 NORTHUMBRIA POLICE AUTHORITY – 21 MARCH 2005

BEST VALUE REVIEW OF COMMUNICATIONS – FINAL REPORT

REPORT OF THE CLERK AND CHIEF CONSTABLE

1. PURPOSE OF REPORT

1.1
To present the Members with the final report of the Communications Best Value review.

2 BACKGROUND

2.1
The Best Value review of Communications commenced in September 2004 as a result of recommendations in the HMIC Baseline Assessment In order to address the recommendations promptly the review was tasked with being completed within six months.  

2.2 The review was conducted using Northumbria Police Authority’s Best Value methodology. This three-stage process that comprises of a scope, vision and final report, includes all the elements required to complete a Best Value Review.

2.3 The review successfully completed all stages of the process within the required timescale. This allowed the final report to make appropriate recommendations for future service delivery to the Authority.

2.1
The Advisory Group held on 10 March 2005 received the Final Report.  The Executive Summary, Final Report are attached as Appendix A and B.  Notes of the meeting are attached at Appendix D and specifically as a result of issues raised at this meeting the report now includes more detailed information about the overall cost implications of the service improvements and the cost implications to the caller when using an 0845 number.
3. Final Report
3.1
The final report for the review process recommends a clear direction to how the service will be delivered over the next five years. It does this through proposing changes to the existing service that will ensure it meet future demands on communication that have been highlighted in the review.  

3.2
The final report is not the end of the Best Value process. The implementation of the proposals as well as an effective monitoring and evaluation regime are key to ensuring that the service successfully addresses the key aims and gaps that were highlighted in the vision report.   

4
Issues and Key Proposals

4.1 The final report includes a change to the vision previously presented to members (box 2.2). The revised vision is:

‘We will provide a service of excellence, designed to deliver a superior standard of policing to all users. A service aimed at increasing public satisfaction, reducing crime and disorder, reducing the fear of crime and making communities feel safer.’ 

4.2 The revised vision reflects more precisely the Communications Department’s role in the policing of the community.

4.3 A key recommendation in the report (para 3.1.5) is to implement a single non-emergency telephone number (0845) for the public to contact Northumbria Police.  Currently, there are 16 non-emergency numbers the public can use to contact the Force. This initiative is proposed be introduced early in the implementation plan.

4.4 It is proposed that a single contact resolution model (3.1.7) is implemented. This will enable enquiries will be dealt with at first point of contact. Apart from improved customer service a major benefit is that it will ease the administrative demand on front line officers, thus maximising visibility and improving customer satisfaction. This will deliver our commitments to HMIC Baseline Assessment 2005 Key Issues.

4.5 Research has established that currently 35% of callers wish to be transferred to a known extension. In light of this it is proposed to incorporate Elective Dialling (ED) at the initial point of contact. ED would allow any person, who knows the extension number they require, to bypass the switchboard and dial direct, giving quicker access for the caller.  This is a key outcome for the Force and Police Authority in line the National Quality of Service Commitment and National Call Handling Standards.
4.6 Total estimated costs (where marketing and future staff recruitment are made at the highest range) are £5,255,000.  This will allow for the development of a single corporate number for the public to contact Northumbria Police. It will provide the force with a high tech’ Automatic Call Distribution system as part of a ‘single contact resolution’ model, allowing contact handling staff to deal effectively at the first point of contact with demands from the public. This will be under pinned by providing these staff with FAQ databases, automatic screen population of caller’s details, and the ability to deal faster with e-mail, text and in the future video messaging, if the public chooses any of these as a method of contact. 

5 WHAT HAPPENS NEXT

5.1 The next stage for Communications service is to implement the proposals from the final report. An implementation plan for this review is attached at Appendix C, this is a combined implementation plan dealing with the cross cutting issues arising from the Communications, Public Reassurance and Community Safety Best Value reviews.  A more detailed and specific implementation plan for Communications will be presented to the Authority in six months. This plan will include key indicators to be monitored that will allow the Authority to assess the success of the review in achieving its key aims and service delivery changes.  

6 EQUAL OPPORTUNITIES IMPLICATIONS
6.1
There are no equal opportunity implications directly arising from this report.

6
HUMAN RIGHTS IMPLICATIONS

6.1
There are no human rights implications directly arising from this report.

7
FINANCIAL IMPLICATIONS

7.1
Financial implications of the proposals in the report will be assessed for the authority as part of the implementation plan.  

8
RECOMMENDATION

8.1
It is recommended that the Authority:

i. Note and agree the contents of this report and the combined implementation plan

ii. Agree to receive a specific implementation plan in six months time.

