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19th of July 2017
TO:
The Police and Crime Commissioner, Chief Constable, Deputy Chief Constable, Assistant Chief Constable, Director of Finance, Chief Finance Officer and Director of Resources
Copy to:
ACPO and Senior Officers/Staff



OPCC Staff


Press 

Dear Sir/Madam,
A meeting of the Dyfed-Powys Policing Accountability Board will be held on Thursday the 27th of July 2017 at 10:00 hrs in the Interpol Hall, Aberystwyth University for the transaction of the business on the attached agenda. Members of the Press and Public may attend this meeting.  Those wishing to do so are asked to contact the OPCC in advance to inform us of any requirements, or if they wish to contribute to the meeting through the medium of Welsh.  
Yours sincerely
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Carys Morgans
Chief of Staff
Encl.
AGENDA
1. Welcome and Apologies
2. Minutes of the Accountability Meeting held on 19th of April 2017 and Matters Arising 

[image: image2.emf]2017-04-19 PAB  Minutes.docx


3. Force Performance Report Quarter 1
4. Financial performance during quarter 1
5. Update on the Police and Crime Delivery Plan, focusing on:

a) Victim Satisfaction
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b) Public Confidence
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c) Organisational Health and Wellbeing
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d) HMIC
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e) IPCC
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6. Update on Policing Board focus areas during quarter 1.
a) Health and Safety

b) Mental Health

c) Estates

7. Scrutiny activity feedback
a) Out of Court Disposals
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b) Quality Assurance Panel
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8. Governance
9. Action and Risk Summary from Meeting

10. AoB

a) WAN COG Report
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		Date of meeting:

		Thursday 27th July 2017



		Author:

		Emma Northcote

		



		Outcome (please tick the outcome  you are reporting on)

		



		Public confidence

		



		Victim satisfaction

		Rating





		Organisational health and well-being

		



		HMIC

		



		Office of Police Conduct

		







Inadequate		Requires improvement		   Good		          	Outstanding



		What is working well? How will we build on this?





		The Crime Survey of England & Wales (December figures) shows small improvements across all measures relating to whether or not Dyfed-Powys Police is reliable, does a good job and is dealing with community priorities when compared to this time last year.



· Police deal with community priorities  - December 2015 69.5% > December 2016 71.6% 

· Police do a good or excellent job - December 2015 69.4% > December 2016 71.7%

· Reliable December 2015 64.9% > December 2016 65.9%

· Respect December 2015 87.3% > December 2016 88.8%



Public perception relating to whether or not our communities feel we understand them sits at 77.9%, putting us 2nd nationally (Devon & Cornwall ahead of us at 81%).  



CSE&W also shows that the perceptions of levels anti-social behaviour (ASB) are lower in December 2016, when compared to the same period last year (down 3.1%), as are experiences of ASB.  Those who say they have experienced or witnessed ASB currently sits at 16.1% - this is a reduction compared to 12 months previous and is the lowest level nationally.



Analysis of news cuttings for the last 28 days suggests that we are achieving the headlines we are aiming for when proactively issuing news.  Examples include the burglary (Ammanford) which resulted in arrest to sentence in four days. 



Positive news coverage outweighed negative by approximately 8 to 1 reports this month (see Corporate Communication Evaluation report – July).  There is further opportunity to convert the high proportion of neutral articles (predominantly appeals and incident reports) into informative, positive items and meetings with editors suggests there is an appetite for more packaged content from us.  



We are working with the Criminal Justice Department to better forward plan for cases scheduled for court.  We are especially focused on developing media and social media features which close the loop on some of our appeals/incidents reported on in the media and also those which demonstrate specialist skills we have at Dyfed-Powys Police e.g. Op Tazman (Tenby sexual assault). 



Social media (SM) engagement differs significantly between Twitter and Facebook, with Facebook by far being our communities preferred SM channel, with an additional 67% of ‘fans’ liking our page when compared to this time last year.  A scan of commentary on our Facebook page, particularly following the Manchester attack was very positive in respect of the work we do to keep our communities safe.









		What is not working well? How will we manage this?





		Data gathered by the Public Service Bureau (OPCC), shows that reports of dissatisfaction predominantly relate to action taken or, perceived inaction of police and lack of update.  This is consistent across BCUs and is also consistent with those factors which impact on victim satisfaction. We are actively promoting methods of contacting police to report dissatisfaction and are using reports of satisfaction internally to demonstrate to officers what constitutes action and behaviour which has a positive effect on our communities.  



CSE&W shows that there is a significant increase in the perception that rubbish and litter is an issue (up from 16.1% last year to 31.2%) this year.  While this is not an issue for police to tackle, it is proven that issues such as this have a negative impact on people’s quality of life and subsequently, how safe they feel where they live.  Work around the ‘Channelling Strategy’ (i.e. the work to shift the call demand to the Force Contact Centre, away to the most appropriate resource to help) could help in raising awareness of proactive work to assist communities in reporting knowledge of rubbish and litter to the most appropriate authority.



A significant amount of time and effort by the NPTs goes in to communicating and engaging with their communities via Twitter.  Analysis of the corporate account shows us that there is very little engagement with communities via this social media platform.  Therefore, in addition to increase focus on pushing local messages out for print media, we are also looking at how we can increase our presence on Facebook.  We intend that this will increase the ability of teams to demonstrate local action being taken to tackle quality of life issues and assist us in closing the loop on appeals and incidents.



Analysis of our social media channels also shows us that we need to be doing more to reach older people within our communities.  Mosaic data is being used to assist us in better targeting communication and engagement with specific groups and demographics and, is assisting us in better understand dominant behaviours and attitudes.  This work is being supported by our new public perception survey Op Cynefin, aiming to give us a more in-depth view of our communities than that of the CSE&W and enabling us to identify under-reporting, reasons for this, awareness of ways in which to contact us and preferred means of contact. 







		What are our opportunities?  How will we exploit them?





		We have seen an improvement in our victims’ satisfaction of the service we provide and nationally, we are rated as having the highest levels of community confidence.  



Recent interactions between NPTs and Corporate Communications suggests there is a real appetite to drive forward improvements and innovation in the way in which we engage with our communities - working to build engaging relationships and sharing information to empower and involve citizens in policing. 



We are about to launch a pilot in an area of Ammanford to test public perception, barriers to engagements and preferred means of contact (Goes live 5th September).  This has come about as a result of an officer’s belief that the community in which he work could be engaging more if the NPT adjusts their approach and understand residents better.  



We will look to embrace this appetite for change and will support alternative approaches to engagement and communication, all with a view to better inform and therefore improve our communities’ perception of Dyfed-Powys Police. 



Analysis of the dissatisfaction data gathered by the Public Service Bureau, coupled with the data gathered via Op. Cynefin Public Perception Survey, provides us with an opportunity to better understand reasons for dissatisfaction.  Combined, they will also provide us with opportunities for improvement.  



Work is ongoing to restructure the new Community Safety Support Team, which will focus on problem solving and preventative policing.  This will enable Dyfed-Powys Police to collectively forward plan and respond to community concerns in a strategic and efficient manner, with the long term impact of driving sustainable improvements for communities.  This team will also be responsible for delivering the programme of involving citizens in policing.



Our communities current levels of confidence in our service, suggests we are already in a strong position upon which to build and, recent improvements in levels of victim satisfaction indicate that changes are already starting to happen at the front line.  Culturally, the force is on a positive trajectory and recent feedback from the HMIC suggests that a new approach to leadership is having a positive impact on the front line.  The further embedding of this new culture and approach to leadership is an opportunity which could positively impact on public perception. 





		What are our threats?  How will we manage them?



		While we work to improve public perception in our service, we do so against the backdrop of recent and imminent HMIC reports about us.  The lag in publication of reports about us is not necessarily in line with where we currently are.  However, the forward looking delivery plan and aligned departmental plans to support our desired and co-ordinated aims for improvement provide us with a clear narrative.



Resource challenges and increasing demand upon NPTs pose a threat to the pace at which we can move forward with our aims to tailor and improve communication and engagement.  The new communication and engagement approach to segment our audiences and only concentrate on methods likely to have to greatest effect will, in the long run assist in improved utilisation of resources.



Lessons learnt from the Public Service Bureau provide us with learning on how we can do things differently and much of which  tie in intrinsically to the Chief Constables primary message of ‘doing the basics brilliantly’.  





















		Resource implications



		Finance – revenue funding, capital investment, external funding, commissioning, collaboration opportunities etc.

		None.



		Assets – estates, facilities, IT etc.



		None.





		Staff - knowledge & skills, capacity, capability, training etc.



		The Corporate Communications team are currently working to capacity; however the department’s forward plan focuses on prioritising the assistance needed to BCUs to tailor and target their communication and engagement in the most effective ways.



		Timescales



		Ongoing work to drive improvement.







		Leadership



		The Chief Constable’s message to ‘Do the basics brilliantly’ has traction now – we must grip this and take it through our work to improve public perception.







		Partners



		Partnership working will be key to improving community confidence.  PSB relationships should be maximised to achieve this.







		Impact considerations

		



		Risk

		Historic reports (HMIC, IPCC), not of now.







		Legal

		None.







		Police and Crime Plan





		None.



		Demand

		The demand of reactive incidents upon scheduled work.







		Governance



		None.







		Equality



		None.



		Reputation – confidence and satisfaction



		Historic reports (HMIC, IPCC), not of now; Large scale incidents not of our control (response to is within our control).





		Environmental and sustainability

		None.







		Media, communication and engagement



		The demand of reactive incidents upon scheduled work.









Senior officer approval
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		Date of meeting:

		27th July 2017



		Author:

		Det Supt. Steve Cockwell

		



		Outcome (please tick the outcome  you are reporting on)

		



		Public confidence

		



		Victim satisfaction

		Rating





		Organisational health and well-being

		



		HMIC

		



		Office of Police Conduct

		







Inadequate		Requires improvement		   Good		          	Outstanding



		What is working well? How will we build on this?





		

Since April 2017, Professional Standards Department (PSD) have implemented a Performance Framework for managing complaint cases. This has been supported by the appointment of Chief Inspectors single points of contact within each BCU to oversee complaint cases and expressions of dissatisfaction.



