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	SECTION 1
VERSION CONTROL

	Version No.
	Date
	Post Holder/Author
	Post
	Reason for Issue

	1.0
	25/09/07
	Paul White
	HQ(CD) PD&II
	Acceptance


	SECTION 2 
BACKGROUND




	‘Mystery shopper’ programs are common practice in customer-focussed organisations, where they are used to measure the quality of service that is provided to members of the public.  The Performance, Development & Inspection team has developed and will administer a project called the 5 STAR (Service Testing, Assessment & Review) Program which is designed to serve a similar function within the police force.


	SECTION 3 
POLICY STATEMENT




	It is the policy of Nottinghamshire Police to conduct periodic audits of the quality of service that it provides, and one of the means of carrying out these audits is by the use of its 5 STAR Service Program.  This is a customer service measurement process based on the ‘mystery shopper’ concept, and involves trained community volunteers acting out planned scenarios in order to test the quality of service that is received by members of the public making a non-crime related enquiry.


	SECTION 4 
LEGISLATIVE COMPLIANCE 

	This document has been drafted to comply with the general and specific duties in the Race Relations (Amendment) Act 2000, Data Protection, Freedom of Information Act, European Convention of Human Rights and other legislation relevant to the area of policing such as, Employment Act 2002, Disability Discrimination Act 1995, Sex Discrimination Act 1975 and Employment Relations Act 1999.
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