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Percentage of users that are satisfied with the overall service provided by the police 80.6% 78.6% 77.8% 79.1% 82.7%

User satisfaction with contact made by the police 89.9% 85.3% 88.4% 92.6% 92.0%

User satisfaction with action taken by the police 75.7% 73.2% 70.6% 78.4% 79.4%

User satisfaction with progress updates made by the police 68.7% 67.6% 64.2% 73.0% 70.0%

User satisfaction with treatrment by staff (police) 92.1% 91.8% 89.8% 92.3% 93.1%

The police and local council are dealing with ASB and crime issues that matter 45.0% H.0.

Percentage who think their local police do a good or excellent job 44.0% Force

The police in this area can be relied on to be there when you need them 43.4% MSG

The lacal police would treat you with respect if you had contact with them for any reason 82.3% WSG

The police in this area treat everyone fairly regardless of who they are 60.6% MSG

The police in this area can be relied on to deal with minor crimes 41.8% MSG

The police in this area understand the issues that aflect this community 63.8% MSG

The police in this area are dealing with the things that matter to people in this community 19.3% WSG

Taking everything into account | have confidence in the police in this area 62.6% MSG
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993 Emergency Calls (Pledge 5) JUNE 2009

D845 Non emergency Calls (Pledge 6) JUNE 2009

Answer all non-emergency calls promptly - i attendance is needed, send a patrol giving caller
an estimated time of arrval (Pledge 6)

Respondents wio are satisfied with
the time it took for the police to arrive

Nurnber of ‘youths causing annoyance' type anti-social behaviour incidents 8270 1,569 1541 1864 3,005
Shopliting 1503 395 191 226 692
Cormmercial burglary 453 103 86 91 162
Serious acquisitive cfime rate (in three Local Area Agreements: NEL, NL and ER) 3,757 1025 648 579 1381
Criminal damage 4764 1262 895 1054 1553
Nurnber of assaults with less serious injury oflences (in all four Local Area Agreerments) 1923 495 352 373 708
Dormestic burglary on the South Bank (North and Notth East Lincolnshire) v
Provide you with information so you know who your dedicated Neighbourhood Policing Tearn is, | Respondents wio kowany of e focalpolce oftcers o
where they are based, how to contact ther and how to work with them (Piecge 2) PCSO0s that patrol their neighbourhood by name or sight
Respond to every message directed to your Neighbourhood Policing Tear within 24 hours and, v Neighbourhood policing messages
where necessary, provide a more detailed response as soon as we can (Pledge 4) responded to within 24 hours
Perceptions of high levels of anti-social behaviour (BCS) (AR 2009) A
Perceptions of high levels of drunk or rowdy behaviour (BCS) (AR 2009) A KEY
Perceptions of high levels of drug use or dealing (BCS) (MAR 2009) A
>«
Deteriorating

Diference in satisfaction with whole experience by ethnicity (AR 2009) A Good
Satisfaction of victims of racist incidents (overall service) (MAR 2009) A Stable

Poor

Satisfaction linked to attendance times is underpinned by joint effective management and sustained availability of divisional resources
(pledge 6).








Monitoring and Oversight of the Policing Pledge
A Guide for Police Authorities

August 2009
Background and Aims
The proposal for a national Policing Pledge was outlined in the policing Green Paper From the Neighbourhood to the National, which was published in July 2008.

The Policing Pledge is a set of promises to local residents that not only gives more information about who their local neighbourhood policing team is, but also ensures that communities will have a stronger voice in telling them what they are most concerned about. It is the intention of the Pledge to give the public a set of national minimum standards that they are entitled to in terms of the policing service they receive. These include:

· The police to be with them within an hour in response to calls for service relating to agreed local priorities and where a police presence is required.

· To work with and become familiar with their local neighbourhood policing team and to agree priorities for policing delivery and service.

· To be provided with crime mapping information and also information about specific criminals and criminal cases relevant to their neighbourhood. 

· A commitment to ensure that neighbourhood officers and other police patrols are visible and accessible at a time when they are most needed.
Nationally the Pledge is set against the wider citizen focus agenda and aims to provide services and reassurance that will, ultimately, have an impact on confidence and satisfaction. Each Neighbourhood Policing Team will have locally agreed pledge priorities that support the service provided through neighbourhood policing.  

The Pledge sets out a number of national standards that constitute a commitment from the police to their local communities. The Association of Police Authorities (APA) views this commitment in the context of the local policing plan and, therefore, Police Authorities should seek to hold chief constables to account for the delivery of the Pledge through mechanisms they already have in place to monitor performance.
The Pledge also provides a number of qualitative and quantitative measures the performance management of which have not been considered in any detail prior to the commitment to implement the Pledge. Consequently, the APA has been asked to provide guidance to Police Authorities suggesting appropriate processes to hold chief constables to account for delivery of the many components of the commitment they have made.
This document aims to provide guidance to police authorities based on examples of good practice and suggested activity that will provide a framework for monitoring the process of implementation and impact against agreed outcomes in relation to the Pledge. It also takes account of wider, related force processes that have direct links to Pledge delivery.

Forces across England and Wales made a commitment to the Home Office to deliver the Pledge by the end of 2008 and Her Majesty’s Inspector of Constabulary commenced a series of Pledge Inspections of forces in April 2009 producing an interim report, after initial inspections, in June 2009. The remainder of the visits will be completed by the end of August with the final report due out in October 2009. 
Successful implementation of the Pledge is one of a number of recent government led initiatives and processes designed to increase public confidence in policing locally and, more widely, in the wider Criminal Justice Sector (CJS) as a whole. 

When Louise Casey presented her Engaging Communities in Fighting Crime paper she outlined how the majority of the public, who were law abiding and played by the rules, could expect to have their concerns about crime and disorder dealt with. The ‘Justice Seen, Justice Done’ initiative is a cross government programme designed to address public concerns about crime and justice and responds directly to the Casey Report. It does this by providing support to communities, focussing policing services on the crime and disorder issues that matter to communities, letting the public know about the consequences for those committing crime and supporting police action to drive further improvements in their delivery of policing services.

