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1
PURPOSE OF THE REPORT


The purpose of this report is to:

i)

Draw members’ attention to the National Quality of Service Commitment;
ii)
Seek their agreement to the attached Implementation Plan.
2
BACKGROUND


The Quality of Service commitment is one of a number of initiatives to improve service to the users of police services. These are defined as those people having direct contact with the police, excluding post arrest contact. Victims and witnesses are two key groups of service users, but the scope of this work is neither limited to victims and witnesses, nor to public initiated contact. Other relevant initiatives include the Victims Code, the provision of information to the public and the development of national standards and doctrine e.g. call handling standards.


The National Policing Plan 2005/08 requires that “implementation plans setting out how the force will comply with the Commitment by November 2006 should be in place by April 2005”.  Police Authorities are responsible for agreeing the Implementation Plan and ensuring that forces achieve full compliance by November 2006.

The Association of Chief Police Officers (ACPO) Standards and Quality Portfolio and the Home Office, in consultation with the Association of Police Authorities (APA), have jointly developed the National Quality of Service Commitment. The development work aimed:


to specify national standards for the quality of contact between the police and the public, and to oversee the steps necessary for their effective implementation, including consideration of appropriate measures of performance, and taking into account developments within the relevant strands of the police reform programme.


i)

Service Commitments


The resulting product sets out public facing service commitments in the following areas:

· Making it easy to contact us / Dealing with your initial contact

· Providing a professional and high quality service

· Keeping you informed

· Ensuring your voice counts

· Victims of Crime

· Other service commitments

· Freedom of Information and Complaints

The commitments assume compliance with statutory obligations under the Freedom of Information Act, Data Protection Act, Victims Code and Independent Police Complaints Commission conditions.


It should be noted that the areas of:

· Other Service Commitments

· Freedom of Information

· Complaints – Direction and Control

· Complaints – Inappropriate Conduct and All Complaints


are also governed by guidance issued elsewhere which requires more specific standards to be met in dealing with the provision of information or complaints; hence they are not contained within the implementation plan, nor discussed at paragraph 3 below.


ii)
Initial Assessment / Dealing with your initial contact

An initial impact assessment was made in October 2004 regarding Northumbria’s compliance with the proposed national quality of service standards in the areas of:

· Keeping you informed

· Your Voice Counts

· Victims of Crime


Other areas were not required to be assessed due to existing standards (e.g. data protection) and the development of National Call Handling Standards. It was identified that Northumbria was already compliant in a large number of areas, particularly with regard to the ways in which it engages with the public. Where gaps were found it was reassuring to note that either the Best Value Review of Communications or the Victims and Witnesses Pilot were generally already addressing them.


The full implementation plan also covers the area of ‘making it easy to contact us’ and, as with the areas above, outstanding issues are already being actioned through the commitments given under the Best Value Reviews of Communications, Public Reassurance and Community Safety. 

3
CURRENT POSITION

i)

Making it easy to contact us / Initial Contact


The Best Value Review of Communications identified that there are currently 16 different non-emergency telephone numbers within Northumbria Police area and that this is something that could be improved upon. Rationalisation to a single 0845 number is therefore recommended and improvement of the Force’s capability to deal with E-mail, SMS (text messages) and video. New services will then be advertised so that consumers are aware of how to contact the Force, and why we it is changing.


It is also necessary to improve staff training and better measure performance with regard to ‘customer service’. The development of a ‘one stop shop’ approach to customer service within the Communication Centres will also go a long way towards addressing the service requirements.


Changes to the way Northumbria Police responds to incidents will provide an opportunity to better meet the public’s needs in terms of a negotiated response to non urgent incidents (e.g. booking an appointment for officer attendance or taking crime reports over the phone at the first point of contact).


