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Objective

Action

Agreed Y/N - if no 

alternative/alternative

Measures

Timescale

Ensure community feedback is 

reflected in decision making 

and service delivery

Develop a force 

consultation and 

engagement strategy and 

supporting delivery plans

1

. Revise current 

consultation and 

engagement strategy to 

reflect SNT review and 

priority setting, Public 

Confidence Strategy and 

related marketing and 

communications. Safer 

Nottinghamshire Board 

project re CDRP 

engagement action plans 

and link to LSP. 

2. 

Develop Action Plans as 

Milestone public confidence 

target. Increased public 

satisfaction. Reduction in fear 

of crime. Place survey 

findings. 

1.
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2009

(PA

Community

Engagement

Committee)
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(PA

Community

Engagement Committee)

Flexibility & Responsiveness

Providing a truly flexible policing service that understands the needs of our communities and adapts the service to meet those needs

Objective

Action

Agreed Y/N - if no 

ammendments/alternative

Measures

Timescale

Adapt our services to 

understand and meet 

individual needs

Improve our engagement 

processes
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CDRP's

and

LSP's.

Prepare

detailed

Action
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Equality

Impact
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Quality
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target. Increased public 
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Reduction in fear of crime. 

Place survey findings.             
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Engagement

Committee)                              
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to

quarterly

PA

Community

Engagement

Committee.

Community & Individual Needs

Listening, through effective community engagement, to ensure our services meet local and individual priorities

Objective

Action

Agreed Y/N - if no 

amendments/alternative

Measures

Timescale

To further improve our 

community engagement 

activities

Develop a Force 

consultation and 

engagement strategy and 

supporting delivery plans

1.



Detailed

action

plans
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partners

as

per

Safer

Nottinghamshire

Board

project.



2.
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Confidence
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Plan

'collate
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already
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by

other

agencies

to

get

maximum

overall perspective across 

Milestone public confidence 

target. Increased public 

satisfaction Reduction in fear 

of crime. Place survey 

findings. 

1.



April

2010

(PA
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Engagement

Committee)                        

2.



TBC

as

per

Public

Confidence Strategy
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REPORT OF: CHIEF EXECUTIVE

(Author of the Report; Colin Handley, Policy Officer, 0115 9772958)

TITLE OF REPORT; REVISION OF POLICE AUTHORITY AND FORCE CONSULTATION AND ENGAGEMENT STRATEGY  
EXECUTIVE SUMMARY

This report 

DOES NOT require decisions of Members.

This report provides an update for members regarding the Authority and Force joint public consultation and engagement strategy.

EXAMINATION OF ALTERNATIVE OPTIONS

Not applicable.

RECOMMENDATIONS

(i) The Police Authority members review and comment on the revised draft strategy.  


BACKGROUND

The current revision of joint public consultation and engagement strategy is required to take account of the work undertaken by the Strategic Support Team with Corporate Development. The team are developing the 2009/12 Policing Plan to have 3 objectives under each strategic aim which will be underpinned by a number of key actions which in turn are assigned to lead members of staff within the organisation. 

Dominique Black (Force Public Survey and Consultation Manager) and Colin Handley (Policy Officer Police Authority) are leading on the objectives and actions contained in Appendix One. This reveals a timescale for progressive development of the joint strategy and individual actions plans around the dates forthcoming Community Engagement Committees to allow for monitoring and scrutiny. 

Both the Force and the Authority have legal duties to undertake consultation and engagement. Therefore, in order to ensure the Authority assists the Force to improve the service it offers such as to victims of crime, the diverse communities living or spending time within the county, partners or members of staff it is vital the views about policing issues of these people which are of concern to them are taken into consideration when determining and setting local, Divisional and overall Force police priorities. 

The joint strategy will meet our statutory requirements and also ensure both parties support the shared overall aims contained within the Force vision, ‘Policing for You’ and the Policing Pledge. The joint strategy outlines the Authority’s and Force’s role with regard to delivering effective consultation and engagement and is supported by separate action plans which as outlined in Appendix will be presented to Community Engagement in October 2009 for comment. 
In revising the strategy and the action plans the Authority and Force are taking into account the need to support the 2009/10 Corporate Business Planning Cycle (at the time of writing not yet a public document) which outlines key business areas and timescales such as Force Strategic Intelligence Assessment and Strategic Business Review. The Authority and Force also recognise the significance of their consultation and engagement with regard to Force strategies such as the Public Confidence Strategy and how issues are interlinked between strategies. Consequently, the action plans will allow for local and countywide public opinion to be obtained and gauged on issues that will support the force to effect change locally and force wide, where required, to improve service delivery and performance. as findings will be prepared for consideration at the force Service Quality Improvement Group (SQUIG). 