The Policing Green Paper ‘From the neighbourhood to the national: policing our communities together’ galvanised the idea of strengthening policing service delivery in communities as set out in the Casey report. It achieved this by introducing the Pledge as a clear set of standards designed to place community needs at the centre of policing, while at the same time outlining consistent, national standards detailing what communities can expect from their local police service.  The Green Paper also removed all but one of the centrally set government targets in order to free up officers time to concentrate on front line policing. The remaining target is to drive up confidence in local policing.  The ten Policing Pledge promises are designed to do just that.    

How to use this Guidance

This guidance refers to each Pledge point in turn and highlights the practical functions police forces may carry out to deliver that particular aspect of the Pledge. However, if Police Authorities feel that they would like to approach the Pledge from a more strategic overview perspective there is a chapter before this containing some suggestions as to what an overall strategy could focus on. There is also reference to areas of development identified by HMIC from their findings from early Pledge Inspections.
Examples of good practice from police authorities across the country are included for many of the Pledge points along with some recommended police authority activity which might usefully be used for monitoring and oversight.

This guidance does not seek to, nor is it the APA’s wish to, encourage police authorities to set up complicated, stand alone, performance monitoring, oversight or scrutiny processes for Pledge implementation. It is merely a guidance document encouraging police authorities to recognise where, in their current processes and functions, the Pledge fits in, and to make amendments or develop existing arrangements to accommodate consideration of different elements of the Pledge should there be any gaps. 
An overarching Police Authority Strategy
The following sections in this guidance make reference to each Pledge Point and contain suggestions for Police Authority activity to monitor the associated police force functions. There are a number of activities suggested that cross cut more than one Pledge Point and certain activities can be used to monitor more than one aspect of Pledge delivery, because of this some authorities may find it more useful to create a single strategy for oversight of the Pledge as a whole rather than taking each point separately.
If authorities wish to choose this route, some suggestions for areas of focus in an overarching strategy include:

· Scrutiny of force strategy for delivering the Pledge promises

· Public surveys including victim satisfaction

· Mystery shopper exercises or reality checks to NPTs

· Dip sampling for areas such as quality of service complaints and dissatisfaction and of local priority setting meetings in the community

· Quality assurance of compliance data

· Local councillor/member subjective views of delivery of Pledge – feel for real.

These few areas are contained within one or more of the individual Pledge Points; collectively they provide a summary of what could be included in an overarching strategy should an authority wish to produce one.
Pledge Point 1

Always treat you fairly, with dignity and respect ensuring you have fair access to our services at a time that is reasonable and suitable for you.

Force functions/activity that could have a direct impact on delivery of this Pledge point include:

· Opening times of local and central buildings and NPT bases
· Physical access to buildings and services e.g. disabled access, hearing loops, etc.

· Ease, speed and quality of telephone contact

· E-mail contact

· Internet/website – ease of access and content of sites

· Language line/translation services

· Notice boards, both in force buildings and frequently visited locations within communities.
· Community meetings, consultation events and other local engagement opportunities

· Quality of interaction through individual officer contact, such as Stop and Search

· Customer service training

· Work to improve services and make them more citizen focussed.
· Commitments embodied within the forces Equality and Human Rights Schemes.
The above list goes some way to showing what the police can practically do to ensure that communities have fair access to their services at times suitable to them. The subjective matter of whether someone has been treated fairly and with dignity is more difficult to address, arguably this cannot be measured without interviewing service users and asking for feedback once they have accessed the service, or by monitoring the number of complaints for incivility, discriminatory behaviour and other related areas made against the force. User satisfaction surveys can be used as a means to measure the perceptions of whether someone has been treated fairly and with dignity, the BCS also canvasses opinion on whether the police treated people fairly and with respects.
Gaps identified nationally
· Translation of the Pledge points into different languages.

· Design of websites is variable with no common navigation design and very little to communicate the message on them in different languages.

· Inconsistencies in how forces capture expressions of dissatisfaction to assist in service recovery and support organisational training and learning.

· While initial call handling is generally well managed, the secondary aspect of someone dealing with callers’ issues does leave considerable scope for improvement. This includes issues around messages not being passed on, phone calls not being responded to in a timely manner, individual extensions not being answered once the caller has been put through from the call centre.
What can police authorities do to monitor how this is being delivered?
· Authorities should be scrutinising BCS measures and iQuanta data for such things as satisfaction and confidence levels, call handling targets and fairness and equality, all of which can be found in the citizen focus part of the iQuanta system. In addition, Authorities should also make use of other data which forces may be capturing locally such as, for example, surveys of service users, customer call backs, complaints, etc. All police authorities should have access to this independently of their forces.
· Direct links to Pledge 10, measures of incivility dealt with under 10.

· Monitoring Equality Schemes for fairness and respect generally, ensuring they are robustly implemented by forces.
· PA Human Rights Duty links.

· Contact management strategies need to be monitored by Police Authorities and once a strategy has been developed, regular reports to ensure robust and consistent implementation of the action plan should be scrutinised.

· Assess relevance of any force strategies relating to public access to police buildings  

· Effective monitoring of ICV Scheme will show whether there are any problems in relation to the dignity and respect of those who have been taken into police custody.
Pledge Point 2

Provide you with information so you know who your dedicated Neighbourhood Policing Team are, where they are based, how to contact them and how to work with them

Force functions/activity that could have a direct impact on delivery of this Pledge point include:

· Good use of internet, websites and webcasting if appropriate
· Posters and notice boards
· Leaflets and contact cards
· Use of relevant languages and simplified signs

· Local newsletters

· Wider media networks (from parish magazines to local press)

· Corporate media style
Gaps identified nationally

· Lack of consistency in information available to the public through websites
· Information such as location of NPT and identity of key staff and when they will be available not always immediately obvious

· There needs to be more opportunities to interact through websites and engage with NPT staff, for example, where are NPT staff going to be holding public meetings or surgeries for the community to attend? When can people get access to buildings and enquiry desks?
· Forces need to continue to update their websites to ensure consistency and relevance to those using them. A programme of continual monitoring and refresh, possibly coupled with audits, dip sampling and regular reviews, will ensure that the information available on the sites remains relevant and up to date. 

