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Please help us by finding the time to fill in this questionnaire.  The results will help us to improve the quality of our service.  

This questionnaire asks about the crime that was reported on ……………………
Part 1 
FIRST CONTACT – How you first contacted the police

1. Did you contact the police yourself?

Yes

Please go to question 2 

No

Please go to question 12

Don’t know

Please go to question 12

2. How did you contact the police to report the crime?

By 999 call

Please go to question 3

      By other telephone call

Please go to question 3

By personal visit to a police station

Please go to question 3

Direct to a police officer

Please go to question 4

The police contacted you

Please go to question 12

Other method (please specify below)

Please go to question 4


3. When you made that telephone call or visit to the police station:-



 Yes
  No
  N/A
Don’t know



a.
was it easy to contact the police when you first needed to?







b.
were you dealt with in a reasonable time?







c.
was the first person you talked to able to take all the details?







4. Are you satisfied or dissatisfied with the ease of contacting someone who could assist you?

Completely satisfied
Very         satisfied
Fairly    satisfied
Neither satisfied     nor dissatisfied
Fairly  dissatisfied
Very dissatisfied
Completely dissatisfied
Don’t know



























6. After you had reported the initial details, how was the crime dealt with?

Entirely over the phone

Please go to question 12

By an officer or other member of staff visiting

Please go to question 7

you at your home or attending the crime scene



                                                  At the police station

Please go to question 12

By another method (please specify) 

Please go to question 12


7. When you reported the crime were you told that someone would visit you?

Yes

Please go to question 8 

No

Please go to question 10

Don’t know

Please go to question 10

8. How long did it take for someone to arrive?

Within 10 minutes


Within 20 minutes


Within 1 hour


Within 1-2 hours


Within 4 hours


Over 4 hours


9. Is this response time what you expected?

Sooner than you expected


About what you expected


Later than you expected


Don’t know


10.
Are you satisfied or dissatisfied with the time it took for police to arrive?

Completely satisfied
Very         satisfied
Fairly    satisfied
Neither satisfied     nor dissatisfied
Fairly  dissatisfied
Very dissatisfied
Completely dissatisfied
Don’t know



























Part 2
POLICE ACTIONS TO DEAL WITH THE CRIME

12. Please think about the actions taken by the police officers and police staff who dealt with your crime once they had been given the initial information. If more than one person was involved, please give an overall impression of the actions that were taken. Did they:



Yes
  No
 N/A
Don’t     know



a.
give practical help?







b.
appear to know what they were doing?







c.
explain what was going to happen and why?







d.
arrange for an investigation of the scene of the crime (e.g. fingerprints), or of items recovered from the scene?





e.
provide you with a reference number?







f.
provide you with a contact name and number for someone dealing with your case?







g.
offer contact details for victim support?







h.
offer advice (including any advice on crime prevention)?







i.
make further contact (e.g. to take fingerprints or statements)?







13. Were you reassured by what the police did?

 Yes


No


Unsure


Not applicable



Thinking about what the police did after they had been given the initial information:

15. Are you satisfied or dissatisfied with the actions taken by the police?

Completely satisfied
Very         satisfied
Fairly    satisfied
Neither satisfied     nor dissatisfied
Fairly  dissatisfied
Very dissatisfied
Completely dissatisfied
Don’t know


























Part 3 
FOLLOW UP – being kept informed

16. Have you had any contact with the police about this crime since your report and the initial police response?  (This contact could have been over the telephone, face-to-face, by letter or by other means).

Yes

Please go to question 17

No

Please go to question 20

Don’t know/can’t remember

Please go to question 20

17. Would you say:



Yes
No
N/A
Don’tknow



a.
you knew who was dealing with your crime if you wanted to get back in touch







b.
your telephone calls or other messages were responded to after a reasonable time







c.
you were informed of what the police would do







d.
the information you needed was quickly provided







e.
you were kept informed of progress without asking







f.
you were kept informed of progress only after asking







g.
your questions were answered adequately







18.
Have the police told you at any point that:  (Please tick all that apply)

they have taken action to try to prevent this happening again


they have closed the investigation  


they are still investigating 


they have arrested someone


they have recovered property


Anything else? (Please specify below)



19. 
If you were told that the case is closed, did they explain why?

Yes


No


Not applicable


20.
Are you satisfied or dissatisfied with how well you were kept informed of progress?

Completely satisfied
Very         satisfied
Fairly    satisfied
Neither satisfied     nor dissatisfied
Fairly  dissatisfied
Very dissatisfied
Completely dissatisfied
Don’t know


























Part 4 
TREATMENT
21.
Please think about the attitude of the police officers and police staff who dealt with you. If more than one person was involved, please give an overall impression of how you were treated.  Did they:



Yes
   No
   N/A
Don’t know



a.
listen to what you had to say?







b.
speak clearly?





c.
deal with you sympathetically?







d.
treat you politely?







e.
appear to be interested in what you told them?







f.
make the effort to understand the nature of your enquiry?







g.
appear to take the matter seriously?







h.
readily accept that what you told them should be reported as a crime?





22. Are you satisfied or dissatisfied with the way you were treated by the police officers and staff who dealt with you?

Completely satisfied
Very         satisfied
Fairly    satisfied
Neither satisfied     nor dissatisfied
Fairly  dissatisfied
Very dissatisfied
Completely dissatisfied
Don’t know



























Part 5 
THE WHOLE EXPERIENCE – your overall feelings about the how the police handled this matter
24. Prior to this experience what was your overall opinion of the police?

Generally high



Generally low



No opinion



25. As a result of your contact with the police on this occasion, do you have:

no change in your opinion of the police



a better opinion of the police



a worse opinion of the police



26. Taking the whole experience into account, are you satisfied or dissatisfied with the service provided by the police in this case?

Completely satisfied
Very         satisfied
Fairly    satisfied
Neither satisfied     nor dissatisfied
Fairly  dissatisfied
Very dissatisfied
Completely dissatisfied
Don’t know



























Part 5 
ABOUT YOURSELF

28.
Have you been the victim of any other crimes in the last 12 months?
No 


Yes, one other


Yes, two others 


Yes, three others


Yes, more than three others


The following details will enable us to monitor any differences in satisfaction between groups of people.


29. 
What is your gender?



Male 


Female 

30. What is your age group?


16 – 24

35 – 44  


55 – 64

75 and over







 

25 – 34      

45 – 54


65 – 74

31. What is your ethnic group?


Asian






Mixed

Indian






White and Black Caribbean


Pakistani





White and Black African


Bangladeshi





White and Asian


Any other Asian background



Any other mixed background


Black






White

Caribbean





British


African






Irish


Any other Black background



Any other white background


Chinese





Other ethnic background



33. All the comments you have made on this form will be sent to your local police commander.  Would you like a reply to any of these comments?

Yes 


No


If you have answered Yes to the above question, please supply your details below:
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QUALITY OF SERVICE SURVEY
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5.





Can you suggest anything the police could have done to make it easier for you to contact them?





Do you have any additional comments about the time it took someone to arrive?





11.





Why do you say that?





14.











Why do you say that?








23.





27.





Are there any other comments that you would like to make about this experience?








   32.





Are there any ways in which you think Northumbria Police could improve any aspect of their service?





Name:





Address:











Telephone number:





E-mail:





Thank you for completing this questionnaire.  All information will be treated in the strictest confidence.  Please return it in the pre-paid envelope provided (no stamp required).
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