With regard to Police Authority members and staff, their action plan will provide robust qualitative and quantitative information and findings to allow members and staff to effectively and efficiently perform their roles as advisors and scrutineers of Nottinghamshire Police.

1.
 FINANCIAL IMPLICATIONS; 

It is anticipated that engagement activities will be carried out in partnership with the Force to share/reduce costs and also to make use of existing Countywide surveys to reduce overall costings. Similarly, to support planned local/neighbourhood engagement activities obtaining and/or sharing the use of handheld and standpoint data capture devices may be considered by the Authority. 

2.
LEGAL IMPLICATIONS 

The 1998 Crime and Disorder Act places a statutory responsibility on the Police Authority to work in partnership with other agencies in CDRP’s to develop and implement strategies for tackling crime and disorder.  The Green Paper and Policing Bill outlines the aim to empower citizens, emphasising the connection between the public and the police. Comprehensive Area Assessment (CAA) has now come into affect and one of the three key areas focuses on is how well do local priorities (police and partners) express communities needs and aspirations. 

Section 17 of the Crime and Disorder Act 1998 requires Local and Police Authorities, plus other agencies, to consider crime and disorder reduction and community safety and when undertaking all their duties and responsibilities. Furthermore, community safety should be considered in all decision-making, policies and procedures.

3.
PERFORMATION IMPLICATION; 


Local policing priorities which feed CDRP, Divisional and Force Strategic assessments have to reflect the views of communities and have to be considered during decision-making processes. This will ensure the service delivered will closer match the expectations of the public and lead to continued improvement in levels of satisfaction and public confidence. Members are reminded Authority and Force engagement findings are presented to the Service Quality improvement Group (SQIG) for consideration regarding direction to the correct arena for shaping and improving the services provided by Nottinghamshire Police.
4.
 POLICING PLAN PRIORITIES THIS REPORT RELATES TO:

1. Partnership working – working together with all our partners to improve our services to communities.

4. 
Flexibility and responsiveness – providing a truly flexible policing service that understands the needs of our communities and adapts the service to meet those needs.

5.    Community and individual needs – listening, through effective community engagement, to ensure our services meet local and individual priorities. 

The Corporate Development Department of the Force and the Authority are working closely together to ensure that the priorities set out within the 2009-14 Plan have regard to public views as expressed through a range of sources.
5.
COMMUNITY ENGAGEMENT ISSUES; 

To support and deliver the joint vision, Policing For You, requires a co-ordinated but flexible approach to engaging with the public. The Green Paper refers to an aim ‘to empower citizens’ and enhance ‘the connections between the public and the police’. Therefore, the Authority and Force need to demonstrate to the public they are responding to their needs. Highlighting therefore, the significance of the development of member’s roles in neighbourhood policing areas and at CDRP’s. This should in turn have an impact on public confidence and reassurance.
6.
CRIME AND DISORDER IMPLICATIONS; 

Delivering a service with partners which reflects locally identified community priorities is fundamental to the Policing For You vision.  By responding to and addressing local needs should positively impact on crime levels, fear of crime and public confidence.

7.
DIVERSITY AND EQUALITY IMPLICATIONS 
It is vital that the views and opinions of the diverse communities that already exist within communities are heard. The development of a more co-ordinated approach with partners to engagement will greatly assist this. For example, working with relevant non-statutory agencies. Further opportunities to support this will include utilising contacts and networks established by the neighbourhood policing teams who will also be able to advise on new and emerging communities.


Chief Executive



8.
BACKGROUND PAPERS AVAILABLE FOR INSPECTION

Members are reminded of the documents and reports available on the East Midlands regional Police Authority extranet.

9. 
Appendices

One 
Policing Plan Objectives

Two
Draft Force and Authority Joint Consultation and Engagement Strategy 2009-2012


APPENDIX 2 

Nottinghamshire Police Authority and Nottinghamshire Police – Engagement and Consultation Strategy 2009-12

Introduction

Seeking to improve the quality of service provided to the community is a priority for the police and the Police Authority. Both have a responsibility to ensure that strategies, policies and decisions are, where appropriate, informed by the needs, views and expectations of those that live and work in Nottinghamshire. As a result, community engagement is a very important principle in the planning and decision-making processes of the Police Authority and Nottinghamshire Police. Our vision is ‘Policing For You’ by working in partnership to protect and reassure through a visible and accessible service that is flexible and responsive to community and individual needs.  Furthermore, the Force and Authority have joined the other four East Midlands Forces to deliver the Home Office Policing Pledge. The Pledge is an agreement between the police and public which outlines clear commitments and informs the public of the standard of service they should expect and gives communities a stronger voice in setting local police priorities. 