What can police authorities do to ensure this is being delivered?

· Ensure that forces have mapped their local communities and are developing, or have already, a good understanding of how to engage effectively with all communities in their area.

· Encourage forces to carry out sampling exercises to measure how effective their website/newsletters/publications/posters are. Do they reach the right communities? Is the information clearly displayed and informative?
· Check whether the force has a policy for updating the information on a timely basis. Communities need to be kept informed when changes are made to their local teams.

· The development of a Communications Strategy for forces in relation to this and other elements of the Pledge, with input at the development stage and continual oversight by authorities, would deliver and help to measure the effectiveness of the information being made available to communities, and, how that information is presented. 
· A Communications Strategy would also present the Force and the Authority with a formal measure of what the Force needs to do to effectively communicate with the local community. This should also include links to any Contact Management Strategy.
· Authorities may wish to consider getting involved in some of the meetings organised by their force’s NPT, not only to contribute to discussions but also to gauge how such meetings are run and look at attendance by the public and other local agencies.

· Mystery shopper and reality check type surveys of local establishments and public opinion, dip sampling of available and publicised information.
Pledge Point 3

Ensure your Neighbourhood Policing Team and other police patrols are visible and on your patch at times when they will be most effective and when you tell us you most need them. We will ensure your team are not taken away from neighbourhood business more than is absolutely necessary. They will spend at least 80% of their time visibly working in your neighbourhood, tackling your priorities. Staff turnover will be minimised. 

Force functions/activity that could have a direct impact on delivery of this Pledge point include:

· Development, implementation and monitoring of abstraction policies

· Patrol policies – default patrols and targeted patrols linked to the National Intelligence Model (NIM) and tasking processes (if a beat officer comes to a fork in the road how does he/she know which way to turn?)

· Mobile data and use of telephones, Airwave systems, blackberry (and similar) – anything to ensure beat officers and PCSOs can function effectively out of the office.

· Single patrol policies – is it necessary to double patrols of PCSOs when their primary role is to increase visibility in the community 

· Front line policing measure (visibility measure)?

· Duty rosters – do the times staff come on and off duty reflect the needs of the community? Do staffing and shift patterns match demand?
· Address issues of high staff turnover
· Tenure policies
· Demand management policies
Gaps identified nationally

· Agree a visibility policy with local communities so that abstraction policies are measuring a common definition of ‘visibility’

· Good performance in this area should be highlighted locally – if the 80% target is being met advertise the fact to local communities.

· Link visibility of other police activity in the public eye, such as response teams, to neighbourhood policing or Pledge aspirations.  
What can police authorities do to ensure this is being delivered?

· Command and Control. Check if the force has systems in place to track offences/incidents and allocate work. Work needs to be allocated in a balanced way to ensure that high volumes of crime investigation work are not keeping the neighbourhood staff off the streets. Through examining workbooks or crime allocation software, neighbourhood policing team workloads can be scrutinised by forces to ensure they do not conflict with the need to be highly visible in communities, Police Authorities could then receive exception reports or audited reports.
· Work Force Modernisation (WFM) policies and strategies are designed to ensure that, and where appropriate, behind the scenes work is carried out by non-uniformed staff leaving neighbourhood teams to be active in the areas where they will make the most impact on communities. Police Authorities should ensure they are represented in this area of work at the highest level of development and regularly oversee the implementation of plans.

· Consider examining local profiles (include information from calls for service, reported incidents, matching resources with demand, and consistency of application)
· Examine whether the force has tenure policies for consistency and community approval – specifically for neighbourhood officers and beat officers.
· Is the reuse of special priority payments and incentives to keep neighbourhood officers in posts? What can be done to make them feel valued?
· Consider the use of public survey function to measure whether or not response/resources aligned to local profiles
· Scrutiny of workforce profiles and split, for example, between those engaged in operational roles and organisational support roles.

Pledge Point 4 

Respond to every message directed to your Neighbourhood Policing Team within 24 hours and, when necessary, provide a more detailed response as soon as we can.

Force functions/activity that could have a direct impact on delivery of this Pledge point include:

· Answerphone/voicemail policy (process map)

· Message policy

· Call handling/call routing policies

· Letters, phone calls, e-mails and enquiry counter visits.
Gaps identified nationally

· Response times to some advertised e-mail addresses was patchy and only around 50% of those tested responded within 24 hours. Ensure a policy to pick up and respond to all advertised contact methods
· Let local communities know what kind of response they can expect if they need to contact the service

· In most cases, very little evidence is collected to show that this Pledge point is being delivered. Clear policies and procedures need to be developed to allow logging and monitoring of this commitment.
What can police authorities do to ensure this is being delivered?

· Communications and contact management strategies should include some reference or standards referring to message taking and answer phone processes going further than a standard holding reply until someone is available to return their call with a meaningful response.

· Monitor local victim satisfaction data. iQuanta provides quarterly data in relation to victim satisfaction with the service they have received following their initial contact with their force. Data is also available on satisfaction with the response to the caller’s initial message and covers contact made by the police, action taken by the police, treatment by police staff and progress and updates on the initial query/report. 
Dip sampling of complaints could help to highlight whether this target is being achieved or not on a regular basis. Consideration should be given to regular collation of all complaints of this nature in order to measure the scale of the problem if messages are not routinely being responded to in a timely and satisfactory manner. 

Pledge Point 5

Aim to answer 999 calls within 10 seconds, deploying to emergencies immediately giving an estimated time of arrival, getting to you safely, and as quickly as possible. In urban areas, we will aim to get to you within 15 minutes and in rural areas within 20 minutes.

