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1.
PURPOSE OF THE REPORT


The purpose of this report is to:

(i) Provide Members with the results from the User Satisfaction Surveys (USSs) for 2006/07 and details of ongoing developments aimed at improving Northumbria Police’s satisfaction performance;
(ii) Update members on the change in methodology to telephone surveying.
2.
BACKGROUND
Northumbria Police and Northumbria Police Authority aim to achieve a high standard of service, professionalism, fairness, integrity and ethical conduct, both internally and externally.  In order to achieve this, it is essential that consultation with the customer takes place and performance is monitored. Each year all forces in England and Wales conduct User Satisfaction Surveys to gather satisfaction data on a number of key areas:

· first contact – making contact with the police;

· action taken by the police;

· follow-up - being kept informed of progress;

· treatment by staff; and

· overall service.

At the Community Engagement Committee held on 6 March 2006 Members received an update on consultation and were advised that the findings of USSs would be reported in due course (minute 37- 2005/2006).

3.
USER SATISFACTION SURVEY - 2006/07

Findings

An analysis of the USSs for 2006/07 is attached at Appendix A.  This demonstrates that performance against most Statutory Performance Indicators (SPIs) has increased since the previous year. The exception is SPI 1a (satisfaction with contact), which has shown a slight decrease in performance, meaning that the target to increase satisfaction by 0.5% has not been met. The most significant improvement has been made in SPI 1c (satisfaction with follow-up), where the increase in performance of 7.7% (satisfied) and 6.9% (very/completely satisfied) has far outstripped the 2.4% target.

SPI 3a measures the overall satisfaction of victims of racist incidents, and the target to increase satisfaction by 0.5% has not been met.

SPI 3b compares the satisfaction of users from visible minority ethnic groups to the satisfaction of white users, with respect to the overall service provided by the police. While the target to reduce the gap in satisfaction between these two user groups by 1.0% has not been met, it should be noted that both measures of satisfaction have shown an increase over the last year.

Appendix A shows that there were only two significant differences in performance at BCU level. Sunderland has shown a significant increase in the narrow measure of overall satisfaction (i.e. ‘very’ or ‘completely’), and Gateshead has shown a significant increase in the broad measure of satisfaction (i.e. ‘fairly’, ‘very’ and ‘completely’).


Developments

The findings of 2006/2007 USS have shown that there is still room for improvement in a number of areas. There are a number of projects currently being implemented that will address these areas, and improve the service Northumbria Police provides for all user groups.


As part of the Force’s commitment to improving user satisfaction, a training package supporting Citizen Focus, the National Quality of Service Commitment and Neighbourhood Policing has been prepared. All members of staff are currently receiving the training, which aims to raise awareness in the area of customer service, needs and expectations.  The positive benefits of this should be apparent over the coming year as the principles are applied in practice.

The recent implementation of the Contact Management Unit (CMU) should also have an effect on satisfaction performance, specifically SPI 1a (satisfaction with contact) and SPI 1c (satisfaction with follow-up). The CMU deals with non-emergency contact, and can absorb and redirect calls as appropriate. There is also a diaried contact function, where the CMU can arrange appointments for officers and staff to contact members of the public at a time that is appropriate for both parties. This will have positive effects for both force-level and BCU-level measures of satisfaction.


The Victims Bureau (VB) is responsible for contact with victims after the point of initial police contact. Contact is co-ordinated at key intervals; for instance, all victims are sent an initial contact letter within 24 hours of VB receiving notification of police contact taking place. This ensures that victims are contacted well within the 5-day timescale prescribed by the Victims Code of Practice. The corporate approach that VB brings to contact should have a positive impact on SPI 1c (satisfaction with follow-up), and is undoubtedly a factor in the improved performance observed for this SPI over 2006/2007.
4.
CHANGE IN METHODOLOGY

For 2007/08, the Home Office introduced a change in survey methodology for the USS.  As of April 2007, there is a new requirement to use telephone surveys.  There are a number of reasons for this change, the most significant being the need to ensure a co-ordinated approach to surveying across all forces.  Prior to this change forces were able to choose which approach they employed, which led to some forces using telephone surveys and some using postal distribution.  Differences in the methodology made direct comparisons between forces results more difficult.


To meet this new requirement Northumbria Police and Northumbria Police Authority have outsourced the distribution to a market research company with previous experience of conducting police surveys.  The company was selected using the procurement framework devised by the Centre for Procurement Excellence in the Police Service (PEPS) and is only responsible for contacting victims and collating the data; the responsibility for devising survey scripts, selecting a sample and analysing data remains with the Force.


There are a number of benefits to Northumbria Police and Northumbria Police Authority that will result from this change in methodology, the main one being that the Computer Aided Telephone Interview (CATI) programs market research companies use allow instant data collation, where the data collected during an interview can be immediately transferred to a main data file.  This means that data can be provided to Northumbria Police and Northumbria Police Authority in a more timely fashion, which in turn ensures that Senior Management Teams receive actionable information sooner.
5.
EQUAL OPPORTUNITIES IMPLICATIONS

It is considered that 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

It is considered that there are no human rights implications directly arising from this report – although the functions of the service provides to users do have human rights implications.

7.
FINANCIAL IMPLICATIONS

The Treasurer confirms there are no financial implications directly arising from this report.

8.
RECOMMENDATIONS

Members are asked to:

(i) Note the contents of this report;

(ii)  Agree to receive further updates as appropriate.