Whilst it is very good at seeking the views of the public, the Force has been identified that it needs to be better at using the information provided and giving feedback to the public, particularly in a local context. Consultation should be informing and, where appropriate, driving policy and planning and this should be reported back to people. The development of a new corporate planning process, the formation of Independent Advisory Groups and the creation of an overarching communications strategy provide an excellent opportunity to put the needs of the public at the heart of Northumbria Police’s business.


It has also long been acknowledged that there is also a need to improve the access to services via front offices in police stations.


ii)
Keeping you informed

The Victims and Witnesses pilot builds on the work already done in terms of keeping people informed and updated. This is supplemented by recommendations from the Best Value Review of Communications, in terms of referencing all contact, not just crime and incidents, to improve service to the public and enhance the knowledge Northumbria Police has of the demands on it.


iii)
Your Voice Counts

As with ‘making it easy to contact us’ the principle issue here for the Force and Authority is one of closing the loop between seeking the views of the public, taking action and providing feedback to the public about what has been done as a result of what they told us. This is an area of constant activity since the emphasis is on continual engagement regarding the needs of communities and the actions the Force takes.

 
iv)
Victims of Crime

The Force has recognised that there is a need to improve the service provision to victims and witnesses and has commenced a pilot scheme, which focuses on liaison with victims of crime. The Crime Recording Bureau will offer a choice of methods of communication and be the main point of contact for updates. This role will be referred to as ‘victim care’. The Bureau will perform this role until the point at which a crime is detected when it becomes the responsibility of the Criminal Justice Unit.


Other support is provided by the monitoring of protection alarms installed for the protection of victims and witnesses, on activation the appropriate pre-determined response is dispatched by Communications Centre staff. 


The Victims and Witnesses pilot aims to improve the Forces level of service to victims and witnesses, improving the provision of care with the aim of improving satisfaction. The Force will collate the details of victims and witnesses who require victim support, as identified on the crime report. This role will be referred to as ‘victim support’. In such cases, these details will be forwarded to the Victim Support Scheme, which is a government-sponsored charity. For those incidents where a police officer is not required to attend, Crime Recording Bureau staff will contact the victim to take the crime report. 


v)
Monitoring of the Plan

The Implementation Plan is attached for the Authority’s consideration at Appendix A.  Due to the overlap with the Best Value Reviews of Communications, Public Reassurance and Integrity, updates will be provided to the Service Improvement Group on a quarterly basis and to the Audit and Service Improvement Committee on a six monthly basis. Updates will be in the form of an implementation table plus a covering report and will focus on the outcomes of the service improvements/changes, particularly with regard to the impact on the public.

4
EQUAL OPPORTUNITIES IMPLICATIONS


The implementation of the actions contained in the accompanying table are anticipated to impact positively in terms of:

· Elimination of discrimination

· Promotion of equality of opportunity

· Promotion of good community relations

5
HUMAN RIGHTS IMPLICATIONS


Nil.

6
FINANCIAL IMPLICATIONS


The National Quality of Service commitment implementation plan identifies a number of work streams that have significant financial implications.  The work streams and estimated costs have been previously presented to and approved by the Police Authority as part of the Best Value Review of Communications.


Funding has been identified in the 2005/06 and 2006/07 capital budgets for the development and implementation of the IT proposals.  Further consideration and prioritisation of the work streams will be undertaken as part of the medium term financial planning process.

7
RECOMMENDATIONS


The Authority is asked to:

i) Note the contents of the report and Appendix;


ii)
Agree the contents of the Implementation Plan;


iii)
Note that further updates will be provided via the Service Improvement Group on a quarterly basis, and to the Audit and Service Improvement Committee on a six monthly basis.
National Quality of Service Commitment Implementation Plan

	Quality of Service Issue: Making it easy to contact us


	Quality of Service Requirement
	Action
	Implementation date
	Estimated cost
	Outcomes

	  1. Provide equality of access to services and information
	1.1. Reduce the number of telephone numbers available to contact us.
	Sept 2005
	£5,000

(+ small income generation of £4,000)
	Reduction of 16 numbers to one single number (0845) providing a memorable alternative to ‘999’, reducing the number of inappropriate 999 calls.