Force functions/activity that could have a direct impact on delivery of this Pledge point include:
· Contact Management Strategy
· Graded response policies
· Call handling processes

· Deployment policies

· Performance indicators and quality assurance checks

· Service recovery function/monitoring of direction and control complaints
Gaps identified nationally

· Many forces cannot currently evidence their arrival times and rely on ‘as soon as possible’ and other timescales for arrival
· Ensure performance against 999 targets is readily available for scrutiny by stakeholders.

What can police authorities do to ensure this is being delivered?

· Scrutiny of performance monitoring arrangements for contact management, response (time and quality of) and victim contact – are they robust and reliable?

· Dip sampling of calls for service as a way of reality checking that the 15 or 20 minute targets for attendance are met. If not, why not?

· Regular examination of available performance data relating to the 10 second, 15 minutes and 20 minute target times and challenging when these are not met.

· Measure of quality of response - this is just as important as the speed of response, e.g. thorough user satisfaction surveys
· Local satisfaction survey data will measure percentages of users who are satisfied with the response and service provided by forces.

· Call handling targets for 999 calls will be measured through contact management strategies or similar and be available via the NPIA for scrutiny
· Recognise the balance between speed of response and officer and public safety. Can be done via police accident data.

· Surveys to gauge public opinion.

Pledge Point 6 

Answer all non-emergency calls promptly. If attendance is needed, send a patrol giving you an estimated time of arrival and:

· If you are vulnerable or upset aim to be with you within 60 minutes

· If you are calling about an issue that we have agreed with your community will be a neighbourhood priority and attendance is required, we will aim to be with you within 60 minutes

· Alternatively, if appropriate, we will make an appointment to see you at a time that fits with your life within 48 hours.

· If agreed that attendance is not necessary we will give you advice, answer your questions and/or put you in touch with someone who can help.

Force functions/activity that could have a direct impact on delivery of this Pledge point include:

· Contact Management Strategy
· Graded response policies
· Call handling processes

· Deployment policies

· Performance indicators such as satisfaction with time taken to arrive at scene following call or respond in other, equally appropriate, ways. 
· Service recovery function, such as call backs and dip sampling of cases, to create evidence for further improvements and implement remedial action to customer’s satisfaction. 
· Training process for identifying vulnerable people (including local definition of)

· System process for flagging up agreed community priority calls

· Appointments process/schedule – how do they get from force level switchboard to appointment with neighbourhood officer? 

Gaps identified nationally

· Ensure call takers are well versed in the Pledge so that they can deal with the calls appropriately, and make judgements on the caller vulnerability.

· A challenge for all forces is how to ensure that neighbourhood priority calls are identified correctly and dealt with in the 60 minutes timescale.

· Monitoring performance in this area needs to advance and include some input and ownership from chief officer teams

· Not all command and control systems are capable of dealing with this point, forces using similar systems should work together to find solutions
What can police authorities do to ensure this is being delivered?

· Monitor call handling performance

· Monitor compliance with graded response policies/strategy
· Monitor relevant complaints data to ensure that services are being delivered to the expected standard and within the target timescales.
· Ensure that an appropriate appointments system is in place and has, ideally, been developed in consultation with service users and is robustly adhered to through force systems and processes.
· Monitor local satisfaction and confidence rates linked to the quality of force incident response.
Pledge Point 7

Arrange regular public meetings to agree your priorities, at least once a month, giving you a chance to meet your local team with other members of your community. These will include opportunities such as surgeries, street briefings and mobile police station visits which will be arranged to meet local needs and requirements.

Force functions/activity that could have a direct impact on delivery of this Pledge point include:

· Stand alone NPT public meetings or joint with other agencies/groups/community organisations

· Map communities – in order to identify the best way of engaging with them, some may not respond well to structured public meetings

· Advertising and publicity of meetings/events/other opportunities to engage with the team
· Partnership structures for engaging

· Trained facilitators and chair people to ensure effective and inclusive meetings

· Feedback mechanisms for activity carried out on previous community actions
· Production of appropriate data and information for audience type
· Consultation/engagement strategy – either at force level or command unit level.
Gaps identified nationally

· Arranging public meetings once a month is not sufficient, forces should ensure that they are effective and serve the purpose they are designed for, this may include providing training in chairing and facilitation skills, ensuring the purpose of the meeting is clear for those attending and consistent presentation of data and crime figures. 

· Avoid setting vague or generic priorities, where possible pinpoint geographical locations and specific problems.
What can police authorities do to ensure this is being delivered?
· Make links to the implementation of Pledge points 1 and 2 (accessibility, media, marketing, publicity)

· Dip sampling/reality checks of meetings to measure effectiveness and professionalism

· Use of both PA Elected and Independent Members to gauge public response and direct link to local problems.
· Monitor availability, accessibility and effectiveness of local meetings and priority setting process through local surveys and canvassing attendees.
· Development of a community engagement strategy, either jointly between the force and authority or separately, this should include reference to format and functions of public meetings, events, other engagement opportunities to ensure corporacy and professional delivery.

· Ensure partnership approaches and resources are pooled wherever possible, either through the formal alignment of engagement plans and strategies or, less formally, by using existing community meetings to discharge the target function. Crime and Disorder Reduction Partnerships and Local Strategic Partnerships have an obligation to consult directly with local communities and may have plans to run local focus groups or consultation fora, a joint approach would save police staff/officer time, money and effort

· Ensure information obtained from public meetings is fed into the intelligence system and the development of problem/target profiles.

Pledge Point 8

Provide monthly updates on progress and on local crime and policing issues. This will include the provision of crime maps, information on specific crimes and what happened to those brought to justice, details of what action we and our partners are taking to make your neighbourhood safer and information on how your force is performing. 

Force functions/activity that could have a direct impact on delivery of this Pledge point include:

· Closely linked to activity for Pledge point 7

· Website and media processes for advertising local offenders brought to justice

· Details of partner organisations involved such as CDRPs, CPS, CJS, etc

· Links to community justice schemes, payback, Justice Seen Justice Done, etc.
· Force communication/marketing strategy/activity.
Gaps identified nationally

· There is a need to ensure systematic feedback to communities of offenders brought to justice in their area.
· Need to start feeding back performance figures for Pledge to the wider public, tell people where promises are kept and where they are not – include improvement plans if promises not being kept.

