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REPORT OF THE CHIEF CONSTABLE

AUTHORS OF THE REPORT: 
Helen Johnson & Dominique Black (Tel: 0115 967 2069) 

Market Research, HQ (CDD). 

TITLE OF REPORT: 

CONSULTATION REPORT
1.
EXECUTIVE SUMMARY:

1.1
This report DOES NOT require decisions of members.
1.2 To update members on the findings of public consultation undertaken between January, February and March 2008, this data relates to victims who reported crimes / incidents in November, December 2007 and January 2008.

2.
EXAMINATION OF ALTERNATIVE OPTIONS:
2.1
Does not apply.

3.
RECOMMENDATIONS:

3.1       That the report be noted.

4.
BACKGROUND:

4.1 The Nottinghamshire Police Authority and Nottinghamshire Police 5 Year Consultation Strategy was published in October 2001.  As part of this strategy HQ (CDD) Market Research undertake to provide a quarterly update report to the Police Authority Community Engagement Committee.

4.2 The key recommendations in relation to each aspect of PPAF 1a-1e and 3a are presented in the appendices for information.  Monitoring performance through surveys conducted to service PPAF1a-1e and 3a forms the basis for assessing the impact of this work.

5.
FINANCIAL IMPLICATIONS:

5.1
There are no direct financial implications arising from this report.
6.
LEGAL IMPLICATIONS:


6.1
Does not apply.
7.
PERFORMANCE IMPLICATIONS: 

7.1
Performance implications will be provided in the paper that accompanies this report. 
8.
POLICING PLAN PRORITIES THIS REPORT RELATES TO:

8.1 Citizen Focus

9.
COMMUNITY ENGAGEMENT ISSUES:

9.1 The paper that accompanies this report provides an outline of the results of public consultation undertaken by Nottinghamshire Police Market Research Section to service PPAF 1a-1e and 3a. Data presented has been collected on a monthly rolling programme and the dates given in relation to each category reflect the dates when the incident actually occurred.  

Specifically, the report provides the results of consultation with the following:

· Victims of Anti Social Behaviour 

· Victims of Violent Crime                            

· Victims of Burglary                          


· Victims of Vehicle Crime***  
 

· Victims of Road Traffic Collisions    


· Victims of Racist Incidents           

9.2
The requirements for user satisfaction surveying 2007/08 are structured around a mandatory framework of core questions, seeking satisfaction responses across identified stages of user contact: first contact, actions, follow-up, treatment and whole experience.

The user groups included for 2007/8 were victims involved in:

· Anti Social Behaviour 

· Burglary Dwelling 

· Violent crime 

· Victim of Vehicle Crime ***  

· Road traffic collisions 

· Racist incidents 

*** The Vehicle Crime survey is conducted with victims of theft from a vehicle and victims of theft of a vehicle as per Home Office guidelines. The results are shown separately in the accompanying report.

10.
CRIME AND DISORDER IMPLICATIONS: 


10.1
Does not apply
11.
DIVERSITY AND EQUALITY IMPLICATIONS:
11.1
Does not apply
JULIA HODSON

Chief Constable

12.
BACKGROUND PAPERS AVAILABLE FOR INSPECTION:

12.1
None


13.
APPENDICES:

13.1
Appendix A: 
PPAF 1a – 1e and 3a Public Consultation Summary Quarter 3.

13.2 Appendix B: 
Making Use of Survey Data.

13.1 Appendix A

The information provided in this paper relates to the current data available on iQuanta (the Policing Performance Analysis website provided by the Home Office). At the end of May 2008 each force provided the Home Office data collected in quarter 3 (telephone interviews conducted in January, February and March 2008), this data relates to victims who reported crimes / incidents in November, December 2007 and January 2008.

The table below provides an overview of the 12-month rolling average position from February 2007 to January 2008 across each of the Statutory Performance Indicators. 