Measured by:

Tracking changes to-

Total number of calls / month

%999 calls

%non 999 calls

No of crimes recorded

No of incidents recorded

No of ‘other’ calls recorded

LHP 3, 6

	
	1.2. Advertise how to contact us.
	Sept 2005
	Between £60-170,000

For a single campaign related to 1.1 (above)
	Better informed public about what is / isn’t an emergency.

Reassurance as to how calls will be handled (role of the centre). 

Measured by:

As 1.1 plus may impact on SPI 1a, 1b, 1e

	
	1.3. Improve technology so that up to date and relevant information will be available to all customer service staff within the force.
	Nov 2006
	£100,000 for Caller Identification Information, further cost to develop IT systems.
	Better customer service due to the maintenance of a caller history.

Improved speed, quality and consistency of response to queries.

Improved satisfaction with the organisation.

Measured by:

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	
	1.4. Train all staff to nationally recognised standards
	Ongoing
	Costs will depend on staff training initiatives and current staff skills – no estimate available
	Improved customer service.

More structured staff careers.

Measured by:

Internal staff satisfaction

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	
	1.5. Implement a quality assurance regime
	Oct 2005
	£50,000 for two staff, additional costs would be incurred
	The monitoring of performance against customer service standards is essential to ensure that standards are actually improving. 

Measured by:

Production of performance monitoring reports

	
	1.6. 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.
	TBC
	Not yet determined
	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 combine with the work specifically already being undertaken in rural communities to ensure that their needs are acknowledged and met. 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.  Better community intelligence will in turn focus operational policing onto local community issues.



	
	1.7. 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.
	TBC
	Not yet determined
	Increase in community intelligence

Improved satisfaction measured through the BCS, residents survey and quality of service surveys.

Measured by:

Tracking usage of front offices

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	2. Provide a range of ways to access our service that address the need of users
	2.1. Provide an SMS (Text messaging) contact service to the public.
	Nov 2006
	£1.5M to provide a comprehensive call handling service 
	Increased satisfaction with range of contact options. Potential increase in crime incident recording due to convenience / preference.

Measured by:

Monitoring usage of service

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b  

	
	2.2. Make our network capable of dealing with video phone/picture messaging
	Nov 2006
	Costs included in 2.1 
	As above – improved satisfaction due to increased range of contact options. Potential for more information to be passed to operational officers or used as evidence.  

Measured by:

As 2.1

	
	2.3. Improve our monitoring and response to current contact methods e.g. fax, telephone, e-mail, letter.   
	Apr 2006
	Costs included in 1.5 and 2.2 
	Improved satisfaction due to improved timeliness and quality of responses.

Measured by:

As 2.1

	3a Consult with those who use our services and the local community about what is important to them
	3a.1. Introduce a quality assurance regime that will engage with service users to establish their views on service delivery as both users and potential users. 
	Oct 2005
	As 1.5 
	Improved satisfaction with services tailored to user requirements where appropriate. 

Measured by:

Production of regular customer survey reports.

	
	3a.2. Integrate consultation with the corporate planning process
	April 2006
	No additional costs have been identified.
	Demonstrable use of public opinion / requirements in the development of policies and the use of resources.

Measured by:

Tracking changes to SPI 1e, 2a, 3a, 3b

	
	3a.3. Improve methods of obtaining feedback via corporate user satisfaction surveys ensuring that the views of the full range of communities we serve are captured.


	Mar 2006
	No additional costs have been identified.
	Representative consultation should ensure more appropriate services, raising satisfaction.

Measured by:

Seeking feedback from communities

Tracking changes to SPI 1e, 2a, 3a, 3b


	3b Publish specific local commitments
	3b.1. With regard to telephony, provide greater detail about the service provided in relation to timeliness, quality, and customer satisfaction.
	Oct 2005
	Additional costs in staff time and to publication budgets
	The public and staff will be more aware of service standards.