We are currently awaiting Q1 performance data from the Independent Police Complaints Commission (IPCC)

Whilst the Q1 figures are unlikely to show significant improvement in timeliness (Recorded at point of finalisation) there has been a concerted effort to finalise legacy cases, which has reduced backlog and numbers of ongoing cases as highlighted below: -



Cases allocated to BCU



		 

		BCU for Local Resolution

9/5/2017

		BCU for Local Resolution

4/7/2017

		

		BCU for Local Investigation

9/5/2017

		BCU for Local Investigation

4/7/2017



		Total Cases

		35

		35

		

		21

		8↓



		0-30 days

		11

		21

		

		7

		4



		31-90 days

		19

		13

		

		8

		3



		91-180 days

		3

		1

		

		5

		1



		181-360 days

		2

		-

		

		1

		-



		361+ days

		-

		-

		

		-

		-









Cases allocated to PSD



		 

		PSD for Local Resolution

9/5/2017

		PSD for Local Resolution

4/7/2017

		

		PSD for Local Investigation

9/5/2017

		PSD for Local Investigation

4/7/2017



		Total Cases

		13

		5↓

		

		25

		12↓



		0-30 days

		3

		2

		

		9

		4



		31-90 days

		4

		1

		

		4

		3



		91-180 days

		3

		-

		

		6

		2



		181-360 days

		3

		2

		

		3

		1



		361+ days

		-

		-

		

		3

		2







The most historic cases which are complex in nature and involve a large number of allegations have been prioritised within the Department.



As these cases are finalised, it is anticipated that the number of days to finalise cases will fall significantly below the national average

Local resolution – 67 days

Local investigation – 166  days



Following the recent HMIC inspection on Legitimacy, the quality of investigation of PSD cases was highlighted following audit by Inspectors.







		What is not working well? How will we manage this?





		

Approximately 28% of the workforce do not hold an up to date vetting status, which is in non-complaint with national standards. HMIC (Her Majesty’s Inspectorate of Constabulary) have provided a timeframe to clear the backlog by 2019.


There are currently 3 full time equivalent posts in vetting and a recent 0.5 post temporary post was recently agreed by Chief Officers.

There has been a substantial activity in Force recruitment which in conjunction with vetting of non-police personnel has seen a continued rise in the volume of vetting checks as detailed below.









At present, vetting staff are unable to address the backlog given the volumes of referrals in respect of transferees, new recruits, PCSOs and Special Constables, as detailed in the workforce plan.



The volume should reduce by Autumn 2017, allowing for the backlog to be addressed.


Following auditing by TIIA and a continuous improvement event, a vetting action has commenced outlining the key recommendations. 

On key strand being progressed is the development or procurement of a vetting IT system to improve processes and reporting. A business case will be submitted to Chief Officers after further scoping has been done.









		What are our opportunities?  How will we exploit them?





		

May 2017 saw the launch of Operation Mars – The Force’s response to abuse of authority for sexual gain.

As part of the operation there has been increased engagement with PSD staff and marketing of the Bad Apple confidential reporting system.


Since the launch there has been an uplift in the number of referrals received via Bad Apple, indicating more confidence in reporting concerns. Referrals have predominantly related to other areas such as poor driving, inappropriate associations and concerns regarding supervision.



We will now consider how to add Bad Apple to Mobile data terminals so staff has access to confidential reporting without being in areas of the station where colleagues are present.







		What are our threats?  How will we manage them?



		

Changes to the complaints system under Policing and Crime Act 2017.

The OPCC and Force need to determine what model to adopt as the reforms are implemented

Model 1 – OPCC handle reviews (formerly appeals). This is the minimum requirement

Model 2 – In addition to model 1, will be responsible for recording of complaints and customer service resolution

Model 3 – In addition to models 1 and 2 will be responsible for updates to complainants and notifying them of outcome of complaint investigation.



These are significant changes and whilst OPCC has attended a seminar with Head of PSD, Chief Officers may be unsighted on proposals.

Email has been sent to OPCC requesting item be placed on agenda at Policing Board or another separate meeting. Head of PSD can present on changes.











		Resource implications



		Finance – revenue funding, capital investment, external funding, commissioning, collaboration opportunities etc.

		IT investment – Investment in IT vetting system and online vetting forms



		Assets – estates, facilities, IT etc.



		







		Staff - knowledge & skills, capacity, capability, training etc.



		A Police Staff investigator has been recruited into post to fill a vacant DC post. The successful applicant is currently undergoing vetting checks and it is anticipated will start in September 2017.



		Timescales



		







		Leadership



		PSD SMT have delivered 2 workshops in complaint handling to supervisors which have been well received. These have been supported by Kerrie from OPCC in terms of dealing with dissatisfaction.







		Partners



		Any new IPCC independent cases will now come under different arrangements with a senior manager as opposed to Commissioner making key decisions.

There is one Independent investigation within the Force under these new arrangements.









		Impact considerations

		



		Risk

		Backlog of vetting is on Force Risk Register.







		Legal

		







		Police and Crime Plan





		Priority 4 – connecting with communities

Providing a professional response to dealing with complaints



		Demand

		







		Governance



		







		Equality



		



		Reputation – confidence and satisfaction



		



		Environmental and sustainability

		







		Media, communication and engagement
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1.0 Overview

At the first meeting of the Commissioner’s Quality Assurance Panel held on 3™
April 2017, members reviewed a random selection of closed Professional
Standards complaint files and calls made to the Force Communication Centre
from January to March 2017.

The Panel considered 6 complaint files and 9 calls in total.

During the first session of the day, members worked in pairs to review
complaints cases and discuss their view of the files. Members’ feedback was
collected through template observation forms. Members of the OPCC staff were
available throughout the exercise to answer any questions and provide
clarification where needed.

In the afternoon, calls recorded in the Force Communication Centre were played
to members via the meeting room’s speaker system. Using the FCC NCHS
marking sheet, members noted any observations during the playback. The group
then collectively discussed each call, with notes being taken by OPCC officers.
Members’ NCHS marking sheets were also collated at the end of the day to
inform this report.

Panel members’ findings were discussed with department leads in detail.
Departments were then provided with the opportunity to formally respond to the
Panel’s observations. These responses are included within this report.

2.0 Background, Purpose and Methodology

The background and purpose of the Panel along with how the dip sampling is
carried out and what the Panel is asked to consider is detailed in the Quality
Assurance Panel handbook, which is available on the PCC’s website.

3.0 Approval by Panel

All Panel members have been provided with a copy of this report for comment
and have confirmed that it fully represents the views expressed by the Panel
during the dip sampling exercise dated 3™ April 2017.




http://www.dyfedpowys-pcc.org.uk/wp-content/uploads/2016/09/002QualityAssurancePanelHandbookSept16.pdf



4.0 Closed Professional Standards Complaint Cases

The Panel reviewed 6 cases from the Professional Standards Department (PSD).
The cases had been randomly selected, to include a variety of areas responsible.
The following sections set out Panel members’ observations, followed by
feedback from PSD.

4.1 Best practice

Panel members highlighted a number of elements they considered to be best
practice:

e Overall, the majority of investigations were conducted thoroughly and within
reasonable time periods.

e It was felt that most complaints were appropriately dealt with, with one
member noting "“Satisfactory outcome which was never going to be
acceptable to the complainant”.

e There was good evidence of internal communications to ensure procedure
was being followed.

4.2 Areas for learning

Panel members highlighted some of areas of learning:

e Where complainants were directed towards other agencies e.g. Ombudsman,
it was felt insufficient detail was provided.

The Local Resolution (LR) and appeal outcome letters state another
agency may have been at fault for not updating the Motor Insurers Bureau
but we do not specify who. The reason for this is that unfortunately it
could not be established who was responsible for any error. As such, it
was not possible to signpost the complainant with any certainty.

The appointed investigator, as part of the local resolution process,
suggested to complainant that if he had issues with the Labour Party he
should contact the Ombudsman. The investigator may well have given the
complainant more detail when speaking in person as to how to contact the
Ombudsman, but this is not reflected in the local resolution outcome
letter. Therefore, the Department accepts that more information should
have been included within the letter in order to approriately signpost the

Complainant to the Ombudsman (i.e. full contact details).





It appeared within one case that the DISSAT process did not address the
complainants concerns which led to escalation to formal complaint which was
locally resolved by an Inspector. The total time taken to resolve the situation
was consequently 42 months, with a subsequent compensation claim
pending.

The concerns raised by the panel appear to be in relation to how the
DISSAT process did not address the complainants concerns. Having
reviewed the case, it is clear that given the nature of the concerns, it
should have been referred immediately to PSD. The severity of the
allegations in terms of damage caused by police through gaining entry
should have been considered by PSD rather than the Bureau as it would
be reasonable to assume that a claim would be forthcoming subsequently.
The team regularly discuss the types of cases that must be considered
within the formal complaints framework and are aware of the need to
refer to PSD any matters that appear of a more serious nature. The
Manager of the Public Service Bureau is confident that experience and
expertise has developed considerably within the team and that should
such a case be received today, the right approach would be taken.

In relation to the formal complaint, this was recived at PSD on 20%
October 2016 and unfortunately there was a delay in recording it due to
an administrative error. An apology was given to the Complainant in
respect of this failure in service. The complaint was formally recorded on
30" November 2016 and finalised on 8™ February 2017 by way of a local
resolution. It is accepted by the Department that there was an inadvertent
delay in recording the complaint once it arrived at PSD, and that the local
resolution process took longer than it should have. However, it is positive
to note that a local resolution action plan was agreed with the
complainant and no appeal was made in respect of the outcome which
would indicate that the complainant was satisfied with the action taken.

4.3 Areas for further discussion

Panel members raised a number of issues during the session which required
further discussion or action to be taken:

There was a strong opinion in some cases that the personal approach had

been overridden by legalese and the correspondence with complainants
lacked empathy. Some members speculated this may have been due to

“standard” documents being cut and pasted over time so they no longer
flowed appropriately. Members highlighted that letters of this quality may
antagonise and exacerbate complainants feelings. Members suggested






documents be reviewed by another member of staff before being sent to the
complainant.