Statutory Performance Indicators 1a – 1e

Victim Satisfaction: Current performance (12 month rolling)

	Reporting period: February 2007 to January 2008

	Performance vs

Target
	Initial contact
	Action taken
	Kept informed
	Treatment
	Overall service

	
	%
	Target
	%
	Target
	%
	Target
	%
	Target
	%
	Target

	Force
	93%
	90%
	75%
	80%
	57%
	85%
	88%
	90%
	77%
	80%

	A Division
	92%
	No target
	71%
	80%
	54%
	85%
	86%
	90%
	74%
	80%

	B Division
	92%
	No target
	76%
	80%
	58%
	85%
	88%
	90%
	78%
	80%

	C Division
	95%
	No target
	74%
	80%
	55%
	85%
	86%
	90%
	74%
	80%

	D Division
	94%
	No target
	78%
	80%
	63%
	85%
	92%
	90%
	81%
	80%


The table shows Statutory Performance Indicator 1a (Initial Contact) is the highest performing area for this period; the force has now reached and maintained its target.  D Division has reached the targets for SPI 1d and SPI 1e and is within 2% of reaching the target for SPI 1b.  All four BCU’s have maintained high levels of satisfaction for SPI 1a contributing to the Force level target being met.  Across SPI’s 1b through to 1e, A Division is currently furthest away from reaching each of the four targets.  At Force level for SPI 1c, satisfaction levels are currently 28% below the set target.  Each of the Divisions are currently between 22 and 31 percent below target highlighting that SPI 1c continues to be a key developmental area for the Force.   

Please note that both the anti social behaviour and racist incidents surveys do not form Statutory Performance Indicators 1a – 1e. Racist incidents are measured under SPI 3a and anti social behaviour incidents are measured as a key diagnostic indicator as prescribed by the Home Office.

The following five tables provide both the number and percentage of respondents who were completely, very or fairly satisfied across each of the satisfaction measures within the user satisfaction surveys.  As was requested at the March 2008 Community Engagement Committee meeting, data illustrating the number of respondents who stated that they were neither satisfied nor dissatisfied and those who were completely, very or fairly dissatisfied has been presented.  The tables include all crime / incident types surveyed by Market Research in January, February and March 2008, these relate to victims who reported crimes / incidents in November, December 2007 and January 2008. 

November, December 2007 and January 2008 crimes / incidents:

Initial Contact

	
	Number of respondents who said they were completely, very or fairly satisfied
	Total number of respondents (excluding don’t knows)
	Percentage of respondents who were completely, very or fairly satisfied

	Anti Social Behaviour
	162
	183
	88.5%

	Burglary Dwelling
	121
	129
	93.8%

	Racist Incidents
	68
	81
	84.0%

	RTCs
	36
	39
	92.3%

	Vehicle Crime **
	304
	324
	93.8%

	Violent Crime
	94
	105
	89.5%


	
	Number of respondents who said they were completely, very or fairly dissatisfied
	Number of respondents who said they were neither satisfied nor dissatisfied
	Total number of respondents (excluding don’t knows)
	Percentage of respondents who were completely, very or fairly dissatisfied

	Anti Social Behaviour
	14
	7
	183
	7.7%

	Burglary Dwelling
	5
	3
	129
	3.9%

	Racist Incidents
	8
	5
	81
	9.9%

	RTCs
	3
	0
	39
	7.7%

	Vehicle Crime **
	10
	10
	324
	3.1%

	Violent Crime
	6
	5
	105
	5.7%


Action Taken

	
	Number of respondents who said they were completely, very or fairly satisfied
	Total number of respondents (excluding don’t knows)
	Percentage of respondents who were completely, very or fairly satisfied

	Anti Social Behaviour
	134
	171
	78.4%

	Burglary Dwelling
	145
	165
	87.9%

	Racist Incidents
	75
	103
	72.8%

	RTCs
	135
	152
	88.8%

	Vehicle Crime **
	259
	377
	68.7%

	Violent Crime
	148
	211
	70.1%


	
	Number of respondents who said they were completely, very or fairly dissatisfied
	Number of respondents who said they were neither satisfied nor dissatisfied
	Total number of respondents (excluding don’t knows)
	Percentage of respondents who were completely, very or fairly dissatisfied

