
[image: image1.png]Police Authority
AEER LRy



[image: image2.wmf][image: image3.wmf][image: image4.png]Police Authority
AEER LRy



[image: image5.jpg]NORTHUMBRIA POLICE \\ ;g




Background

The aim of the review was to propose changes that will drive the Communications Department to provide a service of excellence to all users through achieving its vision and key aims.

The review was instigated as a result of the HMIC Baseline Assessment that highlighted a number of recommendations for improvement within the service. As a result the review focused on:

· Providing the most appropriate and timely response to requests for service

· Dealing effectively and efficiently with communication between staff, the public and other organisations and employing a ‘one stop shop’ philosophy.

· Examining the requirements for provision of ‘command and control’ rather than purely ‘communications’.

· Establishing how front line staff can be more effectively supported through the use of the functions provided by communications, ultimately increasing the capacity and visibility of those resources

In order to ensure that any proposals recommended are appropriate, the review team completed many visits to organisations and agencies in the call-handling arena to look at best practice. Further to this consultation was carried out with both the public and the staff of the department.

Key proposals

A major initiative recommended is to implement a single non-emergency telephone number (0845) for Northumbria Police.  Currently, there are 16 non-emergency numbers the public can use to contact the Force.  There is a Home Office initiative that is aiming to introduce a National non-emergency number (SNEN) by 2008.  However, many forces have seen this initiative as too important to wait until then and risk a further delay, which is perceived as being highly probable.  The 0845 number is a key initiative that will be introduced in the first year of the implementation plan.  A further improvement for the customer contacting Northumbria Police, is the proposed introduction of 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 to that extension.  This would allow quicker access for the customer and free up switchboard staff’s time for higher priority work.  The 0845 and ED initiatives will simplify access to the police, which in turn improves the efficiency of the Force.  An equal, if not greater, benefit is to the customer.  Through the available technology, they will have a better experience of contacting the police and improve their satisfaction with the service.  This is a key outcome for the Force.


A single point of contact for resolution for customer inquiries is a key part of the improvements for users of the service. It is proposed that a ‘one stop shop’ approach is taken to managing calls within the communication centres. In effect, wherever possible all enquiries will be dealt with by one person at one time. This means that the customer will not be asked to call back or wait until someone contacts him/her. This will ease demand for services as a result of callbacks and provide the customer with a more complete and faster service. This can only improve customer satisfaction and free up resources in other parts of the force. A Customer Service and Incident Management Section would be created to provide this single point of contact. 

Cost Implications

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. 

The civilianisation and staff expansion will be key to the provision of the improved quality of service where the caller will met with staff able to provide a service from simple advice, through taking a crime report, to creating an incident as a matter of urgency.  At the contact management level such IT developments will provide the department with the means by which it can develop and maintain a quality assurance regime to promote corporate standards of service provision. Additionally it will allow supervisors to monitor, report on, and respond to changes in demand trends. At the command and control level the improved IT systems proposed (including the Airwave development) will assist Radio Dispatching staff to identify quickly and deploy the nearest and most appropriate officer to an incident or diary the appropriate community response officer as negotiated with the caller.

Spread over a 5-year period the cost to the Force of modernising the Communications Centres by replacing the Constables and Sergeants would be £2.2M. This would however release 53 Constables and 10 Sergeants to front line duties. Modernising the service in this way we will meet HMI and Government expectations by making more officers available for front line duties thereby supporting the aim of increased visibility.

For the Customer Contact Services Department to deal with enquiries, crime reports, lost and found property and dogs there would need to be an increase of 35 staff, it is likely that these staff could be relocated from other roles across the force, for example the Crime Recording Bureau and Area Command Crime Desks. This would provide substantially increased support to front line policing by removing work from Area Command enquiry offices and reducing the need for police officers to return to stations to input crime reports.
How will policing services improve to the citizens of Northumberland and Tyne & Wear?
Improvements to the community will be in line with the key aims of the service. The proposals will make it easier to contact the police through an easily remembered non-emergency number and Elective Dialling will allow users faster access to services. 

The single point of contact for resolution of customer enquiries will ensure that callers are given a more complete service and feel more satisfied after getting in touch with the police. 

In the longer term it is anticipated that the proposals will free up officers for front line duties which will mean a more effective police service for the citizens of Northumberland and Tyne & Wear. 
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