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PROGRESSING THE DELIVERY OF CITIZEN FOCUS

Report of the Chief Constable
________________________________________________________________________
1
PURPOSE OF THE REPORT


The purpose of this report is to update Members on progress made in the delivery of Citizen Focus across the Northumbria Police area.
2
BACKGROUND

The Government’s vision for future policing includes providing a citizen focused police service to the public, especially victims and witnesses and the vulnerable.  Northumbria Police delivers its citizen focused policing through Neighbourhood Policing Teams (NPTs) under the Chief Constable’s vision, which is to build trust and confidence in the community and reduce crime and disorder.

The Force’s strong commitment to citizen focused policing was initially characterised by the establishment of Neighbourhood Policing Teams, and is now reinforced by the ten principles of the Policing Pledge.  At their meeting of 21 October 2009 Members were advised that Northumbria Police was one of only eight forces in England and Wales to receive an overall ‘good’ grade when inspected with regard to Policing Pledge implementation (minute 53 – 2009/10).

Citizen focused policing requires a clear understanding of what citizens want, what matters to them and what quality they expect in terms of the service they receive from the police. Citizen Focus means using this understanding to design and deliver policing services that people find easy to access and use and that are relevant and useful to them.

It is imperative that the principles of citizen-focused policing are fully embedded into all policing activity so that the policing service delivered by Northumbria Police meets both the needs and expectations of the communities it serves.  
3
PROGRESS TO DATE

(i)
Areas for Improvement (AFIs) following HMIC’s inspection of the Policing Pledge
In July 2009 HMIC inspected the Force’s implementation of the Policing Pledge, assessing each Pledge as well as giving an overall mark.  Of the 16 AFIs within the report, some did not actually relate to a specific requirement for attention, but were simple observations.  The Citizen Focus Programme Board (CFPB) graded six as requiring no further action and two as already completed, which left eight requiring development activity, resulting in the following revised AFIs:
· Estates Strategy 2010 - 2013 to take greater account of the public’s wants and needs, in terms of accessing services, and incorporate options for community bases, including shop fronts in high footfall locations, to maximise engagement opportunities.
· The Policing Pledge Implementation Team (PPIT) to develop a framework for self-assessing the appropriateness of opening hours. 
· Communications Department, in conjunction with Learning and Development, continue to refine the induction training of, and support given to, new Contact Handlers. Communications Department to continue monitoring staff service profiles. 
· The pre-existing Citizen Focus Project Plan (CFPP) Action 1C4 – to develop a corporate framework for the ‘Partners and Community Together’ (PACT) process to be refined to reflect HMIC’s observations.
· The PPIT, in conjunction with Criminal Justice Department, to develop proposals for a mechanism whereby the convictions of local offenders are communicated to local communities, in a way which is proportionate to the offence, offender and victim.
· Specific actions to be generated from the findings of the review of victim and witness experience in Northumbria (see (vii)).
· To continue development of a database to collate all service satisfaction/ feedback data (see (iv)).
· ICT to develop the above database to include an additional module which will allow the tracking of letters received (see (iv)).
Each AFI will require local assessment, in terms of specific activity required to meet the objectives.
(ii)
101 Single Non Emergency Number (SNEN)
 
The National Police Improvement Agency, on behalf of the ACPO Lead for Citizen Focus is currently consulting with all forces as to the future of the 101 SNEN.  At present, four Welsh forces have adopted this number.  To maintain contractual arrangements which will ensure continued availability of the number, a decision must be made by 2012.  The Force is supporting the adoption of 101 as the national police non emergency number as it would be a clear enhancement to the Citizen Focus agenda, improving access to the police service by the use of a more memorable number and reducing the misuse of the 999 alternative.


(iii)
Strategic Independent Advisory Group (SIAG)

The SIAG provides the Force with an invaluable community perspective on services and proposed improvements.  Responsibility for the SIAG has moved from Crime Department to Communications Department, to align with the Citizen Focus lead.  A review of the current arrangements has shown that the SIAG could be better used and more involved in developing services.  Terms of reference and membership have been revised and a recruitment campaign will commence in February this year. Current members of the SIAG, Local Independent Advisory Groups (LIAGs) and representatives of community organisations will be approached to join. In addition, NPTs will market the SIAG, through their everyday engagement, with a view to encouraging independent members of the community to become involved.

The revised terms of reference are as follows:


Aims

To work as partners with Northumbria Police to:

· Improve trust and confidence in Northumbria Police amongst all communities; and 

· Provide constructive advice about ways to improve the quality of service delivered by Northumbria Police to all communities.


Objectives





To:

· Critically appraise organisational policies, procedures and practices.

· Make contributions at both strategic and tactical level with regard to the handling of critical incidents.