	Anti Social Behaviour
	30
	7
	171
	17.5%

	Burglary Dwelling
	10
	10
	165
	6.1%

	Racist Incidents
	16
	12
	103
	15.5%

	RTCs
	10
	7
	152
	6.6%

	Vehicle Crime **
	69
	49
	377
	18.3%

	Violent Crime
	46
	17
	211
	7.6%


Kept Informed

	
	Number of respondents who said they were completely, very or fairly satisfied
	Total number of respondents (excluding don’t knows)
	Percentage of respondents who were completely, very or fairly satisfied

	Anti Social Behaviour
	120
	173
	69.4%

	Burglary Dwelling
	114
	163
	69.9%

	Racist Incidents
	67
	105
	63.8%

	RTCs
	107
	151
	70.9%

	Vehicle Crime **
	212
	377
	56.2%

	Violent Crime
	125
	213
	58.7%


	
	Number of respondents who said they were completely, very or fairly dissatisfied
	Number of respondents who said they were neither satisfied nor dissatisfied
	Total number of respondents (excluding don’t knows)
	Percentage of respondents who were completely, very or fairly dissatisfied

	Anti Social Behaviour
	37
	16
	173
	21.4%

	Burglary Dwelling
	25
	24
	163
	15.3%

	Racist Incidents
	22
	16
	105
	21.0%

	RTCs
	24
	20
	151
	15.9%

	Vehicle Crime **
	79
	86
	377
	21.0%

	Violent Crime
	60
	28
	213
	28.2%


Treatment
	
	Number of respondents who said they were completely, very or fairly satisfied
	Total number of respondents (excluding don’t knows)
	Percentage of respondents who were completely, very or fairly satisfied

	Anti Social Behaviour
	163
	180
	90.6%

	Burglary Dwelling
	149
	164
	90.9%

	Racist Incidents
	94
	106
	88.7%

	RTCs
	141
	152
	92.8%

	Vehicle Crime **
	338
	381
	88.7%

	Violent Crime
	192
	212
	90.6%


	
	Number of respondents who said they were completely, very or fairly dissatisfied
	Number of respondents who said they were neither satisfied nor dissatisfied
	Total number of respondents (excluding don’t knows)
	Percentage of respondents who were completely, very or fairly dissatisfied

	Anti Social Behaviour
	5
	12
	180
	2.8%

	Burglary Dwelling
	9
	6
	164
	5.5%

	Racist Incidents
	7
	5
	106
	6.6%

	RTCs
	4
	7
	152
	2.6%

	Vehicle Crime **
	21
	22
	381
	5.5%

	Violent Crime
	11
	9
	212
	5.2%


Whole Experience
	
	Number of respondents who said they were completely, very or fairly satisfied
	Total number of respondents (excluding don’t knows)
	Percentage of respondents who were completely, very or fairly satisfied

	Anti Social Behaviour
	141
	179
	78.8%

	Burglary Dwelling
	141
	164
	86.0%

	Racist Incidents
	83
	106
	78.3%

	RTCs
	135
	153
	88.2%

	Vehicle Crime **
	293
	382
	76.7%

	Violent Crime
	151
	212
	71.2%


	
	Number of respondents who said they were completely, very or fairly dissatisfied
	Number of respondents who said they were neither satisfied nor dissatisfied
	Total number of respondents (excluding don’t knows)
	Percentage of respondents who were completely, very or fairly dissatisfied

