 APPENDIX C: Overarching Implementation Table for Communications, Community Safety and Public Reassurance



	Key to the milestones:

	
	Milestone completed
	
	Milestone on target – due for completion during the next six months
	
	Milestone not completed on target, or not expected to be completed on target
	
	Milestone not due for completion


	OPTION 1 
	Develop strategic processes to ensure that Northumbria Police continues to evolve a customer focused culture.

	OUTCOMES
	1. All members of the public should benefit from an increasingly responsive customer service culture with an improved understanding of the effects of crime and disorder especially for vulnerable groups.  The changes will result in a more inclusive citizen focused policing style, taking greater cognisance of community needs and guaranteeing increased standards of customer service with local accountability.

2. The development of such a strategy and culture will also underpin the National Quality of Service Commitment and should contribute to an improved HMIC assessment.

Measured by:

British Crime Survey, NPA General and Quality of Service Surveys

Baseline under Leadership and direction

Staff surveys and internal focus groups

Development of local PIs

HMIC Baseline Assessment


	BVR
	Milestones
	Target for completion
	Lead Officer
	Notes

	(CS)
	To integrate nationally set policing priorities with local neighbourhood priorities
	Dec 2006
	CI Partnerships and Visibility
	Also in Option 4

	(CS)
	To compare and improve performance, by developing information sharing and accountability mechanisms
	April 2006
	CI Partnerships and Visibility
	

	(CS)
	To reduce the impact of Anti-Social Behaviour on demand and increase community reassurance
	April 2006
	CI Partnerships and Visibility
	Development of Reviewing mechanism

	(CS)
	To provide area commands with a template from which to tackle demand issues surrounding the misuse of alcohol
	July 2005
	CI Partnerships and Visibility
	

	(CS)
	How could Northumbria Police prepare for the introduction of Community Advocates?
	Oct 2005
	CI Vulnerable Groups
	Also in option 3

	(CS)
	Conduct a demographic mapping exercise to identify which groups / communities are present in the force area and develop and maintain a register of key contacts
	Mar 2006
	CI Vulnerable Groups
	Also in option 3

	(CS)
	To ensure young people from diverse communities around the region have a mechanism to have a voice in policing and also to raise awareness across the groups of each others culture
	Oct 2005
	CI Vulnerable Groups
	Also in option 3

	(CS)
	Identify methods of developing links with young people in the force area
	Oct 2005
	CI Vulnerable Groups
	Also in option 3

	(CS)
	Identify methods of informing local communities about policing activity and community safety issues relevant to neighbourhoods
	May 2005
	CI Vulnerable Groups
	Also in option 4 

	(PR)
	Designate a chief officer to give a proactive lead for the issue of public reassurance
	May 2005
	
	

	(PR)
	Ensure a consistent message is included in the force strategy plan/local policing plan, business plans and Area Command plans with explicit use of the term reassurance making it the golden thread running through all NP activity easily identified through the use of consistent language
	April 2005
	Ch Spt Corporate Dev Dept
	

	(PR)
	Embed the principles of reassurance within the development of a comprehensive customer service strategy
	To be agreed within review timescales
	Customer Service Review manager
	

	(C)
	Create an overarching Communications Strategy, specifically incorporating call handling and deployment strategies
	April 2006
	Supt Comms
	Also in option 4

	(PR)
	Embed the principles of reassurance within the force planning process
	April 2006
	Chief Spt Corporate Dev Dept
	

	(C)
	Implement a marketing strategy to inform the public about the role of police communications
	May 2005
	Supt Comms
	Also in option 2,4

	(PR)
	Improve methods of obtaining feedback via corporate user satisfaction surveys ensuring that the views of the full range of the communities we serve are captured
	Mar 2006
	Chief Spt Corporate Dev Dept
	

	(CS)
	Identify methods of consulting communities to ensure effective engagement and flow of information between police and community
	
	
	Also in option 1

	(C)
	Introduce a revised incident grading system in line with NCHS
	April 2006
	Supt Comms
	Also in option 2