It

Due to the volume of work that the Department deals with, it has to rely
on template letters.

It should be noted that a working group set up under the Quality
Assurance Panel’s predecessor (i.e. the Resident’s Panel) reviewed and
redrafted the suite of template letters used by the Department in order to
make them more customer friendly and jargon free. There have been
some minor changes to the letters since the redraft due to changes in
process and as part of the Department’s continuous improvement, but
these changes are in keeping with the changes made by the Resident’s
Panel.

The Department is keen to ensure that letters meet the needs of
complainants and do not exacerbate feelings, and all formal
decision/outcome letters are reviewed by the Department’s Senior
Manager in his role as the delegated appropriate authority. Unfortunately,
due to the volume of correspondence that is sent from the Department is
not practicable for every letter that is sent during the life of a complaint
case to be reviewed by the Senior Manager or a supervisor.

It must be noted that the letters are formal and there are certain
legislative requirements placed on the Department in respect of the
information that should be provided to complainants during the complaints
process. There is also specific terminology that has to be used which
unfortunately can be viewed as legalese.

If the Panel have any particular suggestions in respect of the template
letters used, then the Department will be happy to consider them.

was suggested that complainants should receive, within the

acknowledgement letter, an indication of the processes to be followed and
time frame in which the complainant will be contacted. It was also suggested
the procedures for local resolution be made clearer.

Further to the above, the Department has tried to keep acknowledgement
letters as simple as possible to avoid confusion to complainants.

The letter is intended to simply acknowledge the formal recording of the
complaint under the Police Reform Act and to let the person know that a
suitable person will be appointed to deal with their complaint and will
contact them in due course. It is this intial contact with the complainant
that is the most suitable opportunity to explain the process that will be
followed as in the majority of cases this will be either a face to face
conversaion with the complainant or a conversation over the phone, which
is better than providing more detailed information in a written format.






e Again though, if the Panel have any particular suggestions in respect of
the template letters used, then the Department will be happy to consider
them.

e In terms of setting timescales, there is no specific timeframe within which
a complaint should be dealt with, but it should be dealt within in a timely
manner. This is something the Department is committed to and it is an
area the Department is currently focussing on with the development of a
performance framework. The reason that the Department does not
stipulate a timeframe within the acknowldgement letter is that it is
entirely possible that due to, for example, other operational priorities, a
set time frame may not be complied with. This can then lead to further
dissatisfaction and possibly an additional complaint that the set timeframe
was not complied with. Additional complaints would have to be recorded
under the Police Reform Act 2002 and this could cause further delay in
dealing with the complaint, complication for the appointed investigator
and the complainant, and additional and unnecessary bureaucracy in what
is already a bureaucratic process. To that end, and in order to manage
expectations, the Department does not stipulate a time frame within the
acknowledgement letter.

e« A query was raised in relation to the management advice provided within the
case involving forced entry to a property. Members sought assurance that
the resulting consequences of the complaint had been addressed.

e It can be confirmed that all necessary action was undertaken by the
Department.

4.4 Any other issues
A small number of other issues were raised by Panel members for noting:

e It was considered that a full explanation of outcomes was not clear in two
cases, however another was identified as having clear reasons for rejection of
allegations being provided to the complainant.

e The Department has been unable to find a letter on the only case
reference number given which does not give clear explanation of the
processes being followed.

e Members felt that it was unclear in one case whether the alleged crime was
appropriately recorded from the outset.

e Although the issue of the recording of the crime was not relevant to the
complaint, the information on the case confirms that a crime was
appropriately recorded on the same day it was reported. The complainant






in this case was the person who was arrested for the crime and
subsequently convicted at court and this information was contained within
the investigation report.

e« Whilst members noted that small delays exceeding response times may have
exacerbated complainant feelings, it was acknowledged these delays may
have been due to criminal proceedings requiring finalisation prior to
complaints being progressed. Positively, the delay was identified by a member
of staff within one case.

e The above is noted.

e It was noted within one case there was repeated use of an incorrect email
address.

e The Department has been unable to find any instances of an incorrect
email address being used on the case.

e« Panel members noted in one case it was unfortunate that the force appeal
form was not attached to a letter.

e From reviewing the case is is apparent that the Complainant wrote to PSD
to say that he had not received the appeal form with his Appropriate
Authority (AA) letter. The complainant was subsequently sent an appeal
form and a written apology.

e It is difficult to see how this occurred as appeal forms are actually
embedded within the template outcome letters (i.e. they are not separate
documents that need to be attached or printed off). However, if the form
was not included this would be an isolated and inadvertent administrative
failing and, as per above, an apology was offered.






5.0 Force Communication Centre Calls

The panel collectively reviewed 9 randomised calls from the force communication
centre. There were three 999 calls, five 101 and one via the main DPP telephone
number of various types.

5.1 Best practice

Panel members highlighted a number of elements they considered to be best
practice:

e Members felt the call opening and establishment of caller needs was good in
all cases.

e Recaps occurred in all calls, however in two of the calls it was felt the re-
checking of details was a little excessive or inappropriate to the situation.

e Call handlers all displayed a professional manner and in the main appeared to
have a good rapport with the caller.

e Prompt transfer to dispatch and early identification of resources required was
excellent in all cases, especially during the call reporting a missing vulnerable
person.

e The level of service provided to a caller regarding a civil dispute was
exceptional, with the handler providing advice, referral to other agencies,
reassurance and empathy. However members were also concerned by the
length of the call and questioned whether it could have been closed sooner.

5.2 Areas for learning
Panel members highlighted some of areas of learning:

e Members considered within one call that there was some inappropriate
questioning considering the circumstances of the call and some potentially
useful questions were not asked. The caller was frightened that there was an
intruder in the house and whilst the call handler identified it was difficult for
the caller to talk, they perservered trying to take all personal details. There
was also some difficulty in the officers on scene getting to the caller, which
members queried if the call handler could have assisted by asking questions
about the caller’s location in the building for example.

e In terms of vulnerability, one call handler failed to ask if the victim had been
injured or if they were alone during a burglary. The incident had been






reported through Careline which members considered should have prompted
the call handler to identify that the victim would be vulnerable. During the
suspected intruder call, the handler did not ask if anyone was with the caller,
although they could be heard speaking to someone else.

5.3 Areas for further discussion

Panel members raised a number of issues during the session which required
further discussion or action to be taken:

Members felt unable to appropriately score the calls or comment on the
NSIR/NCRS compliance and THRIVE and felt it may be beneficial in future
sessions to have a call handling supervisor available to provide guidance and
answer any questions if necessary.

Action 1

Call handling supervisor to provide additional training input to QAP panel
members

Members felt it important to enquire about the policy for investigating
instances of cars leaving petrol stations without paying for fuel. In the call
listened to, the caller was unclear of the registration number of the car and
stated the CCTV was of a poor quality. The call handler referred the caller to
Action Fraud. Members queried why this would not have been passed to traffic
officers for noting as perhaps the car had used false number plates.

Action 2

Provide clarification to Panel members on the process for reporting instances
of Making Off Without Payment

One call handler came across as unsure and repeated themselves and perhaps
they were new to the role. Members sought assurance that call handlers are
constructively made aware of any weaknesses in order to improve confidence
and performance.

5.4 Any other issues

A small number of other issues were raised by Panel members for noting:

Members made two observations regarding the recording of the time of
incident. When recording a missing person, members considered it very
important for the time of the last person to visit the missing person’s address






to have been recorded accurately. On this occasion there was a 30 minute
discrepancy. In the case of a theft, the time of incident was recorded as “10
mins ago”. Members queried if this was appropriate, or if the actual time
should have been noted.

5.4.1 Force Communication Centre comments

e The feedback from the scrutiny panel is welcomed and will be shared with
the FCC training staff for continuous professional development.

e All supervisors have access to information which gives the length of time a
call taker is engaged with a member of the public on the phone. In
addition, supervisors have access to any calls for service waiting. It is
accepted that at times calls can take a long time and callers are
occasionally kept on the line for reassurance until Police resources arrive.
Supervisors can monitor calls that are considered to be protracted but can
also arrange for resources to be dispatched whilst callers are on the line.

e To effectively THRIVE a call for service, the callers’ personal details are
required and these details are required for thorough intelligence checks.

e The feedback regarding missing persons will be disseminated to all call
takers.

e Where the panel consider that there is learning for call takers, we would
ask that the specific call be highlighted in the feedback for action locally.
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1. VISION & AlM OF OUR STRATEGIC COMMUNICATION

1.1 STRATEGY VISION
To enhance Dyfed-Powys Police’s position as a trusted public service, focused on maintaining
safe and secure communities.

1.2 STRATEGY AIM
To outline the objectives for effective communications and engagement that will support our
service and our staff.

To provide a flexible communications and engagement structure, anchored in community
understanding and addressing community need.

2. OUR STRATEGIC KEY MESSAGES: What do we want to be known for?

¢ We are a service of our communities and for our communities.

Dyfed-Powys Police is committed to protecting those who are most vulnerable .

*  We work closely with others to tackle predatory behaviour which hits at the heart of our
communities.

We will not tolerate behaviour which undermines strong, cohesive communities.

*  We are a complex force by virtue of our geography — the challenge of our rurality pushes us to
work differently and think differently.

Dyfed-Powys Police is an innovative police service, embracing science and technology to keep
one step ahead.

*  We strive to do the basics brilliantly.
*  Where we fall short of the standards of service our communities expect of us, we want to know

about it. We want to know what went wrong and we will learn from this to put things right now
and for the future.
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3. CORPORATE COMMUNICATIONS ACTIVITY OF NOTE (high demand, not all work).

PROACTIVE ACTIVITY REACTIVE/INCIDENT BASED

* Transferee recruitment campaign. * Monkton public disorder.

* Adopt a post office campaign. * Two charged with 2011 murder.

* H#EnjoyDPP — Summer campaign. * Castlemartin Range explosion.

* Op Lion — Summer campaign for Tenby. * Powys aggravated burglaries.

* PC Marc Woods national bravery award. * Fox hunting video posted to Facebook.

* Autism-friendly town — Milford Haven. * Buried LSD, Powys.

