NORTHUMBRIA POLICE AUTHORITY – 26 JANUARY 2005

QUALITY OF SERVICE SURVEYS – APRIL – SEPTEMBER 2004

REPORT OF THE CLERK AND CHIEF CONSTABLE

1
PURPOSE OF REPORT

1.1
To present the authority with the results from the Quality of Service Surveys for the period April to September 2004.
2
BACKGROUND
2.1 As part of the development of the Policing Performance Assessment Framework (PPAF) the Home Office developed new user satisfaction measures in 2004 in Domain A – Citizen Focus, replacing the previously reported Police Best Value Performance Indicators.  This means a statutory requirement for Quality of Service Surveys to be carried out quarterly with effect from 1 April 2004.  

3 QUALITY OF SERVICE SURVEYS

3.1 The Quality of Service Surveys were developed jointly by Northumbria Police and Northumbria Police Authority and are structured around a mandatory framework of core questions which are used to produce the PPAF measure of user satisfaction.  The surveys are designed to assess:

· first contact – making contact with the police;

· action taken by the police;

· follow-up – being kept informed of progress; 

· treatment by staff; and 

· user satisfaction with the whole experience (the overall service provided). 

3.2 The surveys are sent to a representative sample of people who have 

had contact with the police in relation to:

· domestic burglary;

· violent crime;

· vehicle crime;

· racist incidents; and

· road traffic collisions.

A copy of the questionnaire which is used for violent crime, vehicle crime, domestic burglary and racist incidents is attached as Appendix D. The questionnaire for road traffic collisions is very similar to this but omits questions 21h and 28.  

3.3
Northumbria Police provides a representative sample of names and addresses for the surveys in accordance with Home Office guidance and Northumbria Police Authority issue the surveys, and analyse the data to populate performance indicators in the PPAF.

4
QUALITY OF SERVICE SURVEY RESULTS 

4.1 A full breakdown of the performance indicator results for user satisfaction (April - September) is attached as Appendix A.  At this point the data is based on results from 6 months surveys.  Completion of a full year of surveys will increase the number of respondents making the data more robust.  The confidence interval (shown alongside the results) demonstrates the current level of confidence in the data and shows the margin within which we can be confident that the results represent the views of the actual population.

4.2
Information in Appendix B refers to people who have had contact with the police in relation to:

· domestic burglary;

· violent crime;

· vehicle crime; and 

· road traffic collisions.

This illustrates levels of satisfaction (completely, very and fairly satisfied) for April – September with Contact, Action, Follow up, Treatment and the Overall Service provided.  A breakdown of this information by area command is also included.  A low sample size means that it is difficult to be confident that information is statistically representative.  

Members should note that, at this stage, the confidence intervals for this data show that there is no real difference between the performance of each area command. 

4.3
Appendix C refers to people who have had contact with the police in relation to a racist incident.  This appendix illustrates levels of satisfaction (completely, very and fairly satisfied) for April-September with Contact, Action, Follow up, Treatment and the Overall Service provided.  A breakdown of this information by area command is also included. Once again, the confidence intervals demonstrate that there is no real evidence of any difference between the performance of each area command.

5
INITIAL FINDINGS

5.1
The results of the surveys show that there are high levels of satisfaction with:

· ‘first contact with the police’ with just over 90% satisfied 

· ‘treatment by police officers and police staff’ with 89.1% satisfied 

· ‘the overall service’ with 80% satisfied

Satisfaction is lowest with:

· ‘follow up – being kept informed by the police’ with only 61.5% satisfied. 

5.2
The quality of service questionnaire also asks respondents why they were satisfied or dissatisfied with the way they were treated and analysis shows that the main comments associated with satisfaction are: 

· understanding, caring and polite officers
· good listening skills
· doing the job well
· a quick response, action and reporting
· they did all they could
· making an arrest/prosecution 
The main comments associated with dissatisfaction of treatment by police officers and staff are:

· attitude of police officers/staff – e.g. lack of interest
· no follow up
5.3
The quality of service questionnaire also asks if there are any ways that Northumbria Police could improve any aspect of their service.  The main improvement mentioned was ‘more foot patrols’ followed by:

· a quicker response to all parts of the crime 

· better follow up/being kept informed

· employing more officers

6
RESPONSE RATE

6.1 To ensure that information is statistically valid it is essential that the response rate is as high as possible.

The following table shows the response rates for quarter 1 and 2 for each of the five areas surveyed. 

User Group
Response Rate


1 April – 30 June

2004
1 July – 30 Sept

2004

Domestic Burglary
43%
43%

Violent Crime 
39%
36%

Vehicle Crime
51%
46%

Road Traffic Collision
56%
61%

Racist Incidents
39%
27%

6.2
Members will note that the achieved sample for racist incidents is considerably lower than the other areas surveyed.  The Home Office recognises that obtaining a representative sample of racist incident victims may prove problematic and acknowledge that some forces may never obtain a statistically representative sample.  

6.3
It is therefore important to achieve the highest response rate for all of the areas surveyed, this ensures that responses can be taken as representative of the total population.  With a view to increasing response rates changes made to the questionnaire and process include an improved layout and format and a more citizen focused covering letter.  These changes took effect from October 2004.

7 Next Steps

7.1
The results from the quality of service surveys for quarter 3 and 4 2004/05 will be reported to members as part of the quarterly performance monitoring report.  Following completion of a full year of surveys, a more detailed analysis of findings will be presented to members.

8
EQUAL OPPORTUNITIES IMPLICATIONS

8.1
There are no equal opportunity implications directly arising from this report.

9
HUMAN RIGHTS IMPLICATIONS

9.1
There are no human rights implications directly arising from this report.

10
FINANCIAL IMPLICATIONS

10.1
There are no financial implications directly arising from this report.

11
RECOMMENDATIONS
11.1
The authority is asked to:


i. Note the contents of this report

ii. Comment on the contents of this report

iii. Agree to receive further updates in the quarterly performance
monitoring reports

iv. Agree to receive a presentation of the more detailed analysis of     

a full years surveys.