Measured by:

Production of a performance monitoring report

Tracking changes to SPI 1a, 1d, 1e

	
	3b.2. Review the information provided locally re service provision (e.g. office opening times, contact numbers) and determine a corporate standard.
	Dec 2005
	No additional costs have been identified.
	Improved public understanding of what services are provided locally.

Improved satisfaction where services are tailored to the needs of the community. 

Measured by:

Tracking changes to SPI 2a

	4 Provide a range of information that focuses on areas of service that you have told us are important to you, ensuring the information is easy to understand. 
	4.1. This aspect will evolve from improved consultation and quality assurance (1.5 and 3a.3 above). 
	Oct 2005
	Additional costs in staff time and to publication budgets
	Improved satisfaction.

Measured by:

Tracking changes to SPI 2a

	5 Widely publicise the details of how you can access police services in your local area:
	
	
	
	

	5a The location and opening times of police stations and other contact points.
	5a.1. Review current practices and establish corporate standards
	December 2005
	No additional costs have been identified.
	Improved public awareness of opening times and alternatives to police stations (where appropriate).

Measured by:

Monitoring changes to usage of facilities

Tracking changes to SPI 2a

	5b The name of the officer who is responsible for policing in your area.
	5b.1. Review current practices and establish corporate standards
	December 2005
	No additional costs have been identified.
	Improved public awareness of the role of community policing.

Measured by:

Seeking public feedback?

Tracking changes to SPI 2a

	5c When you should call 999 for emergencies.
	5c.1. Improve the circulation of information to the public, businesses and stakeholders, including advertising of the provision of our services
	Oct 2005
	Additional costs will be incurred in staff time and to publication budgets
	Improved public awareness of when it is appropriate to use 999, reducing inappropriate calls and allowing better use of resources in communications.

Measured by:

As per 1.1, 1.2

	5d The arrangements for contacting the police for non-emergencies
	5d.1. Improve the circulation of information to the public, businesses and stakeholders, including advertising provision of our services (as 5c.1 above) 
	Oct 2005
	Additional costs will be incurred in staff time and to publication budgets
	As 5c.1 above

Measured by:

As per 1.1, 1.2

	5e The arrangements for how to report a crime or incident 
	Included within 5c and 5d (above)
	Oct 2005
	As 5c and 5d 
	Potential increase in crime / incident recording.

Increased confidence in the reporting process.

Measured by:

As per 1.1, 1.2

	6. Act with integrity and treat everyone we deal with fairly and openly
	6.1. Introduce a quality assurance regime that feeds back to staff and service users (internal and external)
	Oct 2005
	As 1.5 
	Improved satisfaction.

Training tailored to address highlighted concerns. 

Measured by:

Production of a performance monitoring report

Tracking changes to SPI 1d

	
	6.2. Improve training of Comms staff to a nationally recognised standard 
	Ongoing
	As 1.4 
	Improved satisfaction.

Training tailored to address highlighted concerns. 

Measured by:

Tracking changes to SPI 1d

	
	6.3. Streamline the processes involved in the management and investigation of complaints, misconduct, grievance and employment tribunals for all staff within Northumbria Police
	Sept ‘05
	No additional costs have been identified.
	Better management of complaints through the development of joined up systems.

Better identification of issues, preventing escalation of problems.

Measured by:

Tracking changes to LCF 2, 3

Complainant surveys

Community consultation

	7 Treat you politely and with respect
	As 6.1 & 6.2
	As 6.1 & 6.2.
	As 6.1 & 6.2.
	As 6.1 and 6.2

Measured by:

Tracking changes to SPI 1d

	8 Take your concerns seriously and explain what we are doing to address them, including whether or not we are taking action, and why
	8.1. Improve the quality of service provided by Contact handling staff, allowing more time to deal with enquiries


	Apr 2006
	No additional costs have been identified.
	Emphasis on Customer service rather than call handling targets (whilst still maintaining performance) – improving satisfaction.

