NORTHUMBRIA POLICE AUTHORITY 





      4   
CITIZEN FOCUS COMMITTEE 

26 April 2010 
______________________________________________________________________
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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 policing includes providing a citizen focused police service to the public, especially victims and witnesses and the vulnerable.  The Government’s recent White Paper, ‘Protecting the Public: Supporting the Police to Succeed’ and the ‘Safe and Confident Neighbourhood Strategy’ further reinforce the importance of ‘putting the public at the centre of policing’.  

Northumbria Police continues to deliver citizen-focused policing under the Chief Constable’s vision, ‘To build trust and confidence in the community and reduce crime and disorder’.  This strong commitment was initially characterised by the establishment of Neighbourhood Policing Teams (NPTs) and is now reinforced by the ten principles of the Policing Pledge.  
It is imperative that the principles of citizen-focused policing are fully embedded into all policing activity so that the service delivered by the Force meets both the needs and expectations of the communities it serves. 
3. PROGRESS TO DATE 
(i) Progress on the Areas For Improvement following HMIC’s Policing Pledge  

    Inspection:
a. The pre-existing Citizen Focus Programme 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. 

Update: Reality checks were undertaken across the Force to assess current structures and content of PACT meetings.  A summary report of key findings was produced and presented to the Force Strategic Management Board in December 2009, detailing issues including the generally low public attendance at meetings and varied partnership participation, especially at those meetings held outside core working (office) hours. The value of PACT meetings and engagement opportunities they present are limited as a result.  Further work is about to start regarding the location, style, content and timing of meetings, and their ‘fit’ with others, with the aim of increasing attendance and maximising engagement.  Area commands are developing new approaches, one of many examples being ‘Spotlight on’ in South Tyneside area command, where a PACT meeting is held at night, and the presence of the NPT and partners and opportunity to engage is signified by an image projected onto the side of a building.
b. 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. 

Update: The current Estates Strategy is under review to ensure it best meets the needs of the Force over the next three years.  This will assess the options available for maximising the possibilities for co-location with partners to increase engagement opportunities with the public, an aspect within the draft joint Community Engagement Strategy (see v below).

c. The Citizen Focus Team to develop a framework for self-assessing the appropriateness of opening hours of Police Stations. 

Update: A review of the process for determining the opening hours has been undertaken and a report with a proposed methodology is now being developed.  Further consultation is ongoing with relevant stakeholders and a delivery plan will be developed for approval by the Citizen Focus Programme Board.  The approach will be tested in relation to the opening hours of North Shields Police Station after the new area command HQ has opened.  
d. Communications Department, in conjunction with Learning and Development, continue to refine the induction training of, and support given to, new Contact Handlers. 

Update: This requirement is continually reviewed in conjunction with Learning and Development Department to ensure that the contact handling course remains current and relevant.  
Recent revisions to modules include additions to the Policing Pledge element, updates in relation to Domestic and Honour-Based Violence and amendments to Missing Persons, Firearms and Forensic Awareness, as well as the introduction of both a contact handler’s written examination and a practical assessment at the end of the course. 
e. 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. 

Update: Guidance has been developed in conjunction with the Local Criminal Justice Board and Crime and Justice Coordinators to ensure that sentencing outcomes are appropriately publicised to the community.  This commenced on 29th March 2010.  From this date, those against whom proceedings commence for matters of concern to communities may have any resulting conviction details publicised.  There will, therefore, be a period initially where relevant cases progress through the courts and no outcomes are available for use.  Such a lag may last for some weeks, or even months.
This work has been developed as part of the Force’s broader desire to provide greater feedback to communities on police and partner activities that address the issues which are important to them.  Evaluation of this guidance will be ongoing to ensure that it is having the desired effect.  
f. To continue development of a database to collate all service satisfaction/ feedback data. 

Update: A user requirement has been completed that will collate and track all service satisfaction issues (including letters), reported to the Force.  Work is ongoing with ICT Department regarding the scoping and development of the IT solution.  It is expected that a system will be delivered for testing over this summer and then available for use after the necessary training has been delivered, in the autumn.
(ii) 101 - Single Non Emergency Number (SNEN) 
The Force is supporting the adoption of 101 as the single non-emergency number (SNEN) 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.  It will complement the improvements resulting from the work described in viii below. 
The Government’s Safe and Confident Neighbourhoods Strategy states that all police forces in the UK will have a SNEN in place by March 2012.  Currently, 101 is subject to a contract with Cable & Wireless (C&W) and ACPO and APA have indicated their interest in continuing this arrangement on a police-only basis, hence its inclusion in the National Contact Management Strategy. 
The Home Office are about to commence a feasibility study with a number of forces, following which, they anticipate a refreshed arrangement with C&W that will detail how 101 might then operate nationally and at what cost.  Once the results of the feasibility study have been analysed and circulated via ACPO, it will be possible to develop a Force plan in conjunction with all relevant stakeholders to progress the implementation of 101 within Northumbria Police to ensure all the benefits of the SNEN will be realised.  This development is predicated upon Government funding, currently designated to support the SNEN infrastructure, being available after the general election. 
(iii) Strategic Independent Advisory Group (SIAG) 
A review of the current SIAG arrangements has been completed and new Terms of Reference and membership have been developed.  The recruitment campaign for new members to the revised SIAG has commenced and the interviews will be held in May 2010.  It is anticipated that the members will be in place for the first meeting of the revised SIAG in July 2010.