* Vehicles seized as powers devolved. * Body in river, Newcastle Emlyn.

* Op Sceptre — Knife crime campaign. * Indecent exposure, Llanelli.

* Special Constable’s 500 hours. THIS MONTH’S REPORT DOES NOT CAPTURE

INTERNAL COMMUNICATION - THIS IS A

" Royal Welsh Show - stand and pre-messages. eyl opMENT AREA FOR COMING MONTHS.

4. MEDIA SENTIMENT

(Measured on tone of article towards work of Dyfed-Powys Police. The articles referred to
are gathered by a media cuttings agency to which we subscribe).

POSITIVE (+) NEUTRAL NEGATIVE (-) TOTAL
No. 76 177 9 262
% 29 68 3 100

4. BROADCAST MEDIA PARTICIPATION

* Crimewatch Roadshow - 4t July — T/Insp Matthew Howells — DNA to crack sheep thefts.
* BBC Wales News — 12" July — Supt lan John - Public disorder, Monkton.
* ITV Wales News — 12" July — Supt lan John - Public disorder, Monkton.

4. EVENTS (This section is to be developed in future reports).

* Local summer events began at the end of last month and feedback has been extremely positive.
Fuller analysis of NPT activity will begin next month.

* Dyfed-Powys Police will have a big presence at the Royal Welsh Show 2017 and this will be
reported on in an updated version of this report once July has concluded.

» Several road safety events have taken place during this month with feedback on social media
appearing to be positive.





4. PUBLIC CONSULTATION

* Final testing of OpCynefin (new public consultation survey) will take place at the RWAS17 before
roll out to NPTs later this month.

» A meeting is scheduled for Tuesday 25t July to discuss proposals for a pilot of audience
segmentation based on public consultation data and Mosaic mapping. The purpose of this is to
engage and communicate in a more efficient and effective way. The pilot site will be in an area of
Ammanford.
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3. SOCIAL MEDIA EVALUATION (Measured on sentiment in the article).

32,445 ‘fans’ at 20t July 2017

Total Page followers

67% increase in follower since July 2016 (up from 19,404) ——————>

28%

e BOIENOIOlC

<24yrs 25-34 35-44 45-54 65 yrs >

MOST ENGAGED* WITH CONTENT THIS MONTH

Police Federation Bravery Award — PC Marc Woods. (668)

Ammanford Emergency Services Fun Day. (568)

999’s 80t birthday messages. (475)

Transferee advertisement. (436)

Cat poisoning appeal, Cilgerran. (347)

Missing people posts generate significant engagement but are deleted
once found, therefore do not register in the insights data.

The fox hunting posts generated significant engagement but were
deleted to content — this was to protect the ongoing investigation.





Transferee recruitment advert (61.2k through targeted advertising)
Cyclist injured during Tenby Long Course Weekend (33.4k).
Ammanford Emergency Services Fun Day (32.5k).

Police Federation Bravery Award — PC Marc Woods (24.2k).
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Update on public disorder, Monkton (23.3k).

37,876 ‘followers’ at 20t July 2017

(Refers to corporate account only — Developing analytics for local and specialist accounts).

)@@ |@]| e

13-17 18-24 25-34 35-44 45-54 55-64 65 yrs >
53% 47% * Engagement rate 1.1% (engagement against impressions made).

* On average, 34 link clicks per day.
New

A4y /| followers in * On average, 43 retweets per day.
last 28 days * On average, 38 likes per day.

* On average, 4 replies per day.

28% National work is ongoing looking at meaningful measurement of
engagement on social media. Research to date has shown a reluctance to

increase in followers ) i i .
interact with posts, despite people having read them.

during last 12 months

MOST ENGAGED* WITH CONTENT THIS MONTH

* Updates on public disorder, Monkton.
1st update (11%).
2" update (8.4.%).
34 ypdate (5.4%).
4th ypdate (7.2%).

* Cyclist injured during Tenby Long Course Weekend (5.1%).
* Witness appeal to damaged police vehicle in St David’s and injured officers (2.6%).

* Missing person appeal - NC, Ammanford (2.4%)

* RTC and blocked road, Aberaeron (2.3%)
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1.0 Overview

At the a meeting of the Dyfed-Powys Out of Court Disposal Scrutiny Panel held
on 25" April 2017, members reviewed a selection of assaults on police officers
which had been dealt with by way of an Out of Court Disposal.

The Panel considered a total of 10 cases, four involving youth suspects and six
involving an adult suspect.

2.0 Background, Purpose and Methodology

Panel members collectively agree an area of focus for each meeting. They
receive relevant case files two weeks prior to each meeting which have been
randomly selected by the Panel Chair. The Panel then meets to discuss each
case and where possible reach a conclusion. In deciding which category the case
falls, the panel should consider the following criteria:

o the views and feedback from the victim and offender

o compliance with force policy

o rationale for the decision and outcome

. potential community impact

o circumstances and seriousness of the offence

o potential alternative options that may have been available

The Panel discuss each case and categorise them as one of the following:

o Appropriate use and consistent with policy

. Appropriate use with panel members’ reservations
. Inappropriate use or inconsistent with policy

. Panel fails to reach a conclusion

3.0 Approval by Panel Chair

I (print name) can confirm that I
have read the report, and that it fully represents the views expressed by the
Panel during our dip sampling exercise dated 25™ April 2017.

Signed:

Date:






4.0

Actions taken following previous Panel meeting

As a result of the Out of Court Disposal Scrutiny Panel’'s work, the following
actions have been taken since the last meeting:

All Panel members have been provided with current out of court disposal
policies.

The Panel Terms of Reference have been updated to include action
tracking and reporting mechanisms.

The Crown Prosecution Service representative has provided feedback to
Officers regarding a recommendation to expunge a caution.

Dyfed-Powys Police have reviewed their guidance for youth sexual
offences and are considering a review of all such cases.

Two crimes deemed to have been inappropriately disposed of have been
expunged.

The record for a crime deemed to have been inappropriately recorded has
been rectified.






5.0 Assaults on police officer cases — youth suspects

Two of the youth cases considered had been dealt with by way of Youth
Community Resolutions, one suspect had received a caution and one a Youth
Restorative Disposal. Members’ assessments were as follows:

Members’ assessment

Number of cases

Appropriate 3
Appropriate with reservations |1
Inappropriate 0

5.1 Observations

Panel members’ observations on each case are detailed below.

Case 1

An observation was made that ACPO guidance states that the gravity score for
assault on a police officer is always a three, the result of which would be a
charge. It was however felt that this would not have been in the public interest
on this occasion and therefore Panel members agreed the outcome to be

appropriate.

Panel’s Assessment: Appropriate

Case 2

Panel members considered the suspect had been dealt with appropriately as

they required support through intervention.

Panel’s Assessment: Appropriate

Case 3

Panel members queried if the assault was deliberate (the suspect spat in the
face of the officer). Some members considered the issue of a community
resolution may have been somewhat lenient. The gravity score had been
reduced by more than 1 point, which is outside of policy, however Panel
members understood the rationale for this decision. Members discussed the case
in detail, with mixed views regarding how spitting is dealt with in terms of






balancing public interest with deterring future offending. It was commented that
it would be interesting to look into the reoffending rates of offenders who spit.
Members considered that spitting appeared to be becoming more of an issue
with young people and that work through social media may help to raise
awareness and deter young people. Panel members reflected that more could
have been done to support the victim in this case and that police officers who
have been assaulted need to be treated as per any other victim. Members were
informed that a seven point plan for dealing with assaults on police officers was
available and would be circulated. It was agreed that the different views
expressed by Panel members would be fed back to the officer in charge.

Action 1

Feedback to be provided to the officer in charge of case 3 with Panel members’
views regarding the decision to reduce the gravity matrix score.

Action 2

Seven point plan for dealing with assaults on police to be shared with members.

Panel’s Assessment: Appropriate with reservations

Case 4

Whilst members considered the outcome was appropriate, it was felt that more
interaction with mental health services should have taken place prior to the
decision being made.

Panel’s Assessment: Appropriate

Action 3

Feedback to be provided to the officer in charge of case 4 regarding increased
interaction with mental health services.






6.0 Assaults on police officer cases — adult suspects

Panel members reviewed six adult cases, all of which had been dealt with by way
of caution. Members’ assessments were as follows:

Members’' assessment Number of cases

Appropriate 3

Appropriate with reservations | 0

Inappropriate 4

Not applicable 1

6.1 Observations
Panel members’ observations on each case are detailed below.
Case 5

Members noted a reference to a previous conviction within the file which was not
evidenced on the Police National Computer check. Members considered the
disposal to be appropriate based on the circumstances of the case.

Panel’s Assessment: Appropriate

Case 6

Three crimes of assaults on police officers had been recorded in relation to this
case. Members felt strongly that whilst the rationale was very detailed, an out of
court disposal was inappropriate. The victim officers were not contacted,
however their accounts identified that they would have favoured charge.
Members also queried the appropriateness of a reference within the decision that
the offender should be “entitled” to a caution. Whilst the resource implications
were noted, it was considered that the process of officers reporting on each
other’s crimes was not best practice.

Panel’s Assessment: Inappropriate disposal for all three crimes






Case 7

Members considered the outcome to be appropriate as the suspect apologised
instantly and the offence was minor.

Panel’s Assessment: Appropriate

Case 8

Members noted that whilst the suspect had shown to be remorseful and had no
previous convictions, the circumstances of the incident appeared sufficiently
serious to result in at least a conditional caution. The suspect had been involved
in a struggle with officers for at least five minutes, during which they had
punched an officer to the back of the head which floored the officer. PAVA spray
had been deployed but had little effect, possibly due to the suspect being under
the influence. The suspect had later been found to be in possession of a class A
drug. Members suggested that at a minimum, a conditional caution would have
ensured the suspect attended a diversionary service.

Action 4

Feedback to be provided to the officer in charge of case 8 regarding the use of
conditional cautions to refer suspects to appropriate diversionary services.

Panel’s Assessment: Inappropriate

Case 9

Panel members considered officers had dealt with the vulnerable suspect
sympathetically, identifying that previous convictions were alcohol related. Due
to the suspect not fully admitting the offence there was not an opportunity to
issue a conditional caution to ensure they attend a diversionary programme.