	Anti Social Behaviour
	23
	15
	179
	12.8%

	Burglary Dwelling
	12
	11
	164
	7.3%

	Racist Incidents
	11
	12
	106
	10.4%

	RTCs
	7
	11
	153
	4.6%

	Vehicle Crime **
	53
	36
	382
	13.9%

	Violent Crime
	33
	28
	212
	15.6%


** = Vehicle Crime includes theft of and theft from a motor vehicle.

Initial contact remains to be the highest performing area for each of the crimes / incidents Market Research survey - this has an average satisfaction level of 90.3% across the survey types.  Satisfaction levels for keeping victims informed averages at 64.8%, which is a 10.2% increase on the last reported quarter - quarter 3 (note – increases between quarters are not statistically significant, 12 month rolling figures would need to be monitored for statistically significant changes).  Figures show that each of the six crime types has had an increase for SPI 1c (when comparing current figures with quarter 3); the biggest increases are evident for victims of Anti Social Behaviour (33.1% increase) and Road Traffic Collisions (11.5% increase).  Burglary dwelling and road traffic collisions are the two survey types where victims report the highest levels of satisfaction for the whole experience.  

Inclusion of data showing victims levels of dissatisfaction and whether those surveyed stated that they were neither satisfied nor dissatisfied provides a comprehensive illustration of current satisfaction levels.  The above tables indicate that Violent Crime has the lowest percentage of victims who are satisfied with the overall service received however, this crime type also has the largest proportion of victims who stated that they were neither satisfied nor dissatisfied with the whole experience (28 people / 13.2%).  

Appendix B
Making Use of Survey Data

Market Research pass on full survey results to each of the four divisions on a monthly basis. This information is provided to each Audit Team so they can respond to the feedback the force receives in relation to individual officers / staff. The survey results shared with the divisions exclude victims who have expressed that they do not consent for their individual responses to be passed on. Since the Community Engagement Committee in September 2007, Market Research have developed a process to pass user satisfaction data to divisions on a weekly basis, this means minimal time delays for respondents who require further information relating to their crime / incident. The monthly overviews are still provided alongside this weekly process.

As reported in the April Committee paper C Division has been provided with detailed information, which allowed the details of the officer involved in any case (that was surveyed) since April 2007 to be easily accessed.  This has enabled the division to evaluate individual performance based on a large sample size.   Specifically, the data is to be examined (within the City Strategy and Business Development Team) to identify developmental feedback to officers who have dealt with victims reporting dissatisfaction. 

The sample size of the user satisfaction surveys is to be increased starting in June 2008; this is being made possible through the recruitment of two additional telephone interviewers.  The recruitment process for a further two telephone interviewers is currently in place.  The aim of taking on further staff is to promote understanding of the user satisfaction data down to LAC level.

Customer satisfaction levels – data submitted for Policing Plan

For the purpose of this report, as agreed with the Police Authority, quarterly data is provided on user satisfaction levels.  Market Research provided information in May for the Policing Plan outlining top-level information on the most current data available (up to February 2008); the table below outlines improvements in terms of user satisfaction levels:

February 2007 – February 2008: SPI’S 1a – 1e

	Statutory Performance Indicator
	February 2007
	February 2008
	Increase
	Target

	SPI 1a Initial Contact
	87%
	93%
	+ 6%
	90%

	SPI 1b Action Taken
	72%
	75%
	+ 3%
	80%

	SPI 1c Kept Informed
	56%
	58%
	+ 2%
	85%

	SPI 1d Treatment
	85%
	88%
	+ 3%
	90%

	SPI 1e Overall service
	74%
	77%
	+ 3%
	80%


Essentially, all of the five Statutory Performance Indicators have improved when comparing data from February 2007 with February 2008.  The above table demonstrates that at the end of February 2008, satisfaction levels for SPI 1d were just 2% under target and 3% under the set target for satisfaction with overall service.  

Notably, initial contact has had the biggest increase and Nottinghamshire Police are currently 3% above the target in this area.  In terms of keeping victims informed, two crime types in particular have had substantial increases in satisfaction in this area - theft from motor vehicle has risen from 46% (February 2007) to 54% (February 2008) satisfied; and violent crime satisfaction has risen from 52% (February 2007) to 57% (February 2008) satisfied.  These figures highlight that there have been improvements for SPI 1c, generating a positive impact on overall, force level data.