(iv) Black and Minority Ethnic (BME) Satisfaction Gap 
A Force working party has been established with representatives from area commands and Communications and Corporate Communications Departments to address issues regarding the satisfaction gap between the BME and the white populations. 
Each area command and relevant department has developed their own action plans to deal with issues such as leadership, communication, quality assurance, training, partnership and crime and incident management. Corporate Communications Department produced publicity material and a briefing package for all staff. 
Communications Department has proposed an IT solution, which identifies and flags incidents that are believed to involve BME service users. Radio dispatchers can then provide additional information to attending officers to better enable service delivery to meet individual needs and identify any previous incidents which may be related to the current call.  This capability will later be extended to cover other callers who have elements of vulnerability.  
A key message is that this focus is on addressing individual need. 
(v) 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 contribute to decision-making. 
The draft strategy is in its consultation phase.  Once the final version has been approved, an action plan will be developed in conjunction with relevant partners to ensure the benefits of the strategy are fully realised. 
(vi) Thematic Inspection of Victims and Witnesses 
Following receipt of the national report on victims and witnesses support, the Force conducted an internal review of its services. The review mirrored the national experience; that victims and witnesses are often uncertain about support services and duplication is commonplace.  

An immediate awareness programme was rolled out across area commands to front-line staff.  The thematic inspection highlighted two areas where further reviews of service delivery would improve satisfaction. 
The first review concentrated on examining the customer experience from incident report to charge and was carried out between September 2009 and January 2010. Recommendations centre on providing a service determined by individual need and extending this beyond the traditional boundaries to include Anti Social Behaviour (ASB).  An implementation plan is currently being drafted, which will be discussed at the next Citizen Focus Programme Board.  Implementation is expected to be phased with completion by March 2011.

The second review is due to take place during May and June this year and will examine the services provided to victims and witnesses post-charge, exploring opportunities for improving service and providing a better supported journey through the criminal justice system.
(vii) Creation of the Confidence Department
The Force is currently in the process of establishing the Confidence Department, which will deal with areas that specifically impact on the single confidence measure and will report directly to the Temporary Deputy Chief Constable.  The structure, roles and responsibilities for the department, have been agreed by Chief Officers and on a no-cost basis.  Areas of work include:
· Refining the Force’s approach to Vulnerability and ASB (see viii below)
· Improving partnership working and problem solving
· Delivering the Prevent agenda

· Further developing Neighbourhood Policing

· Enhancing services to all communities

Close links have been established between the Confidence and Equality portfolios due to the complementary nature of both agendas.
(viii) Vulnerability

Work has commenced in order to improve the service delivery to vulnerable people.     

This work will include:

· Assessing how the Force and other relevant agencies define vulnerability.

· Developing systems that better identify vulnerable people in order that services that can be delivered in accordance with their identified needs.

· Identifying any barriers which limit access to services by vulnerable people.

· Clarifying partner responsibilities in relation to case management and the care of vulnerable people.

(ix) Anti Social Behaviour

Work has commenced with area commands and partners to improve service delivery to victims of ASB by ensuring that service provision is more in accordance with needs.  This will include development of:  

· Explicit service level agreements undertaken in conjunction with local partners.

· A repeat victim methodology to enhance service provision to those facing continuing personal threat.

· A case management capability based upon care plans for victims and management plans for identified offenders.

· Opportunities to feedback progress on visible problems to the wider community

· Measures that provide residents with the right to complain if standards are not met

(x) The Government’s Safe and Confident Neighbourhoods Strategy
This Strategy is a joint publication between the Home Office, Ministry of Justice, Dept for Communities and Local Government and the Attorney General’s Office designed to ensure that the full range of local services are engaged in keeping neighbourhoods safe.

The content of the Strategy has been reviewed and an action plan is currently being developed to identify opportunities for improved collaborative work, and improve service delivery at the local level.  
(xi) Police Volunteers
This month will see the start of a local campaign to recruit Neighbourhood Police Volunteers in Northumberland Area Command.  The pilot project, overseen by the Citizen Focus Programme Board with involvement from the staff associations, will commence in Rothbury, where it is hoped to recruit around 12 volunteers.  The new police station opened last year and is only open to the public if a police officer is available to deal with enquiries. The introduction of the volunteer scheme will allow the station to be open at identified peak periods, supporting the NPT’s work in the local community. 

Neighbourhood Police Volunteers can be of great value to the Force and will provide benefits including bringing a wide range of skills, experience and local knowledge, adding value and support to the work of trained staff and helping to improve service delivery. Furthermore, they can act as advocates for the Force, increasing understanding and building relationships in the communities where they live and work.  This pilot will be evaluated at key stages throughout and costs will be met from the area command’s budget.
4.  EQUAL OPPORTUNITIES IMPLICATIONS 
The initiatives above are intended to enhance the Force’s capability to build trust and confidence.  This will enable improved equality in the accessibility of the services provided and ensure they better meet both the needs and expectations of individuals and groups within the community.
Each initiative identified within the report will be subject to an individual equality impact assessment, where required.
5.  HUMAN RIGHTS IMPLICATIONS 
The Force and Authority have a duty to promote human rights and must operate in accordance with that duty.  It is considered that there are no adverse human rights implications arising directly from this report and the matters it describes, except in one case.  The release of sentencing outcomes as referred to in 3ie above has human rights implications because if not dealt with appropriately and sensitively, Articles 6 (Right to a fair trial), 7 (No punishment without law) and 8 (Right to respect for private and family life) may affect the offender, their family and victims to varying degrees.  A number of safeguards have been introduced as part of the assessment process that determines whether any conviction made in open court shall be publicised, and guidance from the Information Commissioner’s Office has also been incorporated.
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 2020 Vision.  In order to continue delivering bespoke 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 ASB. 
9. RECOMMENDATIONS
It is recommended that Members: 
(i) Note the contents of this report; and
(ii) Agree to receive further updates as appropriate.