We believe that good quality engagement and consultation that is inclusive, comprehensive and undertaken in a sensitive manner is essential but also with effective communication, dialogue and increased involvement we will be in a better position to make informed decisions about issues that affect the local community supporting the Neighbourhood Policing Teams.

Effective engagement and consultation is dependent upon responsiveness to our diverse communities. Nottinghamshire Police and the Police Authority are committed to encouraging new and emerging communities to be actively involved in the process and help shape our service delivery.

Consultation provides the means by which the police and the Police Authority can measure public opinion in relation to the service we provide. This strategy document details what consultation is and what we are aiming to achieve from the consultation we undertake.

Legal Duties

There are legal duties to conduct consultation and engagement, which are found in a number of areas of national legislation:

· The Local Government White Paper – Strong and Prosperous Communities emphasises a new focus on improving outcomes for local people and places – rather than on processes, institutions and inputs. It recognises that no single organisation can achieve success on complex issues such as tackling crime

· Crime and Disorder Act (1998) places a statutory duty on police and local authorities to engage with their communities in a regular and ongoing basis.

· The National Quality of Service Commitment 2006 outlines the minimum standards the force must meet around consulting with communities in categories such as ‘Your Voice Counts’ and ‘Making it Easy to Contact Us’.

· Building Communities, Beating Crime – a better police service for the 21st Century (2004) has a core objective that states there must be a ‘greater involvement of communities and citizens in determining how their communities are policed’.

· For the Police Authority, the 1996 Police Act places a statutory obligation to obtain the views and opinions of communities about policing matters, including crime prevention in their local area, which must be considered when developing and setting local policing priorities.

· The Police and Justice Act 2006 places a specific duty on statutory authorities to work in partnership with other agencies within communities to identify local crime and disorder priorities which contribute to annual Divisional, Force and Partnership Strategic Assessments. This information will contribute to the production of the annual Force and Authority Policing Plans and Policing Summary documents.

· Local Government Finance Act 1998 requires Police Authorities to consult regarding the level of police precept and force expenditure proposals for the forthcoming year.

· ‘Delivering Safer Communities: A Guide to Effective Partnership Working’ produced by the Home Office in September 2007 makes reference to ‘The Hallmarks of Effective Partnerships’. These are intended to summarise the core elements of effective partnership working. Hallmark 4 is entitled Engaged Communities.

· The Children Act 2004 ‘Every Child Matters’ places a duty for services to reflect the needs of children and young people. Consultation and engagement needs to include the views of these individuals in consideration for the design and delivery of services.

· Policing Green Paper ‘From Neighbourhood to the National: Policing our Communities Together (2008)’ signalled a fundamental shift in police accountability. It is now local people, rather than central government, telling the police what service they need and holding them account via the policing pledge. Police forces are being empowered to engage with the communities they serve and tackle the issues that matter most to them. Furthermore, the Green Paper outlined a single national police target to increase public confidence to ensure crime and anti-social behaviour issues that matter locally are being addressed. 

· The Local Government and Public Involvement in Health Act (2007) introduced a ‘Duty to Involve’ to all best value authorities in England in April 2009.  Police Authorities are exempt from this duty as they are covered by similar provisions in Section 96 in the Police Act 1996 and Section 157 the Serious Organised Crime and Police Act 2005. 

· Comprehensive Area Assessment (CAA) will examine how well local services are working together to improve the quality of life for local people. For the first time local public services will be held collectively to account for tackling the challenges that face their communities. This means the CAA will look across councils, health bodies, police forces and others responsible for local public services for examples of partnership working, with particular emphasis on ‘ensuring local priorities express community needs and aspirations’ (CAA guidance April 2009). 

Aims and Objectives

The overall aim of this strategy is to assist the force to target policing services to meet community needs and aspirations.  Effective engagement, consultation and communication with groups, communities and their representatives are fundamental to policing as they help to shape and direct future policing services as well as providing feedback on performance.

This strategy aims to deliver the following:

· A consistent approach to engagement across the Force and Police Authority and to take in account opportunities to develop partnerships and working relationships with communities; 

· An Engagement and Consultation Action Plan for both the Force and the Police Authority;

· An environment where residents should be able to participate in decisions that may affect them;

· An opportunity for open and ongoing dialogue in a range of settings and with residents from diverse backgrounds and communities;

· Clarification on why we consult and how the results will be fed into the Force Corporate Planning Cycle to directly influence strategy, policy and decision-making.

Strategic Aims

The Force and Authority have a requirement to carry out meaningful engagement. They can achieve this by: 

· Ensuring engagement is undertaken in a variety of ways which most appropriately meet the aims and objectives of the exercise to fulfil the requirement outlined in the Force and the Authority jointly owned Policing Plan. This sets out the long-term strategic vision and provides an overview of strategic aims, objectives, priorities and targets, which include partnership working, protection and reassurance, visibility and accessibility, flexibility and responsiveness and community and individual needs. The plan also takes into account national perspectives and engagement with our communities. 