What can police authorities do to ensure this is being delivered?
· Police authorities should work with LCJBs wherever possible to ensure co-ordination of information made available to local communities detailing offenders brought to justice and successes in dealing with local crimes.

· Examine co-ordination of information provided to communities by CDRPs, such as Community Payback Schemes, in order to increase public confidence in the CJS and partner agencies as a whole.  

Ensure crime mapping goes further than just providing statistics. An element of what is being done to improve reassurance for local communities should be presented along with associated CDRP and Local Authority activity. Again this can have a direct impact upon confidence levels among the local community.  

Pledge Point 9

If you have been a victim of crime, agree with you how often you would like to be kept informed of progress in your case and for how long. You have the right to be kept informed at least every month if you wish and for as long as is reasonable.

Force functions/activity that could have a direct impact on delivery of this Pledge point include:

· Victims charter, Victims choices, Victims Code of Practice
· Customer contracts and contact arrangements

· Measurement arrangements for the above

Gaps identified nationally

· Consider a specialist victim care role within forces
· Effective monitoring of the victim’s code of practice is essential
What can police authorities do to ensure this is being delivered?
· Monitoring and scrutiny of all relevant data, such as:
i. Victim satisfaction surveys

ii. iQuanta data

iii. Implementation of, and compliance with, the Victims Code of Practice

· Liaise with LCJB and victim support agencies to ensure that there is a co-ordinated approach to meeting the needs of victims and witnesses.
Pledge Point 10

Acknowledge any dissatisfaction with the service you have received within 24 hours of reporting it to us. To help us fully resolve the matter, discuss with you how it will be handled, give you an opportunity to talk in person to someone about your concerns and agree with you what will be done about it and how quickly.

Force functions/activity that could have a direct impact on delivery of this Pledge point include:

· Advertise widely methods for lodging complaints – telephone, letter, front counter, face to face, e-mail, etc and what happens to the complaints and the realistic timescales involve din making a compliant and getting a response.
· Produce process/flow chart and policy for dealing with complaints

· Policy for checking answer phone messages

· Record, monitor and track trends along with lessons learnt
· Service recovery from user satisfaction surveys

· Quality assurance dip sampling
Gaps identified nationally

· Need to ensure a systematic approach to managing general dissatisfaction and service recovery which collates information and include follow up action.

· More publicity is needed from forces to inform the general public about how to make general complaints and how they will be dealt with.

· More work needs to be done to capture, collate, analyse and learn from lower level direction and control complaints.
What can police authorities do to ensure this is being delivered?
· Regular monitoring of:
i. Complaints

ii. Dip sampling

iii. Informal/Local resolutions

iv. Satisfaction surveys

v. Letters of appreciation
Good Practice Examples
Humberside Police Authority Scorecard

Humberside Police Authority are monitoring, challenging and scrutinising Humberside Police activity to deliver against the Pledge by using a balanced scorecard to identify potential issues/gaps at an early stage through their existing committee scrutiny structure.
The scorecard compares performance against targets set by the Police Authority where appropriate and/or most similar group averages. Currently BCS data is used for the confidence measure but this will be replaced by local measures as they develop, this will show BCU level data as opposed to just Force wide and will allow Members to challenge at a local level.

There are a number of possible actions that can be taken if any issues/gaps are identified; these actions depend on the perceived risk of the issue/gap. These range from requesting an update from the Chief Constable or tasking a lead Member (where appropriate) to gather further information, through to a scrutiny process carried out by the Chair’s Co-ordination and Assurance Group over a time limited period.

The measures reflect the proposals in the HMIC rounded assessment model (specifically the domains of ‘local crime and policing’ and ‘confidence and satisfaction’) and will be continually updated as HMIC develops their process. The scorecard will be updated and presented to Members of the Communities and Partnership Committee on a quarterly basis.
An example of the scorecard is attached below.
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Lancashire Police Authority Pledge Mapping

In order to better understand how the Pledge fits in to existing governance arrangements Lancashire PA have mapped how their functions link to each of the Pledge points.

Thinking behind it-

The policing pledge promotion both locally and nationally has concentrated on service delivery by police officers. While LPA recognised the importance of that, they also wanted to showcase their role within the pledge to local residents.  To do that effectively there was a need to: 
· Align each of the pledge elements against their role as a PA 
· Reinforce the importance of public involvement in monitoring pledge aspects 
· Ensure links with resident involvement campaign - Investors in Policing 
· Showcase actions and outcomes as a result of listening to the public and monitoring performance 

Outcome:

Dedicated policing pledge website page on LPA site

Creation of a public document which aligns each pledge element against LPA role and functions 

Access:

It is a public document displayed on LPA website on the policing pledge page

It is used with partners to give them an understanding of where LPA fit within the policing pledge delivery plan

It outlines governance arrangements for officers/members and is a useful tool for new member induction (as it clearly defines LPA role/responsibilities in relation to the policing pledge)

Can be used within the force to help officers/staff understand the governance arrangements  

Policing Pledge – How the work of LPA links to each pledge element

	
	Pledge element


	Actions 

	1
	Always treat you fairly with dignity and respect ensuring you have fair access to our services at a time that is reasonable and suitable for you


	It is at the heart of the Constabulary's vision to consistently be the best police force in the country and the accessibility of policing services rests at the heart of that vision.

The Authority will oversee how the Constabulary aims to develop their policing services with this aim in mind. We have endorsed the Constabulary's commitment as shown in their Single Equality Scheme and progress will be monitored on a quarterly basis by our Human Resources committee. 

The Police Authority's ICV scheme feeds through to the Professional Standards Committee in respect of how detainees are dealt with whilst in custody.  Professional Standards also considers matters relating to incivility by officers and staff.

	2
	Provide you with information so you know who your dedicated Neighbourhood Policing Team are, where they are based, how to contact them and how to work with them.


	The Authority recognises residents as Investors in the Policing service through the payment of council tax. As investors you have the right to expect policing to be responsive and reflective of your needs, concerns and priorities where you live. 

