid. This will change in 2022’s data due to a number of female senior appointments. 

Pay quartiles Total  Male % Male  Female
% 

Female
Pay Range (£))

Upper 428 228 53.3% 200 46.7% 20.49 - 79.19

Upper Middle 427 215 50.4% 212 49.6% 17.17 - 20.38

Lower Middle 427 205 48.0% 222 52.0% 14.56 - 17.17

Lower 427 212 49.6% 215 50.4% 8.98 - 14.56

Police Staff – quartile pay bands

Like police officers, the number of female police staff in the upper quartile (above) rose marginally to 46.7% from 46.4%. In contrast to police 

officers, the dataset shows there are 6 females in the top 10 highest hourly paid.

What does this tell us about BTP’s quartile pay bands?

The improvement in female officers in the upper quartile and more concentration in the middle regions, is welcomed, but the lack of representation 

in the top 10 highest hourly earners still makes this an area of concern. We recognise that there is still significant work required to improve 

proportionality across all employee quartiles. Four years’ data indicates that this is not something that will happen quickly and will be impacted 

by the slightest of changes.  Any changes to the quartile percentages needs a holistic approach, looking at many different areas, including 

retention, development opportunities and progression.  

  

Bonus payments

BTP has pay parity with Home Office Forces. The regulations allow for bonus payments to police officers of between £50 and £500. These are 

used for duties of an unpleasant or important nature, like body recovery, which receives a £50 payment. Our “Making the Difference” (MTD) 

scheme, rewards outstandingly work or contribution. Chief Officers do not receive bonuses. 

Police staff are eligible for an additional award of £500 if an ‘exceptional’ rating is evidenced in their annual performance review (PDR).
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Pay quartiles Male Female Gap Percentage

Proportion receiving

bonus
29.8% of all males 26% of all females

Number of employees

991

791 police officers

200 police staff

393

179 police officers 

204 police staff

Mean £211.20 £310.05 -£98.85 -46.80%

Median £100.00 £225.00 -£125.00 -125.00%

Bonus payments

From the initial overview of bonus payments above, this indicates that these are disproportionately paid because

 Female employees receiving higher amounts of bonus payments. This is explained by the higher proportion of females in police staff 

roles eligible for performance payments.  

 The median (mid-point) indicates a difference of -125%. 

 Although more male employees received bonus payments, the value was lower than females: male 71.6% (of all bonus payments) 

compared to female 28.4%. 

 The range of total payments for male employees was from £50 to £1300 compared to female employees £50 to £1875.  

One of the contributing factors to the results is the payments for unpleasant tasks, which is paid predominantly to police officers, except for 

Scenes of Crimes Officers/Examiner and PCSO’s. All employees who received bonus payments of more than £1000, were from the Scenes of 

Crime Team, with a gender split of 33% male and 66% female.

Due to the number of unpleasant payments that are made, it is necessary to break the bonus payments down even further:  
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Pay quartiles Male Female Gap Percentage

Proportion receiving

bonus
24.80% 12.60%

Number of employees

718

523 police officers

300 police staff

180

161 police officers

19 police staff

Mean £107.24 £112.27 -£5.03 -4.69%

Median £100.00 £50.00 £50.00 50.00%

Unpleasant Duties Payments

 

The highest number of employees receiving reward for unpleasant duties is male at 80% with only 20% to females. This is broadly in line with 

gender balance of our police officers. Unlike the overall bonus payment data, the average female payment is higher than males by a small amount 

of £5.03 equating to 4.69%.

Pay quartiles Male Female Gap Percentage

Proportion receiving

bonus
10.4% of all males 15.7% of all females

Number of employees

346

176 police officers

170 police staff

237

43 police officers

194 police staff

Mean £329.84 £414.56 -£84.72 -25.69%

Median £300.00 £500.00 -£200.00 -66.67%

Other Bonus Payments

When the unpleasant duties payments are extrapolated, the figures still indicate that females receive higher bonus payments than males.  

Females receive 25.69% more on average than males, which equates to 25.6p less for males. For every £1 female bonus, a male only receives 

74.4p.  The median (mid-point) is even higher with males receiving 66.67% less than females, males will receive 33.23p for every £1 female 

bonus. 
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What does this tell us about our bonus payments?

 The number of employees paid bonus payments increased to 1384 compared to 1136 in 2020. 

 Of the 1384 payments, the employee split was 77% police officers and 23% to police staff, which is significantly below the overall 
employee split. 

 The overall figures are heavily skewed as most police officers’ payments were for unpleasant duties.

 Females within BTP receive on average higher payments than males

 Employees receiving highest bonus payments, are normally made up of several payments.

Regular in year review of bonus payments are required to check compliance and that there is no major shift in payments.
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What have we done to address the gender pay gap so far?

We have continued to work in reducing the gender pay gap, but we are realistic that it is a long-term commitment.  We acknowledge that there is 

an ever-changing landscape that will influence and impact the annual outcome of the gender pay gap report. 