· Supporting the Corporate Business Planning Cycle.

· Analysing consultation findings will contribute to increasing the single national police target of public confidence to 60% by 2012 set by the Home Office;

· Ensuring all the communities within Nottinghamshire obtain a police service that meets their needs and expectations together with statutory obligations and fulfilling the ‘Policing For You’ vision and standards/hallmarks within the Policing Pledge by delivering a service that is reflective and responsive to the views and needs of our diverse communities;

Force strategies require public consultation findings to shape their content for example the 2009 Public Confidence Strategy. Without consultation strategies may not reflect having taken account of public priorities. The strategies are designed to help form force policies and consequently the ultimate aim is to help improve force performance. We aim to achieve this by reviewing and discussing emerging issues, by promoting organisational learning and success externally. This results in full utilisation of customer feedback and engagement data leading to increased public confidence. 

The Engagement and Consultation Strategy will ensure the information that is gathered and the subsequent analysis will contribute to delivering a police service that meets the changing needs and expectations of the diverse population of Nottinghamshire. Underpinning the Force Corporate Business Planning Cycle, engagement findings will be reviewed by a force group named the Service Quality Improvement Group. The purpose of this group is to shape the services provided by Nottinghamshire Police in order to meet and exceed customer expectations. The group meets bi-monthly and it is designed to:

· Review and discuss emerging issues;

· Drive service improvements through appropriate tasking and coordination;

· Track and review the success of past actions;

· Extract, record and promote organisational learning;

· Promote any success externally; and

· Report activity to the governing body and the Strategic Business Review as appropriate.

The desired outcomes of the Service Quality Improvement Group are:

· Full utilisation of customer feedback / engagement data;

· A greater understanding of customer needs;

· Drive service improvement;

· Enhance the experience around police / public interaction;

· Identify and share best practice;

· Organisational learning;

· Improve performance in the Citizen Focus domain; and

· Increase public confidence.

Findings and recommendations from here will feed into arenas such as Force FOCUS, Police Authority Community Engagement Committee and Strategic Business Review meetings. This process will be supported by findings obtained by the consultation / engagement strategy undertaken by staff within the Safer Neighbourhood Teams regarding identifying and addressing local policing priorities. The findings will be collated on the Force Police, Partners and Communities Together (PPACT) system where they will contribute to firstly divisional assessments, which in turn will contribute to the overall Force Strategic Assessment and setting of Force Policing Priorities. In addition, Divisional and Crime and Disorder Partnership (CDP) Strategic Assessments should identify and be informed by local priorities together with giving consideration to challenges for specific area with regard to the wider county, regional and national context. As such they should contribute to the negotiation process of appropriate Local Area Agreement targets.

With regard to the Police Authority, engagement findings reports will be produced and discussed at the appropriate Committee or Panel and as such support the Authority in its role of scrutiny of the force and also reaffirming its commitment to the statutory responsibility to work with Crime and Disorder Partnerships (CDP) together with other key organisations  / partners as required.

Diversity

Nottinghamshire Police and Police Authority have made a commitment to ensure all sections of Nottinghamshire’s communities are involved in affecting change in the delivery of the police service they receive. The views and records of action from the Force Independent Advisory Groups (IAGS) and Minority Ethnic Advisory Group (MEAG) play a crucial role in this process.

Ensuring the views and opinions of a cross section of the population is heard will ensure minorities, who may have needs or views that are different from the majority, are recognised and are able to contribute to influencing the delivery of police services. Consideration, therefore, will be given to how best overcome then obstacles that may prevent people from taking part. For example, assumptions regarding lack of response may be perceived as indifference regarding the subject matter. This can be addressed through identifying which groups or communities need to be engaged with and learn and understand them. This in turn will lead to the identification of obstacles such as language or accessibility issues that can have a significant impact. Furthermore, failure to take account of peoples’ differences could lead to claims against the Force and the Authority of indirect discrimination. 

A comprehensive Equality Impact Assessment (EIA) will be undertaken and will include an EIA review date. Further scrutiny will be carried out as reports and findings that are presented to Police Authority Committees contain an obligatory section asking for comments regarding ‘Diversity, Equality and Every Child Matters Implications.’

Evaluation of Engagement and Consultation / Continuous Improvement

Nottinghamshire Police and the Police Authority have an ongoing duty to evaluate the effectiveness of their consultation processes by ensuring that the public have the opportunity to consult on whatever area they define as important. Any gaps in consultation must be identified so that these themes are involved in future planning / consultation events; partners play a crucial role in assisting with this process. It is also essential to assess the effectiveness of consultation undertaken by the police and ensure the public influence the content of the agendas.