The Authority will closely monitor the delivery of neighbourhood policing through its external relations committee and will regularly consult with the public to gain feedback on policing experienced through surveys, consultative events, road-shows focus groups and discussion within communities. 

We will also scrutinise the Constabulary's media and marketing activity –inclusive of internal/external and intranet/internet communications to ensure that the public and all constabulary officers and police staff understand the pledge and how it relates to their role and function. 

	3
	Ensure your Neighbourhood Policing Team and other police patrols are visible and on your patch at times when they will be most effective and when you tell us you most need them. We will ensure your team are not taken away from neighbourhood business more than is absolutely necessary. They will spend at least 80 per cent of their time visibly working in your neighbourhood, tackling your priorities. Staff turnover will be minimised.


	Over the last 5 years, the Authority with support of Lancashire residents has invested in the delivery of Neighbourhood Policing through increases in council tax. That investment has seen officer numbers rise across Lancashire with the appointment of over 100 dedicated Community Beat Managers' as part of neighbourhood policing teams.

One aspect which will be monitored closely by the Authority will be abstractions from Neighbourhood Policing Teams. The Constabulary has a clear policy to reduce abstractions and to ensure officers are responsive to the needs of local communities.

The Authority's Planning and Performance Review Committee considers the Quarterly Performance Bulletin which provides details on performance in a number of areas, one of which is frontline policing.  The current measure for frontline policing was jointly developed by the Authority and the Constabulary.  

The Committee also receives reports on the Constabulary's visibility strategy and formal reports are regularly considered by members. 



	4
	Respond to every message directed to your Neighbourhood Policing Team within 24 hours and, where necessary, provide a more detailed response as soon as we can.


	Details of how to contact local officers are available on the Constabulary's website.

The Authority will closely monitor the delivery of neighbourhood policing through its external relations committee and will regularly consult with the public to gain feedback on policing experienced through surveys, consultative events, road-shows focus groups and discussion within communities. 

	5
	Aim to answer 999 calls within 10 seconds, deploying to emergencies immediately giving an estimated time of arrival, getting to you safely, and as quickly as possible. 

Since Lancashire is both an urban and rural we aim to get there in 15mins in an urban area and 20mins in a rural.


	The constabulary has made significant progress in the way that calls are dealt with and this has been in part to the Authority setting robust targets for the constabulary to achieve.

The Authority monitors calls handling performance targets on a quarterly basis.  Some years ago it had come to the Authority’s attention that call handling in Lancashire could be improved.  Challenging performance targets were agreed and, in response, year by year performance has increased and overall performance now stands at 92.2% of emergency calls answered within 10 seconds and 95.1% of non-emergency calls answered within 40 seconds.

	6
	Answer all non-emergency calls promptly. If attendance is needed, send a patrol giving you an estimated time of arrival and:

• If you are vulnerable or upset aim to be with you in 60 minutes If you are calling about an issue that we have agreed with your community will be a neighbourhood priority and attendance is required, we will aim to be with you within 60 minutes.

• Alternatively, if appropriate, we will make an appointment to see you at a time that fits in with your life and within 48 hours.

• If agreed that attendance is not necessary we will give you advice, answer your questions and/or put you in touch with someone who can help.
	Call handling is scrutinised on a quarterly basis through the Improvement and Scrutiny Group and Planning and Performance Review Committee.  Additional in-depth scrutiny of call handling will take place through the scrutiny planning process (QUEST).  A report on QUEST 1 evaluation (QUEST 1 in Lancashire revolved around call management and incident deployment) was recently submitted to Planning and Performance Committee and monitoring of this will continue with further reports submitted in due course. 

	7
	Arrange regular public meetings to agree your priorities at least once a month, giving you a chance to meet your local team with other members of your community. These will include opportunities such as surgeries, street briefings and mobile police station visits which will be arranged to meet local needs and requirements.


	The Constabulary deliver Police and Community together meetings (PACT) across all neighbourhood areas in Lancashire at least once a month. 

The Authority receives quarterly reports to its external relations committee about PACT which highlights the headline measures relating to the Divisional implementation of Neighbourhood Policing.  The information in this report is used by the Authority to monitor progress and enable the Constabulary to report how the outcomes contribute to corporate, divisional and partners planning processes.

	8
	Provide monthly updates on progress, and on local crime and policing issues. This will include the provision of crime maps, information on specific crimes and what happened to those brought to justice, and details of what action we and our partners are taking to make your neighbourhood safer and information on how your force is performing


	The Authority works closely with partner agencies including local councils and Crime and Disorder Reduction Partnerships across Lancashire, to set local plans to tackle crime and anti social behaviour and to make people aware of the crime trends. 

The Authority's publishes a Local Policing Summary which is delivered to every household in Lancashire. Each year, it also publishes, in consultation with the Chief Constable, a Local Policing Plan which reflects what local people have told us is important to them and explains how their policing needs will be met in the coming year. These plans identify the priorities and the performance targets set for the Constabulary. 

As the Authority we regularly ask the public about their confidence via our 4000 strong resident's panel and by running Supermarket road shows across the county.  We also work in partnership to deliver consultative events and share information with our crime and disorder partners to ensure a better service to residents.  

	9
	If you have been a victim of crime agree with you how often you would like to be kept informed of progress in your case and for how long. You have the right to be kept informed at least every month if you wish, and for as long as is reasonable.


	The Authority has two members who have been allocated areas of special interest linked to victims and witnesses / restorative justice and criminal justice.  Members present reports on their activity relating to their specialist interest areas on a quarterly basis to Police Authority. 

Members are also involved in divisional Quarterly Performance Review meetings. Here, any matters relating to victims of crime processes are discussed.  These would then be fed back through the Improvement and Scrutiny Group, where any trends would be identified and fed through to the Planning and Performance Review Committee.

	10
	Acknowledge any dissatisfaction with the service you have received within 24 hours of reporting it to us. To help us fully resolve the matter, discuss with you how it will be handled, give you an opportunity to talk in person to someone about your concerns and agree with you what will be done about them and how quickly.


