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CONSULTATION UPDATE

JOINT REPORT OF THE CLERK AND CHIEF CONSTABLE

1 PURPOSE OF REPORT

1.1
To provide an update for members on future developments with regard to Quality of Service surveys currently carried out by the Force and Authority.  These changes will include;

a) a requirement to extend the remit of the surveys to include those who report incidents of anti-social behaviour; and

b) to alter the method of conducting Quality of Service surveys from postal to telephone.
2
BACKGROUND

2.1
In April 2004 a number of Statutory Performance Indicators were introduced that are informed by Quality of Service surveys.  These indicators measure a level of satisfaction with the service provided by the Force.  The Home Office consistently monitor and review this process.  The two changes detailed in this report are a result of this.
3
INTRODUCTION OF ANTI-SOCIAL BEHAVIOUR QUESTIONNAIRE

3.1 Members will already be aware that the force and authority currently survey victims of domestic burglary, violent crime, vehicle crime, racist incidents and road traffic collision as part of the statutory measures of user satisfaction.  In order to capture feedback from as broad a cross-section of users as possible, there is now an additional requirement for forces (from April 2006) to survey those who report incidents of anti-social behaviour directly to the police.  This survey will follow the same structure as the other five categories and will include core satisfaction questions around contact, action, being kept informed, treatment and overall service provided.

3.2
The Home Office recognises that responsibility for dealing with anti-social behaviour issues sits with a number of agencies – including the police. The aim of this new survey is currently to identify and measure police performance in dealing with anti-social behaviour, distinct from performance of partners.

3.3
Although all forces are required to introduce the survey from April 2006 and report data to the Home Office, findings will not be reported as part of the quarterly performance report at Audit and Service Improvement Committee.  Initial analysis of the findings will be reported to Community Engagement Committee. 

4
QUALITY OF SERVICE SURVEYS - MOVING FROM POSTAL TO TELEPHONE 

4.1
Members will be aware that the Force and Authority currently conducts Quality of Service surveys by post.  It has now been agreed by the Home Office that all Forces and Authorities move to a standardised telephone survey approach by 1 April 2007.  The Home Office has reported that the decision to standardise survey methodology has been made to further assure data quality, strengthen the comparability of the data and increase the data available for assessment.  

4.2 The Home Office feel that this is an ideal opportunity for a National Framework to be put in place and for one tender process to be undertaken on behalf of the Service.  The Centre for Procurement Excellence in the Police Service (PEPS) is currently considering the procurement requirements associated with this change.  The National approach will be based on the lessons learnt from forces and authorities already outsourcing telephone surveys.  Specification work for the contracts is currently taking place and contracts will be implemented in April 2007.  

5
EQUAL OPPORTUNITIES IMPLICATIONS

5.1
There are no equal opportunities implications directly arising from this report, however the questionnaire informs indicators that measure the comparison of satisfaction for white users from visible minority ethnic groups with respect to the overall service provided
6
HUMAN RIGHTS IMPLICATIONS

6.1
There are no human rights implications directly arising from this report – although the functions of the service provided to users do have human rights implications.

7
FINANCIAL IMPLICATIONS

7.1
There are no financial implications directly arising from this report.

8
RECOMMENDATION

8.1
The Committee is asked to note the contents of this report.