Panel’s Assessment: Appropriate

Case 10

This case was not appropriate for the Panel to consider as the suspect had been
charged for three offences. It was confirmed that the record required updating to
ensure the case did not display as an out of court disposal. Members did
however query whether potential crimes against the hospital staff dealing with

the suspect had been appropriately dealt with.





Action 5

Case 10 record to be updated on the police system to ensure the outcome is
displayed correctly.

Action 6

Custody training to incorporate consideration of crimes against hospital staff
when officers have been called to assist with violent patients.

Panel’s Assessment: Not applicable

7.0 Panel’s assessments to date

The Panel has considered a range of disposals as shown in the graph below.

Disposal type
Youth
Youth Restorative Cannabis
Conditional Disposal Warning

Caution

Youth
Community
Resolution

Caution

Youth Caution

Conditional
Caution

Community
Resolution

Of the 147 cases examined between April 2013 and January 2017, 48% were
assessed as appropriate, 29% as inappropriate, 21% as appropriate with
reservations and the panel failed to reach a conclusion in 2% of cases.

This covered the Panel’s activity during the period of November 2013 to April
2017.






Overall there has been a reduction in the number of cases the Panel have
deemed inappropriate and an increase in those deemed as having appropriate
disposals. This change over time can be seen in the graph below.

Panel assessment over time
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The graph below shows the breakdown by crime type as a percentage of cases

considered.

Panel assessment by crime type
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The following graph displays the actual number of cases assessed within

crime type and the resulting Panel opinion.
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7.1 Good practice

A number of examples of good practice have been identified as a result of the
Panel’s work to date:

Generally officers are dealing with suspects appropriately, identifying
those who may benefit from intervention and support rather than criminal
charges.

The work undertaken by Youth Bureaus is thorough in order to support
young people to address their offending behaviour.

7.2 Areas for improvement

A number of areas for improvement have been identified as a result of the
Panel’s work to date:

The use of Conditional Cautions should be encouraged where appropriate.
Custody officers need to improve their understanding of the impact of
existing, and changes in, legislation when issuing cautions.

Custody officers need to understand the importance of seeking CPS advice
prior to issuing cautions where appropriate.

Custody officers need to understand the importance of including sufficient
rationale to support their decision-making, especially when deviating from
policy. This includes decisions surrounding the completion of the ‘ACPO
Adult Gravity Matrix’” which dictates appropriate disposal selection.
Information between agencies should be better shared to support the
rationale for decision-making.

Many of the above areas for improvement are being addressed by raising
awareness amongst supervisors and additional inputs within training and
development activities; however, seeking CPS advice and providing sufficient
rationale for decision-making continue to be a feature in many cases.

8.0

Future Panel focus

Following feedback from the Policing Board of 24™ April 2017 regarding public
concern, members agreed to consider out of court disposals relating to drug
possession at the next meeting of the Out of Court Disposal Panel.
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		Date of meeting:

		27 July 2017



		Author:

		Insp Stuart Bell

		



		Outcome (please tick the outcome  you are reporting on)

		



		Public confidence

		



		Victim satisfaction

		Rating





		Organisational health and well-being

		



		HMIC

		



		Office of Police Conduct

		







Inadequate		Requires improvement		   Good		          	Outstanding



		What is working well? How will we build on this?





		The Force Inspection and Review Team (FIRT) was established in January 2016 and is now well established with two substantive members of staff: an Inspector and an Administrative Assistant.



The FIRT are now joined by Reg Bevan, a consultant and former employee of the force and HMIC who brings a great deal of expert knowledge to the team.



There are well embedded practices in place to deal with the various types of HMIC related work: preparation for inspections, response to HMIC requests/publications, HMIC governance etc.



Post inspection, HMIC provide written findings to forces highlighting recommended actions, or Areas For Improvement (AFIs)



In Summer of 2016 the force had in excess of 120 live AFIs. Monitoring and managing this many AFIs was greatly problematic for the FIRT, the Governance Group and especially for the recommendation owners.



The HMIC Governance Group, chaired by the DCC has maintained focus on driving progress of these AFIs and at the time of writing, there are 29 live in the force.



As part of the annual PEEL process, HMIC inspect all forces in England and Wales with regard to their Effectiveness, Efficiency, Legitimacy and Leadership. 



All areas, with the exception of Leadership are subject to graded judgments. Forces are awarded one of four grades: Inadequate, Requires Improvement, Good or Outstanding.



In 2016, the force was graded as ‘Requires Improvement’ for all three categories, placing it in the bottom 3 forces in England and Wales.



The force is now working towards improving all three ‘Requires Improvement’ grades toward ‘Good.’ This will be achieved by promptly addressing all outstanding recommendations and openly engaging with the HMIC.



Feedback received after the Spring 2017 PEEL Inspection was encouraging and offered a great deal of assurance that HMIC are confident that the direction of travel for the force is the right one. It has been suggested that the force is much closer to a ‘Good’ grading for both Efficiency and Legitimacy than it was in 2016. HMIC have noted that performance with regard to Leadership has also notably improved.







		What is not working well? How will we manage this?





		As outlined above, the force is currently graded as Requires Improvement for all three PEEL categories. We are confident though that the direction of travel is the right one.



HMIC recommendations are made to the force in response to national or thematic inspections. At the conclusion of the inspection HMIC write a report to each relevant force outlining their findings.



HMIC reports may contain AFIs, as mentioned above or Causes of Concern (COCs). AFIs are less serious in nature and are more commonplace. COCs are more onerous and require a greater amount of work to resolve and attract more scrutiny from HMIC.



The force does not have any COCs, but as outlined above there are 29 live AFIs and these can be regarded as areas in which the force is ‘not working well.’



The HMIC Governance Group ensures that such issues are regularly monitored and progressed in a timely manner.





		What are our opportunities?  How will we exploit them?





		The PEEL Effectiveness inspection will take place 16-20 October 2017 and represents a great opportunity for the force to improve; a grade of Good is believed to be highly achievable.



In 2016, the Effectiveness Inspection was the one in which the force performed strongest. Although the force received an overall grade of Requires Improvement, in two out of the four core areas inspected, we received a grade of ‘Good.’



Ahead of the upcoming inspection, work is underway by the FIRT to make the requisite improvements to achieve an overall ‘Good’ grade.



Force Management Statements (FMS) also represent a real opportunity for the force. 



In early 2017, the force assisted HMIC by taking part in a pilot to introduce and develop the FMS. 12 forces took part, with Dyfed-Powys being a very late addition to the pilot. Despite this, we were one of only a few forces to submit a completed document to HMIC and we have received positive feedback to this regard.



The FMS is a document that HMIC require each force to produce on an annual basis. The document is designed to encourage forces to understand the demands placed on key areas of their business and in turn, to understand the resources available to meet that demand.



HMIC are due to share more detail with forces over the summer and once this is received, the force will be in a better position to begin planning and constructing the FMS.



To fully benefit from the construction of the FMS, the force will incorporate it into the annual planning cycle. Its compilation will assist us in better understanding our demands, the resources available and how to better match them.



In the development of the FMS, assistance has been requested from members of the Llywio talent management programme also. This represents a great opportunity for the force to add value to the FMS and to develop members of staff.





		What are our threats?  How will we manage them?



		The Crime Data Integrity (CDI) inspection represents a threat. The force has yet to be inspected regarding CDI performance and work is underway to improve performance in this area. 



To assist our understanding of the inspection process and to improve performance regarding CDI, we have sought assistance from the Force Crime Registrar (FCR) of Sussex Constabulary, one of a few forces to receive a grade of ‘Good.’ 



As a result, our FCR has an action plan tailored to improve CDI performance. Furthermore, the force audit schedule incorporates a number of areas relevant to CDI performance. The audits will be used to capture any repeat issues and to feedback issues of concern to officers and staff.



The implementation of ‘criming at source’ and the introduction of the Incident and Crime Assessment Team (ICAT) have also assisted in improving CDI performance. The FCR and the Crime Audit Team are currently carrying out an audit into this work by way of early evaluation.



The force is also yet to be inspected with regard to HMIC’s rolling Custody Inspection program. Analysis of other forces shows that forces are typically inspected 5 years after the last inspection. The force was last inspected in June 2013 and so we can expect to be re-inspected in the next 12 months.



The majority of custody related recommendations have been completed; the results should provide HMIC with encouraging findings on their next inspection. Similarly, an action plan has been drawn up for all custody suites utilising the list of HMIC recommendations and the HMIC’s ‘Custody Expectations’ document.



This work is being driven by the CI of custody and performance is improving.









		Resource implications



		Finance – revenue funding, capital investment, external funding, commissioning, collaboration opportunities etc.

		The Force Inspection and Review Team comprises of 1.75FTE members of staff. The team is led by an Inspector (1.0FTE) and supported by a member of admin staff (0.75FTE).



The team is currently supported by a consultant (0.6FTE) who, as a former member of HMIC staff, is able to bring a great deal of expertise to the force.



		Assets – estates, facilities, IT etc.



		The FIRT shares an office at police HQ with three desks, each equipped with a phone and a computer terminal.





		Staff - knowledge & skills, capacity, capability, training etc.



		The FIRT have the requisite skills and experiences.



Due consideration should be given to the appointment of the successor to the FIRT Inspector. Although no date has been set for his departure from the team, he is possibly due to move on in the first half of 2018. A replacement should be identified ahead of this move and it would be of benefit if a handover period was allowed to ensure that the gains made in the last year are not undermined.



		Timescales



		Key pieces of work in the calendar are:



PEEL Efficiency, Legitimacy and Leadership: annually each spring

PEEL Effectiveness: annually each autumn

Force Management Statements: annually, dates to be confirmed



HMIC carry out thematic inspections throughout the year also



		Leadership



		Leadership is a key theme of HMIC’s analysis of forces. Every force receives an annual report on its leadership performance. 



Feedback in 2017 suggests that we have made great improvements since the 2016 inspection.



		Partners



		The FIRT liaises with HMIC and other forces on a regular basis. Wider partnership work, although crucial to force performance, is not routinely undertaken by the FIRT.