Members of the public who consult with the police need to be kept informed on how their opinions influence the decision making process. They must also have the opportunity to feed back their views on the effectiveness of any consultation they might have taken part in. This process is the responsibility of the individuals conducting consultation and there are various mechanisms this can be achieved including writing directly to those involved, communicating through the media and maintaining contact over the telephone. Policing Summaries that go to every household are an effective mechanism to share how this information is being used.

On a national level, the Citizen Focus Hallmarks will set the standard and effective methodology for the delivery of this Engagement and Consultation Strategy.  Each of the hallmarks, understanding people, to understanding the services we deliver, to then designing services and delivering them effectively are equally vital to the delivery of a truly citizen focused service. The consultation and engagement undertaken by Nottinghamshire Police also informs whether we are compliant with the Policing Pledge. For example, we must ensure we hold regular public meetings to give members of the public the opportunity to agree local priorities.

Public consultation findings form the content of a number of events for both the force and the Police Authority. These include the Service Quality Improvement Group, Strategic Business Review, Police Authority Community Engagement Committee, and performance meetings such as Force FOCUS. 


Layered Approach
The strategy adopts a layered approach to community engagement to reflect the ‘golden thread’ of policing from neighbourhood level to force level which will be reflected in the Police Authority action plan as follows:

Neighbourhood Policing (NHP)

The role of the Police Authority will be to assist in identifying local policing priorities and issues of concern in order to support policing plans and strategic assessments. The Authority will also carry out a ‘spot test’ scrutiny function with regard to obtaining and assessing public opinion about local and overall police performance. For example, to assess performance against locally identified priorities such implementation by NHP teams of appropriate action plans together with relevant partners.

Division  

The Authority role is to ensure NHP teams are conducting engagement across the division to identify local priorities and developing and implementing co-ordinated action plans as required. Therefore, at Divisional meetings the Authority will be able to scrutinise the process to ensure NHP priorities are considered during the development of Divisional Strategic Assessments and also how these influence CDP strategic assessments together with monitoring how these contribute to the production of the overall Force Strategic Assessment and Policing Plan. These will include performance targets and should impact and influence the negotiations of LAA targets. 

Force  

At a Force level the Corporate Development Department (CDD) duty is to carry out consultation with both victims of crime and general members of the public. This research is undertaken in the form of surveys, focus groups and interviews. Nottinghamshire Police also has a system to capture expressions of appreciation and organisational concerns in order to promote organisational learning from current service provision. CDD has also worked with partners such as the Nottinghamshire County Council to develop surveys such as the Community Safety Survey using the Citizens panel. The Citizens Panel project has developed a pool of 8,000 citizens who are potential respondents to a range of quantitative and qualitative research. Its purpose is to strengthen public confidence in decision-making.

Nottinghamshire Police and Police Authority also make use of partnership surveys including the Place Survey and the Witness and Victim Experience Survey (WAVES). The Place Survey captures local peoples’ views, experiences and perceptions, so that the solutions for an area can reflect local views and preferences. It is vital to track people’s changing perceptions, as a way of determining whether interventions made in an area result in the right outcomes for local people. For example, do people feel safer?

WAVES is a national telephone survey that explores victims’ and witnesses’ experiences of the criminal justice system in England and Wales in cases that have resulted in criminal charges. The survey enables assessment of the treatment of victims and witnesses from the provision of their original statement to the police to the final outcome in court, and to measure their satisfaction with the experience. The survey can help with identifying gaps in current provisions which could assist with improving the services provided.
Police Authority 

Police Authority engagement provides two functions, firstly to support the revised Chief’s vision, ‘Policing for You’ as the Authority Action Plan allows for public opinion to be obtained and gauged both locally and on a countywide basis on issues which will help drive changes to service delivery in order to improve the performance of the Force. Secondly, Authority engagement will provide qualitative and quantitative information which will allow the Police Authority members and staff to effectively and efficiently perform their role as advisors and scrutineers of Nottinghamshire Police via panels and committees. 
Nottinghamshire Police Engagement and Consultation Action Plan

	Month
	Research Activity / Actions
	Input
	Impact
	PA / Force Meetings

	May – August 2009

May – August 2009 (continued)


	APACS User Satisfaction Surveys**

Annual Data Review (Home Office Return 443) Quarterly return of user satisfaction surveys, the data is then published on the Home Office Performance Website iQuanta.

Produce user satisfaction data for the Management Information Pack

Public Confidence

Public feedback including expressions of appreciation and organisational concerns logged on a database owned by Corporate Development.