Although we have a clear and agnostic approach to resourcing employees, it has still been necessary to: 

 Continue with Positive Action targeted recruitment campaigns to attract under-represented groups including females, hosting resourcing 

workshops to raise our profile as an employer. 

 Continued to work with the Female Police Association, the NPCC and other leading women and leadership programmes to identify best 

practice and initiatives that will increase female recruitment and retention. This included recruitment campaigns specifically aimed at 

women to become police officers and Special Constables, using a media campaign of existing female officers talking about their role, 

which was placed on social media sites with high female readership. We also affiliated with Mumsnet for placing recruitment advertising 

aimed at women.

 We have utilised the positive action tie-breaker principle for promotion decisions in accordance with S.159 of the Equality Act, 2010.

 Adopted where possible agile and home working, enabling more people to work flexibly to support work and home commitments during 

the pandemic, whilst acknowledging that certain roles, such as network policing roles, required our officers to work on the front line every 

day.

 We increased our allowance of family emergency leave and requests to work flexibly at short notice during covid-19, acknowledging that 

caring for a family member who was unwell or undertaking home schooling at short notice, placed strains on our people with caring 

responsibilities.

 Ongoing work to improve our recruitment process, careers site and materials to appeal to females, wider and discreet communities.

 In January 2021 we increased our maternity provision to 26 weeks full pay, from the previous 18 weeks leave, to support new parents.
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What else will we do?

A priority area is our female representation, where we continue to have the lowest officer representation across the UK policing landscape. To 

drive improvements, we are concentrating on the following areas: 

 Resources: we are looking to invest and expand our Equality, Diversity, and Inclusion team, with a more senior lead and dedicated 

business partners, one of whom will focus on gender. 

o We will work closely with the FPA (Female Police Association) who are totally committed to improving matters of representation. 

 Recruitment: we are looking at investing in a dedicated social media recruitment officer to support the Positive Action Recruitment Team. 

This role will be focused on reaching out to underrepresented groups, including women on social media platforms, with dedicated content, 

‘day in the life’ stories and other activity aimed to encourage interest in a career with BTP.

 Attracting more females is essential to improving representation. Female officer and PCSO recruitment for the calendar year 2021 is 

showing a 27% for both categories, a 9% increase on the previous year. However, there is a lot more to do to achieve our aspiration of 

50% females on intakes. 

o Our recruitment “careers” site is being revamped and launched at the end of January 2022 to reflect our new Employee Value 

Proposition and will seek to positively reflect the diversity of our roles. 

o We are progressing our wider partnerships, linking in with Women in Rail to strengthen joint working and learn from their success 

in attracting females into the rail industry. 

o We will continue to reach out to schools and colleges now covid restrictions are easing, to encourage early awareness of BTP and 

Policing as a career choice. 

o We are revising our social media approach to place adverts and ‘day in the life’ stories in media attractive to women alongside 

working with Corporate Communications to align campaigns more effectively. 

o We will also continue to use Instagram, Ticktock and other social media to promote our posts to females. 

o Continues to work with the Specials Chief Officer, to improve Specials representation, which can also be an entry route into Officer 

roles. 

 We plan to recruit for a direct entry detective scheme, which in other forces has proved highly attractive to females. 

 We will build on the Chief Constable’s high media profile as a female role model. 

 Training: New student officer training is currently 18 weeks in London. Two cohorts have completed out of London training in 2020 (during 

the pandemic) although this was not solely focused on female students. Data shows that 34% of prospective female applicants for C 

Division withdraw their interest (compared to 17% male), anecdotally aligned to when advised the training is in London. We have been 

unable to wait for the PEQF (Policing Education Qualification Framework) apprenticeship degree programme, which we plan to launch in 
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2023), to help address this blocker. We ran a pilot in autumn 2021 of a student officer programme consisting of three-week blocks in 

London, before returning to the home location for a three-week agile working block. If evaluated successfully, we believe this will be a 

positive step to attract females and carers.  In the longer term, the tender for PEQF will seek bids from those who can provide a flexible 

and locally delivered training offering. 

 Ways of working: flexible working is a hugely positive attraction and retention tool. 

o For police staff we have moved to a location agnostic wherever possible advertising approach and adopting a 40/60 office/home 

working week in many locations. 

o We are trialling a flexible working board to facilitate improved opportunity for flexible working in our London (B) division. This is not 

solely focused to females but will assist all officers, matching demand and personal requests in a way which stops local blockages 

and barriers. 

o We will seek agreement to allow maternity and paternity returners to have a flexible work pattern agreed for the first 12 months if 

desired. 

 We are currently consulting with all police officers regarding moving to a new shift pattern of 6 days on and 4 days off. This is a pattern 

requested by our people to provide more certainty of working, to support work life balance. The new shift pattern, if supported at the end 

of the consultation, will launch during 2022.

 In February 2022 we will introduce one-week paid pregnancy loss/miscarriage including termination leave, and secondly, increased 

paternity leave from one week’s full pay and one-week statutory pay to three weeks at full pay for all new parents. This will be renamed 

as ‘partner parental leave’. This means our partner leave offer will be better than any other police force. 
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