		Impact considerations

		



		Risk

		HMIC performance is subject to public scrutiny and so there are reputational risks involved regarding force performance.



Post every inspection, HMIC publishes a report and an accompanying press release, which if unfavorable can damage the reputation of the force.



The manner in which the force progresses AFIs carries a degree of risk. 



They need to be progressed effectively and in a timely manner to mitigate risks to the force and to individuals.



The FIRT and the Governance Group work together to progress AFIs in a proportionate manner; AFIs carrying the greatest degree of risk are prioritized.





		Legal

		HMIC have the power to inspect forces to secure information, but no powers to give orders for change. AFIs and COCs are recommendations, not orders.



Chief Constables and Police and Crime Commissioners are given the responsibility by HMIC to take any necessary action regarding AFIs and COCs.



Police and Crime Commissioners are required to publish their comments on each HMIC report within 56 days of its publication, and must include an explanation of the steps to be taken in response to each HMIC recommendation or an explanation why no action has been or is to be taken in that respect.





		Police and Crime Plan





		HMIC activity and the work undertaken by the FIRT is relevant to all four of the Police and Crime Plan priorities.



		Demand

		As outlined above, the compilation of the Force Management Statement will aid the force’s understanding of demand.







		Governance



		The HMIC Governance Group is chaired by DCC Davies.







		Equality



		



		Reputation – confidence and satisfaction



		



		Environmental and sustainability

		







		Media, communication and engagement



		Press releases are arranged post publication of all HMIC reports relevant to the force.
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		Date of meeting:

		27.07.17



		Author:

		Irene Davies Jones

		



		Outcome (please tick the outcome  you are reporting on)

		



		Public confidence

		



		Victim satisfaction

		Rating





		Organisational health and well-being

		



		HMIC

		



		Office of Police Conduct

		







Inadequate		Requires improvement		   Good		          	Outstanding



		What is working well? How will we build on this?





		The Force has improved from being 32 nationally to 17 in six months.  Operationally there has been a strong focus on victim satisfaction and this is reflected in the improvements achieved.  As the formal Home Office reporting requirement for Victim Satisfaction is no longer in place, this provides more freedom to tailor victim consultation in line with Force priorities and the Police & Crime plan. Telephone Researchers have been recruited and the survey has been brought back in house.  An improved methodology to glean a more rounded understanding of the victims’ journey is being deployed.  Results from completed surveys will be instantly available on Qlikview which will allow supervisors to robustly manage and drive performance around this area of business.



Goleudy Victim and Witness service was launched 1 April 2017. Currently Goleudy is receiving an average of 66 referrals daily. Since the crime recording change, there has been a 16% increase in referrals.  Goleudy has also ensured that referrals to CAWS (Citizen Advice Witness Service) have increased from 4% - 24% since its launch in April 2017. 



In order to support all victims and to aid service recovery at the earliest opportunity, Goleudy will act as a coordinator between the victim, witnesses and OIC to ensure that all Victims are updated accordingly and in accordance with Victims Code of Practice (VCOP).   



Victim personal statements are being consistently offered and taken.  Compliance dipped from 95.8% in April 2017 (4 occasions where a victim personal statement had not been offered) to 91.1% in May 2017 (10 cases).  However, this has improved to 94.8% in June 2017 (5 cases).





		What is not working well? How will we manage this?





		

A Continuous Improvement event is being held on 18-19 September 2017 which will be attended by key stakeholders in order to identify and implement a clear structure around victim satisfaction. 



Surveying victims of domestic abuse (a new Home Office requirement) has not finalised and work is ongoing to agree ownership of this piece of work.



Despite a banner and a podcast of the Servicer Manager, being distributed internally, it is apparent that frontline police officers and police staff are unaware of the existence of Goleudy and the work undertaken.   A meeting is scheduled with Corporate Communications to consider options.





		What are our opportunities?  How will we exploit them?





		The latest Victim Satisfaction results (12 months ending May 17) shows that the satisfaction rate for “whole experience” is 82%, whereas “follow up” is much lower at 72%.  It is clear from this difference in satisfaction rates, as well as the feedback responses provided by victims, that “follow up” is having a major influence on our overall Satisfaction rates.  This presents an opportunity to target and improve this specific area.  This will form part of the continuous improvement event.  Preferred ways to contact each demographic group will be considered and the survey tailored in line with that (such as online surveys, and possibly focus groups).  This will be further built on by surveying victims from different crime categories.



Goleudy has been responsive when uncovering gaps/voids within the services for Dyfed Powys victim and witnesses. A continuous improvement event in respect of domestic abuse has been held and a further event in respect of sexual offences is scheduled for September to review current processes and to orchestrate a wider discussion as to how these gaps are to be addressed both internally and externally with the support of the OPCC. 



The Criminal Justice Department is working with the OPCC to develop and instigate a Victims Engagement Forum to ensure that victims of crime are able to have a voice to improve services and shape future service delivery.







		What are our threats?  How will we manage them?



		To date, the Home Office have not responded to an enquiry as to whether there is a requirement to collect and formally report on victim satisfaction in the future; new processes will allow for design amendments to cater for this.



Goleudy’s current model relies heavily on the support of volunteers within our communities. Post transfer to Goleudy there has been a reduction of volunteers from twelve to six. This has been for a number of reasons (vetting, individual’s choice and issues surrounding conflict of interest). To ensure that the current increase in demand is sustainable, a new campaign for volunteers is being launched week commencing 24 July 2017.   Goleudy is working with Corporate Communications to circulate the posters via social media and an internal banner. 









		Resource implications



		Finance – revenue funding, capital investment, external funding, commissioning, collaboration opportunities etc.

		



		Assets – estates, facilities, IT etc.



		







		Staff - knowledge & skills, capacity, capability, training etc.



		Promoting and raising awareness to frontline Police officers and Police Staff re Goleudy.



		Timescales



		







		Leadership



		







		Partners



		Citizen Advice Witness Service is yet to sign information sharing protocol. MOJ draft in progress. 









		Impact considerations

		



		Risk

		

Implementation of New legislation - Section 28 YJCEA 1999 Pre Recorded cross examination and re-examination for witnesses.  Work on going with partners.





		Legal

		







		Police and Crime Plan





		Baroness Newlove the Victims Commissioner is scheduled to visit Police Headquarters in September to gain an overview of how victims of crime are supported. 



		

		



		Governance



		







		Equality



		



		Reputation – confidence and satisfaction



		



		Environmental and sustainability

		







		Media, communication and engagement



		The PCC has filmed a podcast to initiate an external communication campaign to raise awareness of Goleudy across Dyfed Powys – Corporate Communications hope to finalise shortly. 
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		Date of meeting:

		[bookmark: _GoBack]27/07/2017



		Author:

		Tracy Hawthorne                                                                                                                                                      

		



		Outcome (please tick the outcome  you are reporting on)

		



		Public confidence

		



		Victim satisfaction

		Rating





		Organisational health and well-being

		x



		HMIC

		



		Office of Police Conduct

		







Inadequate		Requires improvement		   Good		          	Outstanding



		What is working well? How will we build on this?





		

· CALON Leadership and Wellbeing strategy now agreed, with strand leads identified for each action plan. The strategy and action plans together with a practical document called “What Good Looks Like”, which outlines skills and tasks required of each staff level, will be published on 1 September 2017.



· A Transformational Leadership Programme has been rolled out to 60 leaders in the organisation. The force is introducing a coaching style of leadership and this was recognised as a required improvement through the staff survey in 2016, with communication and engagement with staff having a strong connection to general wellbeing. 



· Work to launch the 2017 Staff Survey nearing completion – launch date set for 4th September 2017.



· New PDR now launched and operating well, but noting we are still early in the reporting year. 



· Good contact and support maintained with our IiP Assessor, who will continue to be a critical friend on our organisational development work.



· Excellent Occupational Health Unit (OHU) capability in place: highly commended in all recent HMIC inspections.



· The OHU from January – July 2017 saw 267 new referrals, 63 (23.5%) were for psychological reasons. 



· The Health Management and Attendance Board run conferences on complex staff health cases. From January – July 2017, they reviewed 84 employee’s cases and, of that, 40 (48%) were due to psychological reasons.



· Recruitment continues to be a very active work area in order to maintain and deliver the Workforce Plan. As of 30 June, the vacancy factor for Police officers was 3.5% against authorised establishment, but with a Transferee Course starting 17 July and an IPDLP intake in September. The Police Staff the vacancy factor against authorised establishment was 1.08%.



· People complaining of perceived bullying has dropped significantly – it was 22% of total in 2010 prior to the Leadership Foundation Programme and is now 10%. The Force Counsellor has attributed the training programme as a key factor in this, together with staff feeling listened to. Another indirect benefit from the leadership foundation course, which is given to all line managers, is that line manager referrals has risen from 7% to 22% during the same period and this is due to raised awareness and support.



· Ongoing Estate improvement programme also helped to improve working environment and make staff feel valued.





		What is not working well? How will we manage this?





		

· Governance arrangements for managing CALON Leadership and Wellbeing still to be finalised and then operationalised. We have a wide-ranging and ambitious programme to deliver and there is a need to ensure delivery is planned and well managed and governance is central to this. Governance plans are nearing completion.



· Staff rates of sickness absence are still above our 4% target: 4.37% for Police Officers and 4.15% for Police Staff for FY to date, with 4.28% overall. Key issues continue to be psychological issues and musculoskeletal related illness. 



· Work is ongoing to build up the knowledge and readily available guidance to help line managers manage staff with sickness issues. This has been a strand of work for some time now. We were recently able to brief all new Chief Insp on HR related issues and will be doing the same for the newly promoted tranche of Inspectors and Sergeants. These are designated as “HR Masterclasses” on topic areas.



· ITrent skills database will be completed by 31st March 2018 as the force has now committed resources to complete this ahead of the original anticipated schedule of 2019. This work will have a significant impact on the Force for improved data capture on deployment of staff and skills required. Whilst the project now has the key ingredients for the work to be finished and for it to be a success, it will need continuing support and momentum to complete within the timescales.

		

		

		









		



What are our opportunities?  How will we exploit them?