Improved quality of incident recording.

Measured by:

Dip sampling incident reports and producing a monitoring report

Tracking changes to SPI 1a, 1b, 1c, 1d, 1e, 2a, 3b

	
	8.2. Improve information available for a single call resolution model
	Nov 2006
	£100,000
	Call should be resolved with as few transfers as possible, ideally none – improving satisfaction through minimising delays and lost calls.

Measured by:

Monitoring number of calls through telephony and percentage transferred elsewhere

Production of a performance monitoring report

Tracking changes to SPI 1a, 1d, 1e

	
	8.3. Introduce a process of negotiated customer expectation in line with National Call Handling Standards and incident grading
	Nov 2006
	No additional costs have been identified.
	Improved satisfaction through providing an opportunity for officers to attend when it is convenient for the caller, not us, or informing the caller more accurately of an arrival time (within set limits).

Measured by:

Tracking changes to SPI 1b, 1c, 1d, 1e, 2a, 3a, 3b

	
	8.4. Record all contact
	Nov 2006
	As 2.1
	Provision of an audit trail to maintain records of what advice was given to the public – inspection / audit will then ensure that appropriate advice is being given. 

Measured by:

% of calls given a reference number.

Dip sampling non crime / incident reports

	
	8.5. Develop a cohesive internal and external consultation and communication strategy, and raise awareness and knowledge of integrity issues across the force
	July 2005
	No additional costs have been identified.
	Staff will have a greater awareness and understanding of integrity issues 

Supervisors will have increased confidence and training to deal with grievances, discipline and unsatisfactory performance

Public will have a greater awareness of the complaints and misconduct process, encouraging greater confidence in procedures that are tailored to meet their needs.

Measured by:

	9 Provide the help and advice you need
	9.1. Develop further a service of single call resolution with real time information and advice available at the point of contact. 
	Nov 2006
	As 8.2
	As 8.2 

Measured by:

As 8.2


	Quality of Service Issue: Dealing with Your Initial Enquiry


	10 Ensure that we properly understand what you are telling us. 
	10.1. Develop a communications strategy to close the loop between incoming and outgoing consultation.
	April 2006
	No additional costs have been identified.
	The public will be reassured that we do understand what they tell us both through what we report back to the public and through what we do.

Measured by:

Feedback from the public / community groups

Tracking changes to SPI 2a, 3a, 3b

	11 Explain how we are going to deal with your enquiry
	11.1. Introduce a service in line with National Call Handling Standards, involving a process of negotiated customer expectation
	Nov 2006
	As 2.1 and 9
	As per 8.3

Measured by:
Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	
	11.2. Provide feedback to service users as an aspect of quality assurance
	Apr 2006
	As 1.5
	We will better appreciate whether we are giving the correct information (or if we are doing what we say we will) and revise systems accordingly, raising satisfaction. 

Measured by:

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	12 Wherever possible provide you with a reference number
	12.1. We will improve our standards of service provision in this respect see; 8.4 


	Nov 2006
	As 8.4
	All calls through telephony will be referenced, including calls which do not lead to crimes or incidents.

Measured by:

% of calls receiving a reference number

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	13 Where your enquiry requires specialist knowledge or expertise, transfer you to the appropriate named person or department for your enquiry
	13.1. Improve the skills and knowledge of services available to customer service staff.


	Apr 2006
	No additional costs have been identified.
	Calls will be routed as appropriately as possible. 