	(C)
	Introduce a caller referencing system
	April 2006
	Supt Comms
	

	(C)
	Train and test Communications supervisors in critical incident management
	April 2006
	Supt Comms
	

	(PR)
	Ensure that all future developments within the service retain an appropriate focus by considering inclusion of an assessment of the impact on public reassurance
	May 2005
	Policy Support Co-ordinator
	

	(PR)
	Develop a suite of local performance indicators by which the force can continue to manage performance in respect of public reassurance and satisfaction
	Mar 2006
	Chief Spt Corporate Dev Dept
	


	OPTION 2 
	Maximise visibility in order to increase public reassurance

	OUTCOMES
	1. There will be improved satisfaction levels with increased visible presence of officers on the street at key times and improvement in officer welfare with less fatigued officers giving better quality of service. 

2. Whilst response to calls for service will always be prioritised, a clear commitment to response targets across revised incident categories, along with measurement of Area Command performance, will drive improvement in the management of resource levels, ensuring a better response time to incidents which have previously been graded by the police as lower priority but which are of significance to the community. 
3. Increase in availability to deal with incidents.  It is signal crimes such as ASB, youth disorder, and alcohol related disorder that have the greatest impact on people’s feelings of safety; in ensuring that resources more closely match demand Northumbria Police can have a positive impact on these crimes, thus increasing public reassurance.

4. Holistic approach to problem solving and corporacy of delivery of community policing with continuity of contacts.

;

Measured by:

Assessing Area Command performance against pre set response targets for revised incident gradings

British Crime Survey, NPA General and Quality of Service Surveys

Monitoring letters of thanks/praise

Reduction in signal crime

Increase in community intelligence




	BVR
	Milestones
	Target for completion
	Lead Officer
	Progress

	(CS)
	To consider the question of extending the opportunities for developing the role of the Extended Police Family through CSAS
	Aug 2005
	CI Partnerships and Visibility
	

	(CS)
	To extend the provision of some services by non-sworn officers and thereby impact on performance
	Dec 2005
	CI Partnerships and Visibility
	

	(CS)
	To ensure that the pool of available resources is aware of the opportunities available as a Special Constable, both personally and to the community.  Once recruited to provide guidance in the management, training and deployment of such staff
	Oct 2005
	CI Partnerships and Visibility
	

	(CS)
	Identify best practice, within the force and elsewhere and ensure that PCSOs are deployed in the most effective and efficient manner
	April 2006
	CI Partnerships and Visibility
	

	(C)
	Develop a method of data transfer despatching
	Sept 2006
	Supt Comms
	

	(C)
	Introduce a revised incident grading system in line with NCHS
	April 2006
	Supt Comms
	

	(C)
	Arrange for Data Despatchers to work as a team with voice despatchers to better support the needs of front line policing
	Sept 2006
	Supt Comms
	

	(C)
	Release Constables and Sergeants from the Communications Centres to make them available for front line duties
	2005 - 2010
	Supt Comms
	Civilianisation incrementally over 5 yrs

	(C)
	Incorporate GPS within the Airwave Section and enhance GIS to make use of data provided by GPS
	Dec 2006
	Supt Comms
	

	(PR)
	Research and develop a comprehensive, flexible, demand modelled shift pattern for 24/7 reactive policing, which meets the requirements of local communities
	Oct 2005
	Chief Spt Corporate Dev Dept
	

	(CS)
	To identify a demand management model that maximises the effectiveness of community resources for the Northumbria Police?
	
	
	Also in option 2


	OPTION 3
	Maximise accessibility of police services to the public

	OUTCOMES
	1. In making police stations more welcoming and improving the environment, Northumbria Police will be able to provide a more welcoming and easily engaged police service.  This will encourage contact by the community, improve public satisfaction with the services they receive and will build on the amount of community intelligence gathered.  A greater understanding of our partners’ work and how they can assist the police will also improve community intelligence which will in turn focus operational policing onto local community issues.