		

· The implementation of the CALON Leadership and Wellbeing strategy gives us a unique opportunity to address organisational health and wellbeing issues in a holistic and prioritised way



· The four People Services HR support officers are now in place – one in each Division - and will give the Force the means to manage all workforce issues in a better and more consistent way, with local support and advice available to line managers. To aid this, the HR support officers have recently completed a week’s training and preparation together.



· The Force have funded an additional part time post with the Police Federation for a one year period. The aim of the post is to enable the Federation to have an increased capability to support / intervene with Officers who are on long term sick to see if this support might help Officers be able to return to work in some capacity, rather than remaining on long term sick. Both the Force and Federation believe this might help reduce an element of current long term sickness and is a positive example of how we are working together in an innovative way to tackle an important issue. 



· Transformational Leadership Programme will give leaders who have attended this the skills in a coaching style of leadership and therefore also increase our coaching capacity within the force and improve further the way we lead and manage our staff.



· The Costed Training Plan is linked to the Workforce Plan and this will see us only training to skill required rather than over training on skills. The 2017/18 plan has been approved and delivery is well underway.







		What are our threats?  How will we manage them?



		

· The CALON Leadership and Wellbeing strategy gives us a great foundation to progress. But, it also has to be recognised that it is an ambitious and comprehensive strategy that will take much effort from across the organisation to deliver. Much of it also relates to culture change, so important that we implement this well (its not a tick box exercise) and continuing top level support and interest will be crucial. 



· If we do not complete the ITRENT skills data we will have a risk factor with our leavers in the organisation and failing to train staff quick enough to maintain the skills within the organisation . This is in particular in the CID and ARV area. We currently manage this via the Workforce Plan and succession planning process but ITRENT will enable this to be electronically available for all staff giving easy access to data.









		Resource implications



		Finance – revenue funding, capital investment, external funding, commissioning, collaboration opportunities etc.

		Funded  and in the budget(s)



		Assets – estates, facilities, IT etc.



		Nil







		Staff - knowledge & skills, capacity, capability, training etc.



		Covered above



		Timescales



		Covered above as applicable







		Leadership



		Covered above







		Partners



		Some of this work does involve partners, but the arrangements are covered either through existing working arrangements or through specific project plans for new initiatives











		Impact considerations

		



		Risk

		Governance issue covered above







		Legal

		Nil







		Police and Crime Plan





		Key outcome area, at the heart of delivering an effective Policing Service



		Demand

		

No additional points to raise





		Governance



		Covered above







		Equality



		Working closely with Force equality and diversity colleagues on many linked themes / initiatives



		Reputation – confidence and satisfaction



		Covered above



		Environmental and sustainability

		

Nil





		Media, communication and engagement



		We are working closely with Comms colleagues on many strands of the work highlighted above
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Venue:	Police HQ

Date:		19th of April 2017  

Time:		10:00 – 14:00









		Members:

		Mr Dafydd Llywelyn, Police and Crime Commissioner (PCC)

Chief Constable Mark Collins (CC) 

Mrs Carys Morgans, Chief of Staff, OPCC (CM)



		Also Present:

		Deputy Chief Constable Darren Davies (DCC)

Detective Superintendent Steve Cockwell (D/Supt)

Staff Officer Anthony Evans (AE)

Mrs Kerrie Phillips, Public Engagement Manager (KP)

Mr Adrian Williams, Director of Resources (DoR)

Mr Dylan Davies, Senior Manager (DD)

Ms Tracey Hawthorne, Assistant Director People Services (TH)

Miss Mair Harries, Executive Support (MH)



		Apologies:

		Temporary Deputy Chief Constable Liane James (T/DCC) 

Mrs Jayne Woods, Chief Finance Officer, OPCC (CFO)

Mr Edwin Harries, Director of Finance (DoF)

Temporary Assistant Chief Constable Pam Kelly (ACC)

Mrs Sharon Richards, Governance Manager and Deputy Monitoring Officer, OPCC (SR) 









		ACTION SUMMARY FROM MEETING ON 23/01/2017



		Action No

		Action Summary

		Progress:



		PAB 037

		Action: TACC Pam Kelly to explore building on research into the impact of Body Worn Video by the University of Plymouth/Portsmouth.

		Complete



		PAB 038

		Action: Workforce Planning to be an agenda item at the next PAB meeting.

		Complete



		PAB 039

		Action: DoR to look at sergeants and inspectors courses to see what input they have on PDR courses.

		Complete



		PAB 040

		Action: SR to liaise with IID regarding crime volumes alongside the number of reported incidents.

		Complete



		PAB 041

		Action: Effective trial rate to be discussed at the Local Criminal Justice Board.

		Complete



		PAB 042

		Action: Call handling to be discussed in October 2017 PAB.

		Ongoing



		PAB 043

		Action:  PSD performance data to be presented at a future Policing Board. 

		Complete



		PAB 044

		Action: The Force to provide a position statement on NPAS at the next PAB.

		Complete



		PAB 045

		Action: PCC comments on the HMIC update submitted by the Force to be forwarded to the CC.



		Complete







1	Welcome and apologies

The PCC opened the meeting by acknowledging the passing of two members of Dyfed-Powys Police staff and the death of a serving officer in London during the recent terrorist attack on Westminster.  The PCC acknowledged that DPP has contributed to the commemorations in a meaningful way.

The Board acknowledged the absence of several members. 

2	Minutes of the Accountability Meeting held on the 23rd of January and Matters Arising

The PCC stated he was grateful for the comprehensive and accurate minutes and proceeded to review the actions from the last meeting.

PAB 014: Force to provide a written update on the development of the Public Protection Hub – The PCC has received an update and the action is completed.

PAB 024: Force to provide overview of the impact of fluctuating external financial factors such as the living wage and oil prices on the budget – The PCC is satisfied that this can be completed as the action will dovetail with discussions outside the PAB forum - Complete.

PAB 025: Update on the workforce plan and demand review to be provided to the OPCC by 30th November – The workforce plan is on the agenda so the DoR suggested marking this action as complete - Complete.

PAB 026: OPCC representative to attend Force’s monthly HMIC meetings and be granted access to the HMIC action tracker – It was agreed previously that SR or CB would be representing the OPCC - Complete.

PAB 029: OPCC to liaise with IID to identify the relevant data from partner agencies to be included in serious and organised crime local profiles – The PCC has received an update on this action – Complete.

PAB 032: OPCC to provide further clarity to Force on the strategic HR report requirements, to include trend data, timescales and workforce plan – The action is covered in agenda item 5b – Complete.



The PCC thanked the Force for the submission of papers in support of the meeting.  A discussion ensued as regards to the value of having a monthly performance report which all agreed would be beneficial.



Action: PAB 046	OPCC to link in with the Force Information and Intelligence Department regarding development of a monthly performance report

The PCC stated that as someone who sits on the oversight Board he has an opportunity to influence the agenda but needs the operational view to assist him in his role.  DPP will be paying a lot less for NPAS this year however it is for a reduced service therefore the PCC needs a position statement from the Force.  A brief discussion followed regarding the position statement provided by Supt. Huw Meredith.  The CC acknowledged that the air service is better in North Powys than it is in the South West of the Force Area.  The CC suggested the Force produce a report for the PCC prior to the NPAS Board meetings.  A brief discussion ensued regarding the capacity of Fixed Wing.

Action: PAB 047	Report on NPAS service provision to be provided to PCC in advance of NPAS Board Meetings (Quarterly basis)



3 – Policing Accountability Board Terms of Reference

The CoS presented the PAB Terms of Reference which outlined the purpose of PAB and the way it was to compliment the scrutiny work being undertaken by the Policing Board.  

The CoS asked if there were any questions or comments regarding the ToR.  The PCC stated that there would be an annual review of the ToR.  A brief discussion ensued regarding visiting the four BCUs on a quarterly basis due to PAB being first and foremost a public meeting.  The PCC also requested that consideration be given to recording the meetings and broadcast them online for public attention.

Action: PAB 048 – Consideration to be given to recording of PAB.  Meetings to be held in each BCU in rotation.   

Action: PAB 049 - Develop a Forward Work Programme for PAB alongside Force.

The DCC suggested that the Board review how the agenda is structured so that it supported the requirements of the Terms of Reference.

4 - Force performance report – Quarter 4

The CC stated that the PCC’s plan and the Delivery plan had been presented in person to around 250 officers and staff across the Force.  The CC and the DCC will begin their Road Show on the 3rd of May to set out their vision against the backdrop of the Delivery plan.  During that time they will be launching their Performance Framework.  The CC stated that he expects performance to change over the coming months.

The CC stated that DPP are placed at the top of the country in terms of the percentage of people who think the Police are doing a good job, with the percentage of 72.9%.  

The CC has launched an Improvement Plan around Victim Satisfaction which is aimed at improving levels of satisfaction.  The CC hopes this is realised over the coming months.  The PCC stated that DPP need to be mindful of how the ICAT processes impact on satisfaction levels.  The CC believes that it will improve service recovery.  

The PCC stated that in the last meeting the recording of sexual offences seemed to have plateaued, however in the last month such offences increased by 8%.  The CC referred to historical cases which are in the process of being resolved, and stated that 8% wasn’t a statistically significant rise.

[bookmark: _GoBack]The PCC drew the Board’s attention to data provided on ‘miscellaneous publishing’ and was informed that these crimes were related to matters such as sexting, Facebook posts.  The PCC stated that a discussion had taken place regarding how these matters are dealt with through Youth Bureaus and Out of Court Disposal Groups, and whether they are appropriate outcomes for young people. A discussion ensued regarding reviewing cases where young people have been inappropriately criminalised.

The PCC stated that he was interested that burglary dwelling had a 9% increase and was deemed not to be a statistically significant change, yet burglary non dwelling had a 9% increase but was deemed a statistically significant change.  The PCC doesn’t want PAB meetings to get into the minutiae of figures, however he would like to understand some of the statistical outcomes.  It was agreed that it would be beneficial to review the content of the performance report.

Action: PAB 050 - OPCC to link in with the Force Information and Intelligence Unit to review the performance report to be considered at PAB.

