NORTHUMBRIA POLICE AUTHORITY                                 
30 June 2008
USER SATISFACTION SURVEY 2007/08 RESULTS
REPORT OF CHIEF CONSTABLE
1.
PURPOSE OF THE REPORT
1.1
The purpose of this report is to provide Members with an update on the results of the 2007/08 User Satisfaction Survey (USS), and to provide details of other consultation activities being undertaken.
2.
BACKGROUND

2.1
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 service users takes place and performance indicators are monitored.  Each year all forces in England and Wales conduct User Satisfaction Surveys (USS’s) 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.
2.2
In addition to this, Northumbria Police is developing other consultation functions, in order to conduct qualitative consultation with USS respondents and further understand the findings of the survey.  The first such consultation is underway with Black and Minority Ethnic (BME) victims, and the preliminary findings from the first wave of focus groups are included in this report.
3.
USER SATISFACTION SURVEY 2007/08
3.1
Result Overview


The graph overleaf shows the long-term upward trend of the Whole Experience satisfaction indicator for both the overall satisfied (CVF – completely, very and fairly) measure and the more stringent (CV – completely and very) measure. 
Graph 1
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The chart below compares the user satisfaction results for 2007/08 compared to 2006/07.
Chart 1
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It can be seen that there has been a statistically significant increase in each of the main SPI measures for 2007/08.  These increases reflect the priority that the Force and Authority has placed on citizen focus and quality of service.  These improvements in satisfaction rates are more clearly seen in Appendix A, which shows that satisfaction rates for all of the main SPI measures have improved over time.


Most notably there has been a 10.7 percentage point increase in satisfaction for follow-up (SPI 1c).  In order to identify the reasons for this significant improvement in satisfaction, further analysis of the diagnostic questions has been undertaken.  The table below lists the questions analysed, the respective achievement rates (that is, the percentage of respondents who stated that they received that service), and the change compared to 2006/07.
Table 1
	Would you say...
	Achievement rates
	Change on 2006/071

	
	2006/07
	2007/08
	

	You knew who was dealing with your crime if you wanted to get back in touch?
	85.3%
	86.5%
	+ 1.2pp

	Your telephone calls or other messages were responded to within a reasonable time?
	85.7%
	88.6%
	+ 2.9pp

	You were informed of what the police would do?
	84.8%
	91.4%
	+ 6.6pp

	The information you needed was quickly provided?
	84.3%
	92.8%
	+ 8.5pp

	You were kept informed of progress without asking?
	63.7%
	86.3%
	+ 22.6pp

	Your questions were answered adequately?.
	89.4%
	94.8%
	+ 5.4pp


1 ’pp’ = percentage points

Whilst increases have been made across all diagnostics, the most significant improvement comes from respondents stating they were kept informed of progress without asking.  This improvement in follow-up is as a result of the creation of the Victim Care Bureau, which is responsible for keeping victims informed of progress and the Force’s full compliance with the Victims’ Code of Practice.  This ensures that correspondence is issued to victims to keep them informed of progress with their case.

3.2
Anti-Social Behaviour (ASB) Satisfaction


The chart overleaf compares the ASB results of the 2007/08 USS with the results for 2006/07.
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With the exception of ease of contact, all measures of ASB have shown significant increases compared to 2006/07.

Analysis of the diagnostic questions showed that there were very few differences in achievement rates between 2006/07 and 2007/08 for both action taken and follow-up. However, there were changes in treatment by staff which showed respondents were much more likely to be dealt with sympathetically and to be treated fairly.  It was also much more likely for officers attending to appear interested, make the effort to understand the issue, appear to take the matter seriously and to take the respondent’s personal circumstances into account.  
It is likely that these increases have resulted as part of the Force’s commitment to Citizen Focus and the training that was delivered to the workforce. The table below details the findings of this analysis.
Table 2
	Did they...
	Achievement Rate
	Change on 2006/071

	
	2006/07
	2007/08
	

	Deal with you sympathetically?
	87.5%
	94.1%
	+ 6.6pp

	Treat you fairly?
	93.1%
	98.0%
	+ 4.9pp

	Appear interested in what you told them?
	84.9%
	92.5%
	+ 7.6pp

	Make the effort to understand the issue you were reporting?
	88.5%
	94.2%
	+ 5.7pp

	Appear to take the matter seriously?
	83.6%
	91.6%
	+ 8.0pp

	Take your personal circumstances into account?
	79.0%
	85.3%
	+ 6.3pp


1 ’pp’ = percentage points
3.3
Satisfaction by Crime Type


Appendix B provides a breakdown of satisfaction results by crime type. As stated previously, satisfaction rates for follow-up is shown to have the largest improvement of all SPIs for all crime types, with vehicle crime showing the largest increase.

Victims of racist incidents have not shown the same large increase in CVF satisfaction for follow-up compared to other user groups, although there has been a large improvement for satisfaction for increase in CV satisfaction. This second, more stringent measure of satisfaction, is more sensitive to changes in quality of service, which shows that the improvements detailed previously have also benefited victims of racist incidents.

The satisfaction rate for Road Traffic Collision (RTC) respondents has not increased by the same extent as other categories. This is likely to be due to the nature of the RTC sample, as drivers, passengers, or indeed anyone else involved in the collision, can be surveyed.  Passengers are much less likely to be able to answer the questions fully, yet forces are prohibited from excluding them from the sample by the Home Office. Furthermore, RTC’s are not subject to updates from the Victim Care Bureau. 


Appendix B shows that Burglary victims are consistently the most satisfied compared to other categories. 