2. In improving the gateway to telephony services, the public will have an easily remembered telephone number to contact the police, reducing demands on 999. Elective dialing will route callers knowing the extension number to that extension quicker, this will also reduce demand entering the contact-handling arena. The public will also have more choice in the way they can contact the police. Potential service users will be kept informed of service provision, which it is anticipated will lead to improved customer expectation.
Measured by:

Increase in community intelligence

British Crime Survey, NPA General and Quality of Service Surveys

% of 999 calls answered within target time

% of public calls answered within target time

% of e-mails and text messages actioned within target time

% of incidents / contacts that comply with standards set by NSIR / NCHS


	BVR
	Milestones
	Target for completion
	Lead Officer
	Progress


	(CS)
	How could Northumbria Police prepare for the introduction of Community Advocates
	Oct 2005
	CI Vulnerable Groups
	Also in option 1

	(CS)
	Conduct a demographic mapping exercise to identify which groups / communities are present in the force area and develop and maintain a register of key contacts
	Mar 2006
	CI Vulnerable Groups
	Also in option 1

	(CS)
	To ensure young people from diverse communities around the region have a mechanism to have a voice in policing and also to raise awareness across the groups of each others culture
	Oct 2005
	CI Vulnerable Groups
	Also in option 1

	(CS)
	Identify methods of developing links with young people in the force area
	Oct 2005
	CI Vulnerable Groups
	Also in option 1

	(CS)
	Review current Interpreter Services in the force
	May 2005
	Supt Community Engagement
	

	(C)
	Adopt a single 0845 telephone number for receiving non-emergency calls
	Sept 2005
	Supt Comms
	

	(C)
	Introduce an elective dialling system at the front end of the force telephone system
	Sept 2005
	Supt Comms
	

	(C)
	Incorporate email and text facilities into the current call handling systems
	April 2006
	Supt Comms
	

	(C)
	Develop and deliver a training package for National Interpreting Service
	Dec 2005
	Supt Comms
	

	(C)
	Implement a marketing strategy to inform the public about the role of police communications
	April 2006
	Supt Comms
	

	(PR)
	Develop corporate systems to ensure that front office environments receive appropriate attention to guarantee a professional service is provided, including keeping public information refreshed and providing a private consultation area if appropriate
	To be agreed within review timescales
	Customer Service Review manager
	

	(PR)
	Ensure that when future issues surrounding front offices are developed further in the review of customer services, they adhere to best practice identified within the public reassurance arena including consideration of the needs of the specific communities they serve.
	To be agreed within review timescales
	Customer Service Review manager
	


	OPTION 4
	Improve service standards in order to increase public confidence in Northumbria Police

	OUTCOMES

OUTCOMES contd
	1. Members of the public should benefit from an increasingly responsive customer service culture which understands the effects of crime and disorder especially on vulnerable groups. 

2. Improved satisfaction with service provided through community being well informed on policing activity.  

3. Improved service standard will also reduce the fear of crime 

4. Better information to the public including realistic expectations of service delivery.

5. Workforce better informed with level of knowledge to support service provided to the public along with improved support mechanism in place especially with regard to corporacy around funding, environmental scanning, policy and management information.

6. Community engagement with public enhanced including involvement to support problem solving at a local level.

7. Improved first contact, initial response and follow up with the public with a centralised service delivering a gold standard, corporate approach to all contacts made to Northumbria Police Contact Management Department. Performance will be driven and maintained by establishing a ‘quality assurance unit’ providing qualitative and quantitative performance measures.

Measured by:

British Crime Survey, NPA General and Quality of Service Surveys 

Increase in internal satisfaction

Monitoring letters of thanks/praise

Increase in community intelligence.

Reduction in signal crime.

% of contact resolved within single call resolution model.

Reduction in repeat calls from the public.

Provision of regular reports to update public on current and future policy and procedures.

Collating feedback from service users.

% of victims updated within target time.

% of queries and service requests actioned within target time.

Performance against incident response standards.