Staff Perception Survey

The Staff Perception Survey consists of the following eleven sections: About You and Your Job, Learning and Development, Commitment and Job Satisfaction, Communications, Working Conditions, My Line Manager, Senior Management, Providing a Service and Our Performance, Equality and Diversity, About You and a series of questions designed by the National Policing Improvement Agency
Mystery Shopping

Interview / Focus Group Activity


	User Satisfaction Surveys

Results of user satisfaction surveys will be broken down to Neighbourhood Policing Area level (a statistically significant sample is available in June) to identify areas of improvement within the force. In June 2009, the Market Research section of CDD will have in the region of 8,000 surveys (based on the 12 month rolling) to provide this information.

Public Confidence

Business Case to Force Executive Group to secure funding to develop public confidence surveys.

Expressions of Appreciation and Organisational Concerns:

Highlight the key emerging themes and lessons learnt from the feedback provided by the communities of Nottinghamshire.

Staff Perception Survey

The survey seeks staff views on working for Nottinghamshire Police. Part of the survey aims to identify how much staff value public feedback as part of their job. The survey goes live on 4th June

Mystery Shopping

The next batch of Mystery shopping will test Force compliance with the Policing Pledge by using volunteers to test a number of different front counters in relation to treatment, acknowledging dissatisfaction etc.

Focus Group Activity

Consultation with disabled members of the community relating to experiences with the police.


	User Satisfaction Surveys

Individual Neighbourhood Policing Areas can be held to account for local performance of victim satisfaction results.

Public Confidence

Upon approval of funding the Corporate Development Department will develop confidence surveys – outsource the requirements to an external agency.

Expressions of Appreciation and Organisational Concerns:

Take information to relevant meeting to profile areas for improvement to develop actions.

Staff Perception Survey

It is anticipated that the final report from this project will be available in the autumn. The findings will be fed into the Leadership and Culture work stream and an action plan will be developed.

Mystery Shopping

The results of the mystery shopping will be compiled into a report and presented within the relevant performance meeting to generate actions.

Focus Group Activity

Information from the focus group will be consolidated into a report and presented within the relevant performance meeting to generate actions.
	Force FOCUS

Citizens Panel User Group. 

Service Quality Improvement Group

Police Authority Community Engagement Committee

Demand Management / Citizen Focus Family Board

Neighbourhood Policing / Citizen Focus Improvement Board

Local Criminal Justice Confidence Action Delivery Board



	Month
	Research Activity / Actions
	Input
	Impact
	PA / Force Meetings

	September - November2009

September - November2009 (continued)
	APACS User Satisfaction Surveys**

Annual Data Review (Home Office Return 443) Quarterly return of user satisfaction surveys, the data is then published on the Home Office Performance Website iQuanta.

Produce user satisfaction data for the Management Information Pack

Public Confidence Surveys

Public feedback including expressions of appreciation and organisational concerns logged on a database owned by Corporate Development.

Staff Perception Survey

The Staff Perception Survey consists of the following eleven sections: About You and Your Job, Learning and Development, Commitment and Job Satisfaction, Communications, Working Conditions, My Line Manager, Senior Management, Providing a Service and Our Performance, Equality and Diversity, About You and a series of questions designed by the National Policing Improvement Agency

Interview / Focus Group Activity
Policing Plan / Strategic Intelligence Assessment
	User Satisfaction Surveys

Key themes from user satisfaction surveys identified in reports and presentations for Focus, SQIG, Community Engagement Committee etc.

Public Confidence Surveys

Following guidance from the National Policing Improvement Agency, Market Research (with the assistance of an external agency) will commence a programme of consultation relating to public confidence

Expressions of Appreciation and Organisational Concerns:

Highlight the key emerging themes and lessons learnt from the feedback provided by the communities of Nottinghamshire.

Staff Perception Survey

The survey seeks staff views on working for Nottinghamshire Police. Part of the survey aims to identify how much staff value public feedback as part of their job. The survey goes live on 4th June

Focus Group Activity

Consultation with general members of the public relating to public confidence issues, exploring emerging issues from the public confidence surveys. 

Policing Plan / Strategic Intelligence Assessment
Consolidate engagement findings to inform Policing Plan and Strategic Intelligence Assessment (please note – this process may be required during other parts of the year).
	User Satisfaction Surveys

Action plans in response to the findings identified in the surveys (developed in SQIG, Focus)

Public Confidence Surveys

Prepare reporting structure so the findings can be cascaded to relevant performance arenas and BCUs. 12 months surveying will be required for a statistically significant sample.

Expressions of Appreciation and Organisational Concerns:

Take information to relevant meeting to profile areas for improvement to develop actions.

Staff Perception Survey

It is anticipated that the final report from this project will be available in the autumn. The findings will be fed into the Leadership and Culture work stream and an action plan will be developed.
Focus Group Activity

Information from the focus group will be consolidated into a report and presented within the relevant performance meeting to generate actions.