APACS User satisfaction surveys

The APACS guidelines included amendments to the user satisfaction surveys in terms of additional questions and rewording of existing questions.  The surveys have been modified and set up to include all of the relevant changes; the new surveys come into practice during the first working week of June 2008 as per Home Office guidelines.

APACS User satisfaction surveys:  Anti Social Behaviour User Satisfaction

As per APACS guidelines, user satisfaction surveys on victims of anti-social behaviour no longer have a statutory requirement to be carried out.  However, as has been identified through Neighbourhood Policing within Nottinghamshire, ASB is a local priority therefore victims will continue to be surveyed in order to gather information on the service being provided and subsequent satisfaction levels.

Additional Community Consultation

Additional consultation work in the form of focus groups is to be undertaken with victims of anti social behaviour and violent crime.  Four focus groups are planned with victims who were initially contacted to take part in the user satisfaction surveys.  Those who were interviewed and stated that they would be willing to take part in future research were contacted and invited to attend a focus group.  Initial figures show that 29 violent crime victims and 30 ASB victims are to attend a focus group however, due to the nature of the research, it is anticipated that actual attendance figures may be lower.

The questions to be asked at the focus groups will draw on themes from the British Crime Survey – those being perceptions and confidence levels in the local policing service.  The findings are to be consolidated in a report where key themes will be identified; the findings of the research will be presented at July’s Force Focus meeting.

As violent crime victims currently report the lowest levels of satisfaction in comparison to the other crime / incident types that are surveyed, conducting research in this area aims to provide a well-informed, up-to-date understanding of issues connected to victims of violent crimes.  A and B Division are due to be represented by victims residing within the two BCU’s when the focus groups take place on 4th and 9th June.  

Results from research with ASB victims are anticipated to link in with the ASB Strategy.  Two focus groups are scheduled for the 2nd and 5th of June with victims of Anti Social Behaviour where B, C and D Division are to be represented (if all participants attend).  

Black Minority Ethnic Satisfaction levels

Statutory Performance Indicator 3b refers to the satisfaction gap between white and BME victims where nationally, when surveyed white victims report higher levels of satisfaction in comparison to BME victims.

The most recent Citizen Focus performance tables developed by the Home Office illustrate that according to data ending September 2007, SPI 3b is a ‘poor and stable’ area for Nottinghamshire Police.  There is a work stream within force specifically focused on satisfaction of ethnic groups lead by Detective Chief Inspector Dave Giles.  Market Research have been working in conjunction with DCI Giles identifying issues related to SPI 3b, specifically, data was presented at April’s force performance meeting in relation to the white / BME satisfaction gap.  Data ending 31st December 2007 reveals that the satisfaction gap is 10.6%.  Using victim satisfaction survey data, a detailed end of year report is to be completed which will outline key issues in relation to BME satisfaction levels in anticipation of supporting the work stream led by DCI Giles.

Demand Management Staff Perception Survey 

Based on the Force wide staff perception survey that was carried out in 2006, Market Research carried out a staff perception survey to determine key issues apparent within Demand Management.  The work was commissioned as part of the Demand Management Project Board; the survey went out in February 2008 to staff within Demand Management. One hundred and seventy two staff members (61%) out of a possible total of 283 completed and submitted the questionnaire, which invited responses relating to nine key work related areas.  Providing a service and our performance, equality and diversity and communications are examples of the topics incorporated within the survey.

In terms of community engagement, staff illustrated that they feel confident and encouraged by the force vision, believing that positive change will improve working practices within Demand Management.  The majority of respondents (93.6%) strongly agreed / agreed that they put the needs of the customer first.  Such findings illustrate how Demand Management staff are highly customer focused which should hold positive implications with the user satisfaction survey data – in particular SPI 1a, ease of contact.