	The Constabulary has a process in place to deal robustly with complaints about police officers and staff. The Authority has a specific committee 'Professional standards' which is used to monitor how the Constabulary deals with complaints, including the timeliness of the complaints activity. 

Our role is to ensure that complaints are dealt with fairly and where needed, make recommendations to improve the way complaints and other elements of dissatisfaction that are received across the organisation are responded to.

You can tell us what you think of the Constabulary's service through the Contact Us section of the website. 

	
	We want to do our best for you, but if we fail to meet our Pledge we will always explain why it has not been possible on that occasion to deliver the high standards to which we aspire and you deserve.


	As identified at point 10, the Authority will be working to identify the most efficient and effective way to capture dissatisfaction with policing services and ensure that the Constabulary can respond to it. 

The Authority is committed to ensuring that residents are provided with the best possible police service. Our role is to ensure that Lancashire Constabulary deliver policing services that are responsive, adaptable and relevant to residents while delivering value for money. 


South Yorkshire Police Authority - Reality Checks of PACT Meetings

South Yorkshire Police Authority have committed to carrying out reality checks on PACT meetings attended by South Yorks police where they identify and feedback on local priorities.

South Yorks police use a combination of NPT arranged meetings and community groups to meet the public and agree on priorities for action/resolution. The Authority has agreed to act as a critical friend to assess the effectiveness of these meetings for reaching the community, inclusiveness, professionalism, publicity and partner involvement. This will also be used as a way of ‘feeling for real’ whether or not the Pledge is having the desired impact on local communities. 

Cleveland Police Authority – Elected Member feedback
Cleveland’s Elected Members decided early in the Pledge implementation process that they had a role to play in delivering the Pledge and Pledge awareness within the local community. They have also held awareness events and briefed their councillor colleagues in the local authorities so that they can ‘spread the word’ of the Pledge through their contact with the electorate at council meetings, surgeries, patch walks, etc. This is also a good way of measuring the effect of delivery on local people.

Members also make unannounced visits to NPT bases to speak to the staff about their awareness and delivery of the Pledge, this activity doubles up as a visual audit of NPT bases to see what information is on display to the public and how accessible the building is.
West Yorkshire Police Authority - Pledge Survey  
As part of their oversight and community consultation role, West Yorkshire PA have put together a draft Policing Pledge Survey, which covers areas that monitoring information from the Force does not currently cover. It also collects valuable perception data and takes into account the recent initial HMIC inspection findings. The survey will be distributed to a random sample of 10,000 people.

The survey collects opinion on such topics as:

· Awareness of the Policing Pledge

· Awareness of public meetings held by the local police

· Knowledge of local priorities

· How easy it is to contact local neighbourhood teams

· Crime mapping systems

· Dissatisfaction with service received.

Humberside Police Authority – Mystery Shopper Exercise

Humberside Police Authority have recently tasked a local agent to carry out mystery shopper exercises in order to test force compliance with Pledge points 1, 2, 4, 6, 7, 8 and 10. Activity will include visits to police stations and public meetings along with telephone and internet based research.

More details of the activity are included in the table below.
	Pledge Promise
	Scrutiny Process

	ONE-Always treat fairly with dignity and respect and ensuring you have fair access to our services at a time which is reasonable and suitable for you.
	Personal visits to police buildings during which a set question in respect of service delivery is asked of the staff present. Commentary on encounters with and attitude of staff. Test accessibility (i.e. disabled parking, hearing loop etc)

	TWO-Provide you with information so you know who your dedicated neighbourhood policing team are, where they are based, how to contact them and how to work with them.
	Research via-Personal visit to NPT Base, telephone call, web site visit (by PA), visit to locality to check community notice-boards (25% each).

	FOUR-Respond to every message directed to your Neighbourhood Policing Team within 24 hours and, where necessary, provide a more detailed response as soon as we can
	One personal telephone call to each NPT team requesting someone returns a call to them regarding a specific policing matter.

	SIX-Answer all non-emergency calls promptly.  If attendance is needed, send a patrol giving you an estimated time of arrival and: If you are vulnerable or upset aim to be with you within 60 minutes.  If you are calling about an issue that we have agreed with your community will be a neighbourhood priority (listed below) and attendance is required, we will aim to be with you within 60 minutes. Alternatively, if appropriate, we will make an appointment to see you at a time that fits in with your life and within 48 hours. If agreed that attendance is not necessary we will give you advice, answer your questions and or put you in touch with someone who can help. 
	To be tested through sampling of pledge four.

	SEVEN-Arrange regular public meetings to agree your priorities, at least once a month, giving you a chance to meet your local team with other members of your community.  These will include opportunities such as surgeries, street briefings and mobile police station visits which will be arranged to meet local needs and requirements.  
	PA Secretariat will draw up schedule and check that each team has published date/time of next meeting. Personal attendance to sample meetings. .  

	EIGHT-Provide monthly updates on progress, and on local crime and policing issues.  This will include the provision of crime maps, information on specific crimes and what happened to those brought to justice, details of what action we and our partners are taking to make your neighbourhood safer and information on how your force is performing.
	To be sampled via personal visits to police stations, research on the force web site, during attendance at public meetings and by telephone call to request information on a specific crime/court case.

	TEN-Acknowledge any dissatisfaction with the service you have received within 24 hours of reporting it to us.  To help us fully resolve the matter, discuss with you how it will be handled, give you an opportunity to talk in person to someone about your concerns and agree with you what will be done about them and how quickly. 
	To be sampled via telephone call requesting supervisor rings to discuss desire to complain about poor service/incivility. Caller to request information when called back as to how a complaint can be resolved. 


Humberside Police Authority – Dip Sampling of Complaints

As part of the ongoing complaints dip-sampling process, and to test the Force’s progress on dealing with complaints under Pledge Point 10, information is now requested from each of the BCUs/Divisions and Branches of Humberside Police on their system for replying to complainants in order to meet the Pledge requirement.
In addition to the standard dip sampling record sheet (attached below), members carrying out the sampling are briefed to test progress on Pledge 10 by making enquiries as follows:

· Have all complaints that you have studied today been acknowledged within 24 hours of their receipt by the Force?