The PCC drew the Board’s attention to a spike in the levels of robberies.  The CC stated that DP robberies have always been low-level and tended to be street robberies as opposed to armed robberies.  

The CC drew the Board’s attention to Crime Outcomes Recorded.  The Force is running at 96% of Conviction Rate at Court.  He stated that issues like Evidential Difficulties are above the national average and that some work needs to be done in that department.  The PCC recognised that DPP is the leading Force in Wales from a Criminal Justice point a view.

The PCC drew the Board’s attention to fatality levels due to road traffic collisions.  The PCC stated that these are constant issues raised by the public with concerns regarding speeding issues.  The CC mentioned a range of initiatives including, Go Safe and Operations Darwen and Snap which are aimed at tackling road traffic crimes and accidents.  The PCC asked in which towns are there Community Speedwatch groups?  The CC stated that such groups are placed in areas where road traffic issues such as speeding are prominent.

The Board considered performance in file quality.  DPP are now second in the country for Transformative Justice.  The CC stated that DPP needs to ensure it is going the extra mile in terms of investigations, with clear aspirations to be the leading Force in the country once again in the future.

The PCC drew the Board’s attention to a coercive control charge which took place the previous week.  This is the first charge of its kind in DPP.  The PCC suggested communicating this charge to local women’s group to highlight that the Force is charging this particular crime.  The CC has requested that this case be shared with professionals across the Force area as an opportunity to learn going forwards.

Action: PAB 051 – The Force share learning from the recent coercive control conviction with partners once the case has been concluded.



The PCC drew the Board’s attention to cyber crime levels.  The CC stated that DPP had won an award for its cyber crime activity.  The CC stated that many small businesses, small and medium enterprises have been contacted regarding cyber crime, and that it’s important to educate in order to prevent such crimes.  The PCC stated that cyber crimes need to be monitored for future information.  

The PCC moved the discussion on to call handling.  A discussion of the matter is arranged for October in order to see the busy Summer months through.  The PCC drew the Board’s attention to the time it takes to answer 101 calls.  The CC stated that there have been some staffing issues however they have now been resolved.  A discussion ensued about the time it takes to attend calls in Lampeter, Ceredigion, and that it’s important to place staff in the appropriate locations in order to attend those calls.  

Professional Standards

D/Supt Cockwell provided an input in relation to Professional Standards performance.  The number of cases have risen by 7%.  In terms of complaints per 1000 officers DPP are at 194 which places DPP in the lowest third in England and Wales.  Another positive is that 277 cases have been finalised in a year, and progress is being made on the backlog which currently exists.

Investigations are down significantly; local resolutions are up significantly.  The PCC asked if it is a positive issue that local resolutions have risen.  D/Supt stated that the IPCC recommends that if there is no element of misconduct or criminal complaint, then local resolutions should be used.  

A discussion ensued regarding the benefits of investigations and local resolutions.  The PCC stated that communication and interaction is key when it comes to local resolutions.

D/Supt stated that Local Resolution forms have been simplified so that communication between the Force and the public is streamlined.  The CC stated that sergeants and inspectors need to be robust enough to recommend that officers apologise when matters are not dealt with appropriately.

DPP currently take 196 days to complete a local investigation which is above the national average.  The best performing forces are Cambridge and Suffolk.  The PCC asked what those forces are doing that we could learn from.  D/Supt stated that DPP still have a legacy issue, and until now there hasn’t been a performance structure around this.  A discussion ensued regarding how this is currently being resolved.

The PCC stated that there may be things that the Public Service Bureau (PSB) can learn from Professional Standards Department (PSD) in terms of attending to legacy cases.

D/Supt stated that many of the PSB cases are ones that should be dealt with ‘there and then’, so the PSB should not have any cases older than 10 days old.  The PCC suggested that the Public Engagement Manager and the D/Supt visit other Forces in the country to see how complaints are dealt with elsewhere.

The D/Supt stated that the PSD’s figures will not improve for the next few months until the legacy cases are resolved. 

None of the local resolution cases are over 365 days old. 

The D/Supt moved onto the subject of vetting.  It’s important to make sure that all staff are vetted; currently 27% are not vetted to the required standard.  There are demands on the vetting department currently including the estates project, police officer transfers etc.  HMIC have stated that within 6 months DPP need a plan to reduce the backlog.  The DCC stated that it may be prudent to direct extra resources to vetting in order to reduce the backlog of cases.  A discussion ensued about the vetting processes in DPP.





5a – Leadership



Tracy Hawthorne (TH) provided the Board with a presentation on the Leadership and Well-being strategy.



TH provided the Board with the strategy’s background and presented the work done by the Task and Finish group.



The staff survey undertaken had been mapped to include various areas of focus e.g IIP, Health and Safety and HMIC.  37.94% of staff completed the survey.



The survey results have been published on the intranet.



An action plan created from the results of the survey, and was presented to the Board along with plans for leadership, personal development. 



The survey will be opened again on the 5th of June, 2017, along with some improvement questions.  





Action: PAB 052 – That the CoS be a member of the Calon Board.







5b – Workforce Modernisation



The DoR presented a brief update on investment in staff, and the skills and capabilities being targeted in the next financial year.  



Dylan Davies (DD) presented an update on the workforce plan.  DD stated that demands include vulnerability and cyber crime.  DD stated that predicted officer losses during the year will be 70 – 80 however there will be two transferee intakes this year, one in June and another in October.



The PCC sought reassurances on various elements of the Workforce Plan including costs, transferees, PCSO development and Welsh language representation within the Force.



Action: PAB 052 - Recruitment assessment centre through the medium of Welsh to be discussed at regional collaboration meeting.



Action: PAB 053 - PCC to receive the Force medium term workforce plan.



Action: PAB 054 - Strategic HR report to be provided to the PCC including impact of precept decisions.



5c – Public Service Bureau



The Public Engagement Manager Kerrie Phillips gave a presentation on the work of the Public Service Bureau, and sought the support of the Board in how the PSB intend to move forward in the future.



KP presented a brief overview on the PSB’s formation.  The PSB was brought about in 2015 to streamline low-level complaint handling.  The PSD deal with formal complaints against the police up to the role of chief constable and then it falls to the PCC to deal with chief constable complaints.  Things that fall outside of that remit are directed to the PSB.  The PSB is accessible to all and to anyone who would like to express dissatisfaction.  KP stated that both the IPCC and HMIC keep a watchful eye on activity especially as it sits outside the formal arrangements.

  

DPP have followed the example set by Northumbria where PCC  Vera Baird worked with the CC to establish a PSB to resolve issues as quickly as possible.  The assessment and receipt of a dissatisfaction should happen within three working days however the PCC is keen for this to happen within two working days, and for a resolution to take place within ten working days.  KP informed the Board that there is a three step process in Dyfed-Powys; the first step addresses low level concerns, the second formal complaints and the third appeals. As of April 2018 new legislation states that it will be within the PCC’s gift to determine where he wants the front end of police complaints handling to sit. 



KP stated that the journey for PSB so far has been challenging.  At the end of 2016 all of the individuals who had been brought into the team were redeployed.  Some of the various obstacles included police ownership and standards of service fell to a degree that the PSB is now working with a sizeable backlog currently.  KP stated that many officers are very eager to assist the PSB.



PSB have an unrefined process in terms of who is dealing with what.  KP stated that ideally they would like a refined process with the Chief Officers’ support.  CM stated that KP and her team originally went out to divisions to speak to officers which provided a good start, and perhaps this needs to be repeated.  The CC stated that the newly created partnership and support chief inspector should be that point of contact.  A brief discussion ensued regarding how dissatisfactions could be resolved quickly.



Action: KP to attend divisional performance meetings to give an input on the PSB, and to utilise the partnership Chief Inspectors as the main point of contact.



KP briefed the Board that the Quality Assurance Panel scrutinises the PSB’s work every six months, however their own internal audit needs to be more rigorous.  KP suggested that PSB needs to be slicker with earlier communication with the public in order to achieve direct and quick resolution.  KP suggested that being apologetic may resolve many issues, even if it is an apology for someone being upset.



The CC invited KP to the next meeting with BCU Commanders in order to give a brief presentation on the PSB and stated that the DCC and himself would discuss it during their Road Shows.



Action: KP to attend the CC’s meeting with BCU Commanders to give and input on the PSB.



Any other business



The PCC presented a short update on a matter raised in the Joint Audit Committee in relation to the percentage of payments made within 30 days to debtors and creditors.  The PCC had been informed that a workshop will run between the 22nd and 24th of May in order to assist with this matter, and an invitation has been given to the CFO to attend.



Action: PAB 055 - Continuous improvement event on Creditors.



		ACTION SUMMARY FROM MEETING ON 19/04/2017



		Action No

		Action Summary

		To be progressed by:



		PAB 046

		OPCC to link in with the Force Information and Intelligence Department regarding development of a monthly performance report.

		CoS



		PAB 047

		Report on NPAS service provision to be provided to PCC in advance of NPAS Board Meetings (Quarterly basis)

		AE



		PAB 048

		Consideration to be given to recording of PAB.  Meetings to be held in each BCU in rotation.

		PCC and CC



		PAB 049

		Develop a Forward Work Programme for PAB alongside Force.

		DoE



		PAB 050

		OPCC to link in with the Force Information and Intelligence Unit to review the performance report to be considered at PAB.

		SR



		PAB 051

		The Force share learning from recent coercive control incident with partners once the case has been concluded.

		CC



		PAB 052

		That the CoS be a member of the Calon Board.

		PCC



		PAB 053

		Recruitment assessment centre through the medium of Welsh to be discussed at regional collaboration meeting.

		PCC



		PAB 054

		PCC to receive the Force medium term workforce plan.

		CC



		PAB 055

		Strategic HR report to be provided to the PCC including impact of precept decisions.

		CC



		PAB 056

		KP to attend divisional performance meetings to give an input on the PSB, and to utilise the partnership Chief Inspectors as the main point of contact.

		KP



		PAB 057

		KP to attend the CC’s meeting with BCU Commanders to give and input on the PSB.

		KP



		PAB 058

		Continuous improvement event on Creditors.

		CC











Date of next meeting

27th of July 2017
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