Measured by:

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	
	13.2. Improve information and data services (internal and external) available to customer service staff
	Nov 2006
	As 8.2
	As 8.2

Measured by:

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	
	13.3. Utilise the QA unit to monitor application of force standards re telephony.
	Apr 2006
	As 1.5
	Standards will be improved raising satisfaction.
Measured by:

Production of a QA monitoring report

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	14 Where the appropriate person is not on duty and we cannot connect you, tell you of the delay and give you the opportunity to leave a message. You will be made aware of the likely length of time it will be before someone will respond to your message 
	14.1. Introduce a Diary system supported by Area Commands


	Nov 2006
	£50,000
	It will become possible to reliably leave messages for staff, increasing satisfaction.

Measured by:

% of appointments being attended on time

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	
	14.2. Develop and implement a Voice Mail and internal call answering policy
	Apr 2006
	No additional costs have been identified.
	Standards will be improved raising satisfaction.
Measured by:

Production of a QA monitoring report.

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	15 If your enquiry is not an emergency but does require a police officer or other member of staff to visit you, arrange a suitable time with you. If something changes and we cannot keep to the arrangement we have made we will inform you at the earliest opportunity. 
	15.1. Linked with 14 – provide service user feedback and update on incident progression

 
	Nov 2006
	As 14.1
	As per 14.1 and 14.2

Measured by:

The amount of feedback provided.

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	16 If your enquiry is about something that the police cannot deal with, tell you if there is another organisation that can help you and if so, how to get in touch with them 
	16.1. Improve customer service staff training


	Apr 2006
	Staff training costs and a cost of  £5,000 per year to keep the directory up dated.
	Communications centre staff will be better able to determine a caller’s requirements and re-route accordingly.

Measured by:
Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b

	
	16.2. Establish links and information exchange with partner agencies
	Apr 2006
	No additional costs have been identified.
	Partner will (e.g. local authorities) be better prepared to accept referrals where appropriate.

Measured by:
Number of referrals to other agencies

	
	16.3. Improve telephone directories and contact databases
	Apr 2006
	As 16.1 
	The knowledge of the organisation re external contacts will be improved, providing better service to the public.

Measured by:

Monitoring database usage

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b 




	Quality of Service Issue: Keeping you informed


	Quality of Service Requirement
	Action
	Date we will comply by
	Estimated cost
	Outcomes

	17 Provide you with the details necessary for you to be able to talk to someone about your enquiry. In most cases this will be a reference number and the name and contact details of the person dealing with your enquiry
	17.1. Review the findings of a pilot scheme in North Tyneside to improve service re crimes
	Pilot started November 2004

Evaluation report August 2005
	No costs for pilot but further costs may be identified.
	Increased satisfaction in terms of being kept informed.

Measured by:

The proportion of victims/witnesses who wish to be kept informed are contacted

The proportion of victim/witnesses who require victim support

The number of calls to the project and the nature of the call  

Victim satisfaction in relation to victim care

	18 Update you at a mutually convenient time and in an agreed way
	18.1. Review the findings of a pilot scheme in North Tyneside to improve service re crimes
	Pilot started November 2004

Evaluation report August 2005
	No costs for pilot but further costs may be identified.
	Increased satisfaction in terms of being kept informed.

Measured by:

The proportion of victims/witnesses who wish to be kept informed are contacted

The proportion of victim/witnesses who require victim support

The number of calls to the project and the nature of the call  

Victim satisfaction in relation to victim care

	
	18.2. Review the method by which Domestic Violence victims are updated, (including contact by the Victim Care Team) as per the National Centre for Policing Excellence doctrine for Domestic Violence
	May 2006
	There will be no additional cost as staff have been identified, however, are not yet in post.
	Increased satisfaction in terms of being kept informed.

NCPE compliance.

Measured by:

The proportion of victims/witnesses who wish to be kept informed are contacted

The proportion of victim/witnesses who require victim support

The number of calls to the project and the nature of the call  

Victim satisfaction in relation to victim care

	19 Take into account any

concerns you may have about  confidentiality
	19.1. Review the findings of a pilot scheme in North Tyneside re. new methods


	Pilot started November 2004

Evaluation report August 2005
	No costs for pilot but further costs may be identified.
	Increased satisfaction.