· Is ownership of every call/message clear, with personal replies provided to the caller, and that discuss concerns and resolutions in a timely manner?

· What is the BCU/Division/Branch’s system for replying to complainants within 24 hours (7 days a week) of receiving the complaint?

· What analysis is made of complaints received within the BCU/Division/Branch including key factors and any high propensity of occurrence?

· How are key dissatisfaction issues addressed at the BCU/Division/Branch level and how are they escalated to Force level?

DIRECTION AND CONTROL COMPLAINTS DIP SAMPLING

Visiting Member Record Sheet

Date of Police Authority Inspection:


……………………………………………………………………

Name of Police Authority Member Inspecting:

…………………………………………………………………….

Police Authority Secretariat Staff Member Present:
……………………………………………………………………

Divisional/ Branch Liaison Officer Present:

…………………………………………………………………….

Division/Branch:





…………………………………………………………………….

[For Secretariat completion: files offered


…………………………………………………………………….

for dip sampling but not reviewed]

Notes

1. Information and guidance is available in the Guidance Note which poses the questions Members need to ask when scrutinising the files.


2. If you have any queries during your visit, please discuss with Secretariat staff/Divisional/Branch Liaison Officer..


3. Each Member to complete one form per visit and hand to Secretariat staff member/Liaison Officer on departure.


4. Divisional/Branch Liaison Officer to then complete their section where appropriate before returning form to the Police Authority Secretariat for compiling into report for Human Resources Committee.

Files Examined

1.
File Ref No.  ………………………………
	
	
	Issues raised with Liaison Officer
	
	Action taken by Division/Branch 

(for completion by Liaison Officer)

	Recording of Complaint - 
Quality of Completion of F1097
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Handling of Complaint - 
informing the Complainant
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Response to Complainant
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Lessons Learnt
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Trends Over Time
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	General Comments
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Northumbria Police Authority – Shadow Youth Authority
The introduction of a shadow ‘Youth Authority’ bringing a young persons perspective to the work of the Northumbria Police Authority (NPA) has the potential to bring a new outlook to oversight and monitoring of citizen focus and the pledge in relation to young people.

The establishment of a Youth Authority would allow NPA to:

· gain a better understanding of the issues facing young people in Northumbria; 

· secure active involvement of young people in the NPA decision making process and encourage active involvement in local democracy;

· promote the work of the authority and force; and

· meet our duty to ‘make arrangements to obtain views of the community on policing and to obtain co-operation with the police in preventing crime’.

Police Authority members agreed to the establishment of a ‘Youth Authority’ which would be based on a membership of young people up to the age of 18.  Members will be appointed from the six youth councils/ assemblies, co-terminus with local authority boundaries, operating in the Northumbria area.  

Work is underway this summer to secure membership with a view to launching the Youth Authority in Autumn 2009.  When recruiting members it is very important that we are clear about how the Youth Authority will work, why now and how young people can feel that they are part of a decision making process.

The development and role of the authority will be influenced by the young people themselves including:

· Naming the Youth Authority and agree the terms of reference and ways of working

· Agreeing a structure which may focus on subjects such as community safety, service improvement and equalities.

· The number of meetings a year and venues across Northumbria 

· Involvement in engagement and consultation including a potential for peer research – taking questionnaires to their place of living or learning 

· Maintaining regular contact via new technologies and will feedback information using the ‘you said, we did’ model

· Supporting the development of specific projects including a Youth Policing Plan and an annual Youth Conference

Northumbria Police Authority – Monitoring and Scrutiny of Dissatisfaction Complaints via Professional Standards Committee

To ensure a robust system is in place, which allows robust scrutiny of dissatisfaction complaints made against Northumbria Police Force by Northumbria Police Authority members. This will allow members to:

· Identify patterns of complaints against type of complaint received and geographic location of complaint to identify ownership;

· the timeframe any complaints are dealt with;

· link in and compliment monitoring around the broader citizen focus requirements of the Authority, particularly around the treatment of customers and the development of our police workforce to ensure the four hallmarks of citizen focus are adhered to; and

· quality check case files quarterly by members on site at the Force.

The Professional Standards Committee receives quarterly reports on the process for the independent investigation of complaints and misconduct matters concerning police officers and police staff, as regulated by the Police Reform Act 2002 and the Police (Conduct) Regulations 2004. The Police Authority has an oversight role, which involves examining statistics and individual cases. Information concerning suspensions is collated and analysed on a monthly basis to enable overall trends to be identified and remedial action taken where appropriate.

The reports received are as follows:-

· Statistics relating to complaints against police;

· Details of police officers and police staff currently suspended from duty;

· Details of misconduct enquiries recorded relating to police officers and police staff;

· Details of misconduct enquiries finalised relating to police officers and final written warnings relating to police staff;

· Details of complaints against police officers and police staff recorded; and

· An analysis of the complaints received.

Using a combination of the quarterly reports and dip sampling of completed case files allows us to robustly scrutinise and challenge all complaints and misconduct matters made about Northumbria Police.

Statistics relating to complaints against police for each quarter are presented quarterly to the Police Authority Professional Standards Committee. That information is noted and detailed explanations of significant changes in the number of complaints received together with any implications for the force or actions taken are provided.

Members also visit the Professional Standards Department at Force Headquarters quarterly on a rota basis to scrutinise a sample of completed case files. This is to determine whether or not proper procedures were followed and an appropriate approach was being taken to complaints and misconduct.

With a Police Authority model of the majority of PA members sitting on all PA committees, this process compliments scrutiny of Citizen Focus undertaken by the Authority Audit and Scrutiny Committee. This allows all members to build knowledge and expertise across themes. For example monitoring of the citizen focus agenda through Audit and Scrutiny and Citizen Focus Committees and the progress against the Policing Pledge allows for complaints against officers to be monitored against Policing Pledge internal targets.
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