	BVR
	Milestones
	Target for completion
	Lead Officer
	Progress

	(CS)
	To integrate nationally set policing priorities with local neighbourhood priorities
	Dec 2006
	CI Partnerships and Visibility
	Also in option 1

	(CS)
	To explore the methods of accountability that partnerships, including Northumbria Police, have with the communities they serve in the delivery of community safety.
	April 2006
	CI Partnerships and Visibility
	

	(CS)
	The integration of community safety initiative with partners to become holistic and strategic across community areas
	April 2006
	CI Partnerships and Visibility
	

	(CS)
	To assess the representation of agencies on strategic partnerships
	April 2006
	CI Partnerships and Visibility
	

	(CS)
	To assess the representation by all agencies on CDRPs
	Dec 2006
	CI Partnerships and Visibility
	

	(CS)
	To build upon the integrated work of the YOTs to impact on demand and reassurance by reducing offending by young people i.e. under 18 years of age
	Oct 2005
	CI Partnerships and Visibility
	

	(CS)
	To examine the role of Northumbria Police on Drug Action Teams
	Oct 2005
	CI Partnerships and Visibility
	

	(CS)
	To identify the ‘best’ mechanism for receiving lay advice from the community by the Northumbria Police?  
	July 2005
	Area Commanders
	SIAG in place.  Target date is for Area Command IAGs

	(CS)
	Identify methods of informing local communities about policing activity and community safety issues relevant to neighbourhoods
	May 2005
	CI Partnerships and Visibility
	

	(CS)
	In conjunction with Training Department, identify those areas that require a training input to ensure operational staff are kept up to date with new developments
	Nov 2005
	CI Vulnerable Groups
	

	(C)
	Create an overarching Communications Strategy, specifically incorporating call handling and deployment strategies
	April 2006
	Supt Comms
	

	(PR)
	Develop a corporate communication strategy
	
	
	

	(C)
	Create a Customer Service Monitoring Unit within Communications Department
	Oct 2005
	Supt Comms
	

	(C)
	Introduce a revised incident grading system in line with NCHS
	April 2006
	Supt Comms
	

	(C)
	Introduce a caller referencing system
	April 2006
	Supt Comms
	

	(C)
	Introduce a diary system for police attendance to non urgent incidents
	April 2006
	Supt Comms
	

	(C)
	Incorporate crime recording and feedback to victims and witnesses within communications
	Sept 2006
	Supt Comms
	

	(C)
	Introduce a structure of Communications’ staff briefings should be introduced to follow a similar system to that of Area Commands
	Dec 2005
	Supt Comms
	

	(C)
	Train staff to use the intelligence input aspect of the existing CIS
	Dec 2005
	Supt Comms
	

	(C)
	Develop a system to provide an IT based solution to improve the intelligence flow from Area Commands to the Communications Department
	April 2006
	Supt Comms
	

	(C)
	Record and reference all contacts with the Communications Centres
	April 2006
	Supt Comms
	

	(C)
	Introduce a revised Incident Grading Model in line with NCHS
	April 2006
	Supt Comms
	

	(C)
	Incorporate GPS within the Airwave Section and enhance GIS to make use of data provided by GPS
	Dec 2006
	Supt Comms
	

	(C)
	Train and Test Communications Supervisors in critical incident management
	April 2006
	Supt Comms
	

	(PR)
	Develop a corporate communication strategy
	April 2006
	Supt Comms
	

	(PR)
	Ensure that media services activity is incorporated within the wider force customer service strategy
	To be agreed within review timescales
	Customer Service Review manager
	

	(PR)
	Ensure that all media and marketing activities have a focus on reassurance
	Feb 2006
	Chief Spt Corporate Dev Dept
	

	(PR)
	Introduce effective mechanisms to evaluate and monitor the impact of our media and marketing activities
	April 2006 
	Chief Spt Corporate Dev Dept
	

	(PR)
	Capitalise on the unique opportunities presented by the internet website, ensure that the information available is current, relevant, informative and easily accessible
	April 2006
	Chief Spt Corporate Dev Dept
	

	(CS)
	To consider what Northumbria Police could do to make a more effective use of the media in support of the need to effectively engage with the community.


	
	
	

	(PR)
	In the light of the outcome of the force reorganisation, review and rationalise media liaison activity at Area Command level in order to capitalise on opportunities for marketing the work of the organisation.
	April 2006
	Chief Spt Corporate Dev Dept
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