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Strategy / Policy 
/ Guidance 

Impact on Public Contact Services 

Core Business The most recent HM Inspectorate of Constabulary Thematic Inspection 
report, Core Business (Sep 2014), sets out HM Inspectorate of 
Constabulary (HMIC) findings with regards to the effectiveness of policing 
activity in three important areas of police work: crime prevention; police 
response to incidents and crimes; and freeing up police time. 

The report highlighted obvious links between the three areas of work: 

 The more time the police are able to free up, the more time they will 
have to focus on preventing crime; 

 If crime prevention activities are successful, they will reduce demand for 
police attendance at crimes and incidents and this will result in further 
police time becoming available; 

 Freeing up time will allow the police to provide a higher quality of 
service to the public, including when they do attend reports of crime; 

 Improving the quality of the service during attendance (for example 
through the speedier identification of witnesses or collection of 
evidence) should lead to more effective investigations. This increases 
the likelihood of detecting crime and preventing repeat incidents. 

These principles and links are applied to help understand the benefits that 

Public Contact can deliver. 

HMIC Police 
Effectiveness, 
Efficiency and 
Legitimacy (PEEL) 
Inspections 

Public Contact will come under scrutiny during PEEL inspections. The 
assessments have been introduced so that the public will be able to judge 
the performance of their force and policing as a whole; as Public Contact 
will remain the primary point through which the public interfaces with police 
services these services will be included in any future Inspection. 

The evidence provided will be used to assess the effectiveness (how it 
carries out its responsibilities including cutting crime, protecting the 
vulnerable, tackling anti-social behaviour, and dealing with emergencies 
and other calls for service), efficiency (how it provides value for money) 
and legitimacy (how it operates fairly, ethically and within the law) of the 
police. 

Any new Public Contact solution will be designed with these tests in mind. 

National Crime 
Recording 
Standard (NCRS)  

Standards of crime recording are set by the Home Office in accordance with 
the Law, although there are no targets within NCRS and it does not 
mandate police operational response to crime. 

The general principles of NCRS state that an incident will be recorded as a 
crime for offences against an identified victim, if, on the balance of 
probability: 

(a) the circumstances as reported amount to a crime defined by law (the 
police will determine this based on their knowledge of the law and the 
counting rules) 

(b) There is no credible evidence to the contrary. 

NCRS requires police to record sufficient information on a crime to justify its 
classification. For the public to have confidence in the police there is a 
minimum expectation that police will accurately record crimes. 

The Public Contact project will incorporate these requirements across the 
operating model - in its approach to developing processes, ensuring staff 
are appropriately trained, ensuring ICT is suitable and the processes are fit 
for purpose and aligned to strategy. 

National Standard NSIR was introduced to replace the wide variety of incident recording (and 
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for Incident 
Recording (NSIR) 

non-recording) standards that differed from force to force so that common 
understanding and recording practices would result in effective data 
provision and use. This aims to support improved identification and 
management of risks, threats to safety, vulnerability and repeat victims, 
particularly in relation to anti-social behaviour (ASB). 

NSIR supports effective service delivery in meeting the needs and demands 
of the public. The Public Contact operating model will be designed to drive 
compliance with NSIR requirements.  

Home Office 
Counting Rules 
(HOCR) 

The HOCR contains the set of Rules for counting and classifying crime with 
which BCH must comply. Public Contact processes, training and FTE 
numbers will be designed to drive compliance with these rules. 

Authorised 
Professional 
Practice (APP) 

APP is developed and owned by the College of Policing (the professional 
body for policing) and can be accessed online. APP is the official source of 
professional practice on policing. Police officers and staff are expected to 
have regard to APP in discharging their responsibilities. Although there may 
be circumstances when it is perfectly legitimate to deviate from APP there 
must be a clear rationale for doing so. 

The Public Contact operating model will need to put in place the processes 
and policies to ensure that staff are appropriately training in and compliant 
with APP.  

Other HMIC 
Thematic 
Inspections 

Crime Recording 

HMIC’s inspection of crime data integrity intended to identify to what extent 
police-recorded crime information can be trusted, noting that 20 percent of 
crimes may be going unrecorded. The report set out a number of reasons 
for these concerns, such as poor knowledge of the recording rules, 
inadequate or absent training in how to use them, poor supervision or 
management of police officers and the pressure of workload – where police 
officers have been managed in such a way as to overload them with cases. 

These issues have been noted by the Public Contact project and the TOM 
will be designed to address these risk factors. 

 

Beyond the Call (February 2007) 

This report focused on the contribution of police contact centres to 
delivering effective incident management and resolution. In particular, it 
highlighted the importance of incident grading, proportionate response, 
clear resolution and capturing meaningful customer feedback. 

These themes will drive the development of appropriate TOM processes 

and staff training. 

 

First Contact (November 2005) 

This inspection examined good practice in commercial contact centres and 
drew comparisons with police contact management performance. It 
highlighted the importance of a customer focus, appropriate business 
culture, clear strategy and structures, training and skills, technology and a 
relevant performance framework to delivering good public contact services. 

These areas will underpin our approach to Public Contact TOM design. 

 

Open all hours (November 2001) 

HMIC’s thematic inspection of public reassurance (2001) emphasised the 
importance of contact management and challenged forces to deliver a 
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service where “callers will be answered promptly by a trained and 
knowledgeable operator who, with the appropriate information technology 
(IT) support, will be able to resolve their call at the first point of contact”. 

The principles within this report will underpin the processes, service levels, 
training and technology solutions within the Public Contact TOM. 

National Contact 
Management 
Principles and 
Guidance 

The National Contact Management Principles & Guidance paper is issued 
by the National Policing Improvement Agency (NPIA) on behalf of the 
Association of Chief Police Officers (ACPO). It provides a framework for 
Contact Management development and offers guidance/practice advice, in 
consultation with ACPO, the Home Office and the Police Service. 
Information is grouped to inform on the following: Customer Insight & 
Experience, Delivering Value for Money, Service Delivery & Supporting 
Service Delivery.  

The principles and guidance within this text will shape the design of 
processes, service standards, training and technology enablers of the 
Public Contact solution. The document will be referenced during both the 
OBC and FBC stages of the BCH Public Contact project.  

 

 