Policing Plan / Strategic Intelligence Assessment

Engagement findings to inform aims and objectives.
	Force FOCUS

Citizens Panel User Group. 

Service Quality Improvement Group

Police Authority Community Engagement Committee

Demand Management / Citizen Focus Family Board

Neighbourhood Policing / Citizen Focus Improvement Board

Local Criminal Justice Confidence Action Delivery Board

Strategic Business Review Meeting

	Month
	Research Activity / Actions
	Input
	Impact
	PA / Force Meetings

	December 2009 – February 2010

December 2009  – February 2010 (continued)
	APACS User Satisfaction Surveys**

Annual Data Review (Home Office Return 443) Quarterly return of user satisfaction surveys, the data is then published on the Home Office Performance Website iQuanta.

Produce user satisfaction data for the Management Information Pack

Public Confidence Surveys

Public feedback including expressions of appreciation and organisational concerns logged on a database owned by Corporate Development.

Interview / Focus Group Activity
Target Setting

Mystery Shopping

Divisional Surveys


	User Satisfaction Surveys

Key themes from user satisfaction surveys identified in reports and presentations for Focus, SQIG, Community Engagement Committee etc.

Public Confidence Surveys

Market Research (with the assistance of an external agency) will continue the programme of consultation relating to public confidence

Expressions of Appreciation and Organisational Concerns:

Highlight the key emerging themes and lessons learnt from the feedback provided by the communities of Nottinghamshire.

Focus Group Activity

Continue consultation with general members of the public relating to public confidence issues, exploring emerging issues from the public confidence surveys. 

Target Setting

Consolidate findings from the user satisfaction / public confidence surveys to inform the target setting process.

Mystery Shopping

Mystery shopping programme of work will take place – criteria is yet to be confirmed.

Divisional Surveys

Develop surveys based upon the Kent model. Specifically develop reference cards with attached feedback surveys that can be provided to anyone who comes into contact with police as victims or reporters of crime. The surveys will include five simple questions about the service provided by Nottinghamshire Police.


	User Satisfaction Surveys

Action plans in response to the findings identified in the surveys (developed in SQIG, Focus)

Public Confidence Surveys

Continue preparing reporting structure so the findings can be cascaded to relevant performance arenas and BCUs. 12 months surveying will be required for a statistically significant sample.

Expressions of Appreciation and Organisational Concerns:

Take information to relevant meeting to profile areas for improvement to develop actions.

Focus Group Activity

Information from the focus group will be consolidated into a report and presented within the relevant performance meeting to generate actions.

Target Setting

Develop targets in the light of current engagement findings.

Mystery Shopping

The results of the mystery shopping will be compiled into a report and presented within the relevant performance meeting to generate actions.

Divisional Surveys 

The data from the surveys will be logged and analysed. The objective is to improve the level of service we provide and to ensure we are listening to people and using the information they give use to mould how we do things in the future.


	Force FOCUS

Citizens Panel User Group. 

Service Quality Improvement Group

Police Authority Community Engagement Committee

Demand Management / Citizen Focus Family Board

Neighbourhood Policing / Citizen Focus Improvement Board

Local Criminal Justice Confidence Action Delivery Board

Strategic Business Review Meeting

	March 2010 –May 2010

March 2010 –May 2010 (continued)
	APACS User Satisfaction Surveys**

Annual Data Review (Home Office Return 443) Quarterly return of user satisfaction surveys, the data is then published on the Home Office Performance Website iQuanta.

Produce user satisfaction data for the Management Information Pack

Public Confidence Surveys

Public feedback including expressions of appreciation and organisational concerns logged on a database owned by Corporate Development.

Divisional Surveys

Develop surveys based upon the Kent model. Specifically develop reference cards with attached feedback surveys that can be provided to anyone who comes into contact with police as victims or reporters of crime. The surveys will include five simple questions about the service provided by Nottinghamshire Police.

Interview / Focus Group Activity

	User Satisfaction Surveys

Key themes from user satisfaction surveys identified in reports and presentations for Focus, SQIG, Community Engagement Committee etc.

User Satisfaction Surveys

Revise user satisfaction surveys upon receipt of 2010/11 User Satisfaction Survey Guidance. Create new databases on the Caller Assisted Telephone Interviewer software

Public Confidence Surveys

Market Research (with the assistance of an external agency) will continue the programme of consultation relating to public confidence

Expressions of Appreciation and Organisational Concerns:

Highlight the key emerging themes and lessons learnt from the feedback provided by the communities of Nottinghamshire.

Divisional Surveys

Ensure information is collated on the web based survey application of Dimensions SPSS to enable analysis. 

Focus Group Activity

Wave of focus groups / interviews exploring further issues relating to user satisfaction surveys e.g. victims of burglary, violence, vehicle crime etc.