Measured by:

The proportion of victims/witnesses who wish to be kept informed are contacted

The proportion of victim/witnesses who require victim support

The number of calls to the project and the nature of the call  

Victim satisfaction in relation to victim care

	
	19.2. Review the management of domestic violence victims under the National centre for Policing Excellence doctrine of domestic violence (this is likely to include reviewing information sharing)
	May 2006
	No additional costs have been identified.
	Increased satisfaction.

NCPE compliance.

Measured by:

Victim satisfaction in relation to victim care

	20 If we have not already been in touch with you, contact you monthly [NB:

Commitment in the draft Victims Code is for notification on a monthly

basis.] to let you know whether we are still actively investigating your case and when we will review that decision. If we are not investigating we will explain the reasons for that decision.
	20.1. Review the findings of a pilot scheme in North Tyneside to improve the service
	Pilot started November 2004

Evaluation report August 2005
	No costs for pilot but further costs may be identified.
	Increased satisfaction in terms of being kept informed.

Measured by:

The proportion of victims/witnesses who wish to be kept informed are contacted

The proportion of victim/witnesses who require victim support

The number of calls to the project and the nature of the call  

Victim satisfaction in relation to victim care


	Quality of Service Issue: Your voice counts


	Q of S Requirement
	Action
	Date we will comply by
	Estimated cost
	Outcomes

	21 Provide a range of ways in which you can let us know your views and widely publicise these locally
	Current range of activities deemed appropriate – no further actions
	
	
	

	22 Respond to you within 10 working days when requested
	22.1. Submit proposal to Force Policy Group in June.
	July 2005 (if agreed)
	No additional costs identified
	More timely response.

Measured by:
Monitoring the timeliness of responses

	23 Publish regular updates about what we are doing to improve our services as a result of views received
	23.1. Ensure that plans (local and central) contain consultation results and feedback on action taken as a result.
	April 2006
	No additional costs identified
	Enhanced satisfaction through the public seeing what we are doing as a result of their concerns, not necessarily ours.

Measured by:

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b 

	37 Use this information to inform the development of future local policy and practice
	37.1. Use analysis from consultation as an input to the corporate planning cycle. 

(Link with 3a.3)
	April 2006
	No additional costs identified         
	We will be able to evidence to the public and auditors how public opinion / feedback has influenced policy and planning. 

Measured by:

Seeking feedback from the public and bodies such as HMIC regarding the use of public views in the planning process

	
	37.2. Establish the requirement for BCUs to use consultation to inform development of business plans
	April 2006
	No additional costs identified
	As 37.1 local views will be seen to more directly influence decision-making.

Measured by:

Seeking feedback from the public and bodies such as HMIC regarding the use of public views in the planning process

	38 Use this  information to

increase our understanding of how you wish to be treated
	38.1. Enhance analysis of consultation (contextual fit)
	April 2006
	No additional costs identified
	In better analysing the results of consultation we will be sensitive to what isn’t being said as well as what is and hence better determine the requirements of all sectors of the community. In meeting these requirements, satisfaction will improve.

Measured by:

Seeking feedback from IAGs, community groups etc

Tracking changes to SPI 1a, 1c, 1d, 1e, 2a, 3a, 3b 

	
	38.2. Disseminate a consultation ‘intelligence’ product
	April 2006
	No additional costs identified
	The circulation of an analysed consultation document will provide departments and Area Commands with a starting point for ensuring activities reflect public needs. 

Measured by:

Consulting internally re the usefulness of the product provided by Corporate Development Department


	Quality of Service Issue: Victims of Crime


	Q of S Requirement
	Action
	Date we will comply by
	Estimated cost
	Outcomes

	26 Unless you ask us not to do so, pass your details to Victim Support within 2 days
	26.1. Create electronic interface via secure e-mail
	July 2005
	None.
	Increased satisfaction. 