· Advise and, where necessary, refine the approach taken by Northumbria Police to engage its communities.

· Advise on the suitable membership of a Critical Incident IAG (CIIAG).

· Consider relevant management information and offer an interpretation of potential underlying community issues.

· Identify issues considered by LIAGs that have broader implications.

· Cascade issues at force, regional, or national levels that require a response from LIAGs.

· Identify opportunities to network and build partnerships with other organisations and communities.

· Act as community advocates for the police, feeding back control signals.

Membership

The membership will comprise: 
· One representative and nominated deputy from each of the six Local IAGs.

· Seven members of umbrella organisations representing the interests of diversity and human rights groups. 

· Six independent representatives with broad experience of working with problems affecting diverse communities.
· The police representatives should be the Assistant Chief Constable responsible for Citizen Focus, Chief Superintendent responsible for Citizen Focus, Force Diversity Manager and the SIAG Co-ordinator.
The group would therefore have 23 members.  However, as an option, the LIAG representatives could fulfil other roles (‘double hat’), if they represent an organisation or fulfil the criteria for an independent representative.


(iv)
Total Satisfaction Database

As part of the CFPP, there is a commitment to develop a single, computerised repository for all dissatisfaction and satisfaction.  This will support improved analysis and, linked to learning and development, will promote improvement in service delivery.  A working group has been formed to oversee the development of this database, intended to collate all service feedback data e.g. surveys, website responses, calls to the Contact Management Unit and correspondence.
The process mapping component of this work was approved by the working group in January 2010. ICT Department is now scoping the work involved to determine development time.  In addition, further work is in progress to ensure the database will link into the current performance framework. In the meantime, area commands and departments will continue to use their own bespoke arrangements to monitor dissatisfaction and satisfaction levels.

(v)
Black and Minority Ethnic (BME) Satisfaction Gap
An Area Commander led, Force working party has been established to address issues regarding the satisfaction gap between the BME population and the white population.  Nationally, there is a difference in that the white population tends to be more satisfied more often.  The work comprises of:
· A review of tactical plans within area commands to ensure a high quality of service to BME victims.

· Ensuring that incidents involving the BME community are flagged in relevant tasking meetings.

· The promotion of additional preventative work and engagement with repeat victims and those in vulnerable occupations.

· Consideration of an IT solution to better identify and track incidents involving the BME community.

A key message when implementing these proposals is that the focus is on addressing individual need, not giving ‘preferential treatment’.
(vi)
Joint Community Engagement Strategy

The Authority and Force are developing a joint Community Engagement Strategy which seeks to maximise engagement opportunities, in order to develop, support and sustain communities that are better informed and involved in decision-making.  This will enable delivery of a higher quality service, more fully meeting the needs of individuals.  By genuinely engaging with local people, the Authority and Force can work with them, and partners, to effectively tackle local priorities, making a lasting difference to their quality of life and aiming to develop communities which are:

Strong - bringing people together to deal with their common concerns

Active and empowered – supported to address concerns and to have greater control over the outcomes 

Inclusive - where all sections of the community feel they have had the opportunity to be involved in those outcomes


The draft Strategy will be presented to the CFPB, SIAG and Police Authority Members as part of the consultation process.


(vii)
Thematic Inspection of Victims and Witnesses

Nationally it is recognised that current victim and witness services, across the Police Service and Criminal Justice System, are crowded and process, rather than people, driven. To support its citizen focused approach, Northumbria Police is undertaking a review of victim and witness services, from report to court outcome.


The review is being carried out in two stages.  The first stage, from report to court, is scheduled to be reported in February, with the second stage, concentrating on the journey through the court process from charge to sentence, being conducted post February.


The reviews challenge existing practices, and will introduce a more structured and customer focused framework. Each victim/witness will be given a service that is individually tailored to their needs and driven by them, rather than the process.
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EQUAL OPPORTUNITIES IMPLICATIONS

There are no equal opportunities implications arising directly from this report.

5     
HUMAN RIGHTS IMPLICATIONS

There are no human rights implications arising directly from this report.
6
RISK MANAGEMENT IMPLICATIONS

All associated business risks have been considered and recorded as appropriate.

7
FINANCIAL IMPLICATIONS

The Treasurer confirms that there are no financial implications arising directly from this report.
8
CONCLUSION

Citizen focused policing underpins the Northumbria Police 2020 Vision, ‘To build trust and confidence in the community and reduce crime and disorder’.


In order to continue delivering citizen focused policing services, Northumbria Police will ensure it has effective measures in place to increase public confidence and satisfaction, resulting in communities that are more prepared to work with their local police and partners to help tackle crime and anti-social behaviour.
9
RECOMMENDATIONS
It is recommended that Members:

(i) Note the contents of this report;

(ii) Agree to receive further updates as appropriate.