	User Satisfaction Surveys

Action plans in response to the findings identified in the surveys (developed in SQIG, Focus)

User Satisfaction Surveys

Enable databases so the telephone interviewer roles collating the feedback can provide 

Public Confidence Surveys

Continue preparing reporting structure so the findings can be cascaded to relevant performance arenas and BCUs. 12 months surveying will be required for a statistically significant sample.

Expressions of Appreciation and Organisational Concerns:

Take information to relevant meeting to profile areas for improvement to develop actions.

Divisional Surveys

The data from the surveys will be logged and analysed. The objective is to improve the level of service we provide and to ensure we are listening to people and using the information they give use to mould how we do things in the future.

Focus Group Activity

Information from the focus group will be consolidated into a report and presented within the relevant performance meeting to generate actions.


	Force FOCUS

Citizens Panel User Group. 

Service Quality Improvement Group

Police Authority Community Engagement Committee

Demand Management / Citizen Focus Family Board

Neighbourhood Policing / Citizen Focus Improvement Board

Local Criminal Justice Confidence Action Delivery Board

Strategic Business Review Meeting


** Assessment of Policing and Community Safety User Satisfaction Surveys (for 2009 – 10 performance year)

	Consultation
	Responsibility of
	Sample (based on current PPAF guidelines)
	Frequency



	APACS requirement

Victims of anti social behaviour
	HQ (CD) Market Research
	The anti social behaviour sample includes the National Incident Category List closing code classifications including: abandoned vehicles (not stolen / causing obstruction, animal problems, begging / vagrancy, inappropriate use / sale / possession of fireworks, malicious communications, noise, prostitution related activity, rowdy / nuisance including environmental damage / littering, neighbours and rowdy or inconsiderate behaviour, street drinking, substance misuse, trespass and vehicle nuisance / inappropriate vehicle use.  
	Monthly Telephone Surveys

	APACS requirement

Victims of burglary dwelling
	HQ (CD) Market Research
	Being victims of any burglary of a dwelling (classified as offence codes 28 and 29) including aggravated and attempted burglary.
	Monthly Telephone Surveys

	APACS requirement

Victims of racist incidents
	HQ (CD) Market Research
	Include all victims of racist incidents, including incidents which have subsequently been recorded as crimes, whether or not they are for those crimes which can be classified as racially aggravated offences. Victims of domestic violence, sexual offences and police officers assaulted in the course of duty are excluded from the racist incident sample.
	Monthly Telephone Surveys

	APACS requirement

Victims of road traffic collisions
	HQ (CD) Market Research
	The sample should include drivers, passengers, pedestrians and cyclists involved in road traffic collisions attended by the police (regardless of whether injury was sustained).  

In cases where more than one driver was involved, all are eligible to be included in the sample.  However, only one person should be surveyed for each RTC. The RTC sample should exclude those involved in fatal or serious RTCs (including collisions which are likely to prove fatal).
	Monthly Telephone Surveys

	APACS requirement

Victims of vehicle crime
	HQ (CD) Market Research
	Being victims of any theft of or from a motor vehicle, including aggravated and attempted vehicle taking (classified as offence codes 37.2, 45 and 48).  
	Monthly Telephone Surveys

	APACS requirement

Victims of violent crime


	HQ (CD) Market Research
	Being victims of wounding, assault and personal robbery (classified as offence codes 8A, 105A and 34B). Victims of domestic violence, sexual offences and police officers assaulted in the course of duty are excluded from the violent crime samples.
	Monthly Telephone Surveys
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		Visibility & Accessibility

		Providing local policing that is more visible and accessible to meet the needs of our communities

		Objective		Action		Agreed Y/N - if no alternative/alternative		Measures		Timescale

		Ensure community feedback is reflected in decision making and service delivery		Develop a force consultation and engagement strategy and supporting delivery plans				Milestone public confidence target. Increased public satisfaction. Reduction in fear of crime. Place survey findings.

		Flexibility & Responsiveness

		Providing a truly flexible policing service that understands the needs of our communities and adapts the service to meet those needs

		Objective		Action		Agreed Y/N - if no ammendments/alternative		Measures		Timescale

		Adapt our services to understand and meet individual needs		Improve our engagement processes				Milestone public confidence target. Increased public satisfaction/targets. Reduction in fear of crime. Place survey findings.             CAA

		Community & Individual Needs

		Listening, through effective community engagement, to ensure our services meet local and individual priorities

		Objective		Action		Agreed Y/N - if no amendments/alternative		Measures		Timescale

		To further improve our community engagement activities		Develop a Force consultation and engagement strategy and supporting delivery plans				Milestone public confidence target. Increased public satisfaction Reduction in fear of crime. Place survey findings.
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