Nottinghamshire Listens Citizens Panel

In 2007 the County Council, with support from the district and borough councils, Nottingham City and other public sector partners, formed Nottinghamshire Listens citizens’ panel.  The panel is made up of a representative selection of people (8,000) who volunteer to fill in surveys and give their opinion about services, plans and policies.  Nottinghamshire Police has been involved in the citizens’ panel as it is a valuable resource to gather community views.  Phase two of the citizens’ panel is to commence in June 2008 with the survey to go out on 7th July 2008.  Nottinghamshire Police have two specific questions, which are as follows: 

Nottinghamshire Police and Police Authority are interested in what the public think about us. Our vision ‘Policing For You’ would like your views so we can be responsive to community and individual needs.

1.
Rate your level of confidence in Nottinghamshire Police.

Very high

Fairly high

Neither high nor low

Fairly low

Very low

2.
Please explain your answer:

__________________________

Additional questions supported by partners are also relevant to Nottinghamshire Police and are in the process of being finalised.  A draft report (to be completed by Ipsos MORI) is scheduled to be completed by the end of August 2008.

SPI 3a:  Racist Incident User Satisfaction data

Data relating to SPI 3a was presented at March’s force Focus meeting.  Analysis of user satisfaction data demonstrated that racist incidents are a developmental area for Nottinghamshire Police in terms of how satisfied victims are with the level of service they receive.  Subsequently, a number of actions were prompted as a result of the presentation, which all ultimately aim to improve satisfaction levels for victims of racist incidents.  SPI 3a will be revisited at a later date to determine if there has been a change in satisfaction levels.

The Place Survey

Market Research have been involved in the initial consultation stages regarding the Place survey which is to replace the Best Value User Satisfaction Survey.  Nottingham City Council is the current lead for the Government prescribed survey, which is scheduled to be sent to 3,000 city residents in September 2008.  Nottinghamshire County Council is to be consulted in June to determine whether the two councils will collaborate on the project.  

There are currently 10 policing related questions within the survey however discussions are to take place regarding the possibility of partners including additional questions relating specifically to their domain.  The analysis will be carried out by an independent agency with costs still to be discussed and finalised.  

Force Focus

The purpose of the monthly force Focus meeting is to drive the performance of the organisation through the assessment of performance against targets.  At May’s Focus meeting, data was presented relating to victim satisfaction levels for being kept informed (SPI 1c).  This topic remains to be a developmental area for many forces nationally when satisfaction levels are compared with other service areas such as ease of contacting the police.  Qualitative feedback from user satisfaction surveys were utilised for the purpose of the presentation which highlighted victim’s experiences of not being kept informed of progress after they had reported a crime / incident.  

Best practice was highlighted from D Division in terms of processes in place to improve how victims are updated.  D Division currently has the highest satisfaction levels for SPI 1c (65% satisfied).  Analysis also demonstrated that there is a high statistical probability that satisfaction levels will continue to increase on D Division, which will support an upward trend at force level in terms of satisfaction levels for victims being kept informed.  It was acknowledged that an implicit attitude within the force for officers to take responsibility and actively provide a follow up for victims could provide a positive impact on SPI 1c.

Citizen Focus information to be presented at June’s force Focus will provide an overview of year-end data.  Specifically, the relationship between detections, forensic evidence and subsequent satisfaction levels will be investigated to determine whether there are any evident key themes.

TellUs

The TellUs system within Nottinghamshire Police is profiled at the force Focus meeting to ensure that information provided by the public is fully utilised in order to provide a service that supports the force vision.  In preparation for May’s Focus meeting, information was distributed to key departmental heads outlining 5 illustrations from the system demonstrating how to log feedback / comments effectively.  The decision was made at the meeting in May that a TellUs user group is to be coordinated with support from D Division.  The objective of the group is for best practice to be shared within the force to ensure that the standard of records logged on the system meets requirements set out in the TellUs training manual.
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