Burglary victims were more likely to be given practical help and advice, be visited by the police and were much more likely to have an investigation of the scene carried out. It is likely that this prolonged contact with police officers and staff has improved satisfaction overall by providing reassurance to the victim. These results may be the result of the nature of the investigation of domestic burglaries.

3.4
SPI 1e – Whole Experience Satisfaction by Area Command

Appendix A shows a breakdown of SPI 1e by area command, and whilst all have shown increases that have exceeded their targets, Northumberland’s satisfaction results have not increased by the same large margins as other area commands.

Analysis has shown that there are no significant differences in achievement rates for any of the associated diagnostic questions for 2007/08, meaning that Northumberland has not performed any worse than other area commands in terms of the measured service provision. There are also no statistically-significant differences in the demographic make up of respondents that would account for this result.
3.5
SPI 3b – White Satisfaction and BME Satisfaction


Appendix A shows a breakdown of the User Satisfaction SPIs.  Increases have been made across all SPI measures, with the exception of SPI 3b. This relates to the gap between the overall satisfaction of White users and BME users, and the target to reduce this gap by 1.1% has not been achieved for 2007/08. However, it should be noted that the difference between these two groups cannot be said to be significant due to the small sample sizes involved with BME users.

Analysis also showed that, although there is little difference in CVF satisfaction between BME and White users, the gap between BME and White users in terms of CV satisfaction has widened. BME users were observed to be much more likely to state that they were fairly satisfied than White users, and much less likely to state that they were completely or very satisfied.  The graph below (Graph 2) highlights the disparity:

Graph 2
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Analysis of the diagnostic questions failed to provide an explanation for the gap, and so a series of focus groups were designed with the aim of explaining the reasons for this consistent difference.

4.
ONGOING CONSULTATION ACTIVITIES
4.1
BME Focus Groups

The focus groups were developed around three key areas:

· What do BME users need from the police?
· What are BME users’ perceptions of the police?

· How can Northumbria Police improve its service to BME users?


The preliminary findings of the first wave of groups are presented below.

· Participants felt that their likelihood of being a victim of crime was very much defined by their lifestyle. Shop owners and those who ran take aways or drove taxis stated that they were at greater risk of victimisation due to their occupation. Most participants work in service related activity and their victimisation occurs in public places that are vulnerable to disorder and anti-social behaviour, and most officers were seen to respond appropriately, most of the time. However, disorderly behaviour that may be of little consequence to police officers can have profound consequences on BME service users who are routinely subject to such behaviour. A theme is emerging from consultation that some officers need to be more sensitive to victims’ needs and the impact of such incidents upon the victim and the community at large.
· All participants stated that being kept informed of progress was most important to them. The majority of participants were satisfied with the actions of the officers at the time of reporting, but felt dissatisfied with the lack of information, and sometimes action, once the initial action had taken place.
· Most participants agreed that Northumbria Police were good at taking details and being friendly. However, there was a general consensus that the paperwork associated with reporting a crime is too long and detailed, with some participants feeling much of it was irrelevant. There was also a general feeling that the police can be insensitive, and sometimes suffer from a lack of understanding.
· In order to improve the service Northumbria Police provides, participants suggested keeping a closer eye on youths and anti-social behaviour, and expressed frustration at the lack of punishment for such incidents. 
4.2
Other consultation activities

As part of the Neighbourhood Policing Pilot, Northumbria Police distributed a Local Policing Survey in 2007 asking communities various questions about their local area. The survey was designed to be partially comparable with British Crime Survey data, and to gather new data on a number of aspects around local policing. Work is currently underway to develop a new survey for 2008, and consultation with area commands has begun to ensure that the questionnaire is representative of their needs. It is proposed to make the survey a community safety survey in conjunction with Crime & Disorder Reduction Partnership’s (CDRPs) and other partners in future years.

It is anticipated that the initial results of this survey will be available by the end of this year, with further analysis taking place afterwards.
4.3
Mystery Shopping


The force is developing a mystery shopping programme to test certain aspects of service delivery that do not result in the creation of an incident or a crime. 


A selection of scenarios will be tested and assessed through a formal questionnaire against known service standards. It is anticipated that a pilot exercise will be completed in the near future. Tests will take place through the four main communication methods:
· Telephone

· Email

· Letter

· Personal visit. 
5.
EQUAL OPPORTUNITIES IMPLICATIONS
5.1
It is considered that there are no equal opportunities implications arising from the report.

6.
HUMAN RIGHTS IMPLICATIONS
6.1
It is considered that there are no human rights implications arising from the report.
7.
RISK MANAGEMENT IMPLICATIONS
7.1
All associated business risks have been considered and recorded as appropriate.
8.
FINANCIAL IMPLICATIONS
8.1
The Treasurer confirms that there are no financial implications arising from this report.
9.
KEY FINDINGS

9.1
All of the main USS SPI measures (SPI 1a-e) have shown significant increases for 2007/08 when compared with 2006/07.

9.2
SPI 1c (Follow Up) has shown the largest improvement, which has coincided with the Victim Care Bureau achieving 100% compliance with the Victim Code of Practice on keeping victims informed of progress.
9.3
Satisfaction for RTC victims has not risen by the same margins as other crime types, and this is partly due to the nature of the sample.

9.4
Burglary victims are most satisfied across all SPI measures, and analysis suggests that this could be due to the prolonged contact with officers that these victims experience.

9.5
Although SPI 1e (Whole Experience) in Northumberland has not risen by the same margins as other area commands, there are no significant differences in service provision between Northumberland and other area commands.

10.
RECOMMENDATIONS
10.1
Members are asked to note the content of this report.
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