Change in number of cases referred to Victim support (now required to opt in rather than opt out).

Measured by:

Referral rates and timeliness of submissions to victim support.

	
	26.2. Review the force policy for referral of domestic violence victims to victim support under the action plan for the National Centre for Policing Excellence doctrine for domestic violence
	February 2006
	No cost as staff have been identified.
	NCPE compliance.

Measured by:

Referral rates and timeliness of submissions to victim support.

	27 Keep you informed of the progress of the investigation, including arrest, caution reprimand, warning, charge, release on bail and court proceedings
	27.1. Review the findings of the ‘No Witness No Justice’ (NWNJ) pilot sites to improve service

(N.B. This is only a very small part of the NWNJ pilot sites which are for cases where it is anticipated additional help will be required to get the case to court. Keeping the victim updated of outcome is already being done by Criminal Justice Unit staff and has been for a number of years. Also both the officer in charge of the case and crime desks will update victims where appropriate and also Sexual Offence Liaison Officers (SOLOs) etc in special cases will keep the victim informed).
	Pilots started January 2005

External Evaluation during 2005
	No costs for pilot but further costs may be identified.
	Improved satisfaction in terms of being kept informed.

Measured by:

Tracking changes to SPI 1c

	28 Ask the Court for “special measures” to be used where appropriate to assist you in giving evidence at Court
	28.1. Review the use of ‘Achieving Best Evidence’ measures under the action plan for the NCPE doctrine for domestic violence. 
	February 2006
	No cost as staff have been identified.
	NCPE compliance.

Measured by:

Monitoring the use of ‘special measures’

	29 When relevant, give you the opportunity to make a Victim’s Personal Statement
	29.1. Continue robust monitoring for compliance

(Currently 90% compliance)
	ongoing
	No additional cost
	Measured by:

Monitoring compliance rate

	
	29.2. Review the taking of victim personal statement in relation to incidents of domestic violence under the National Centre for Policing Excellence doctrine for domestic violence. 
	February 2006
	No additional cost, staff in post and staff identified to carry out the relevant action.
	NCPE compliance.

Measured by:

Monitoring the use of Victim’s Personal Statements

	30 With your consent pass your details on to other

organisations which are

involved in your case
	30.1. Guidance currently being complied with
	
	
	


Explanation of the Performance Indicators in the Above Table

Domain A - Citizen Focus

	SPI 1a
	Satisfaction of victims of domestic burglary, violent crime, vehicle crime and road traffic collisions with respect to making contact with the police

	SPI 1b
	Satisfaction of victims of domestic burglary, violent crime, vehicle crime and road traffic collisions with respect to action taken by the police

	SPI 1c
	Satisfaction of victims of domestic burglary, violent crime, vehicle crime and road traffic collisions with respect to being kept informed of the progress

	SPI 1d
	Satisfaction of victims of domestic burglary, violent crime, vehicle crime and road traffic collisions with respect to their treatment by staff

	SPI 1e
	Satisfaction of victims of domestic burglary, violent crime, vehicle crime and road traffic collisions with respect to the overall service provided

	SPI 2a
	Using the British Crime Survey, the percentage of people who think their local police do a good job

	SPI 3a
	Satisfaction of victims of racist incidents with respect to the overall service provided

	SPI 3b
	From 1(e), comparison of satisfaction for white users and users from visible minority ethnic groups with respect to the overall service provided

	LCF 2
	No. of complaints per 1000 officers

	LCF 3
	Percentage of complaints substantiated


Domain 4 - Helping the Public

	LHP 3
	Answer % of 999 calls within 15 seconds (including lost calls)

	LHP 4
	Respond to % of incidents requiring immediate response within 10 minutes in an urban area

	LHP 5
	Respond to % of incidents requiring immediate response within 20 minutes in a rural area

	LHP 6
	Percentage of non-urgent telephone calls answered within 30 seconds (including lost calls)
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