
 
NOT PROTECTIVELY MARKED 

1 
 

 
  

 

ORIGINATOR: CHIEF CONSTABLE 
  

 

 

PAPER NO: AP16/37 

 

 
SUBMITTED TO:  ACCOUNTABILITY AND PERFORMANCE PANEL - 
   9 SEPTEMBER 2016 
 

 

 
SUBJECT:   VICTIM SATISFACTION – OVERVIEW OF PROGRESS 

 

 

 
SUMMARY:   
 

1. At the Accountability and Performance Panel on 23 February 2016 the Constabulary 
 was asked to update the Panel on the ongoing work with Victims and Satisfaction, 
 and with the actions of the Constabulary Confidence and Satisfaction Board. 
 
2. This report also provides an update on the Victims Strategy as requested by the 
 Panel at its meeting on 10 June 2016. 
 
 
 

 
 

RECOMMENDATION:     
 
1.  The Accountability and Performance Panel is invited to note the content of this 
 report. 
 

 
 
 
 
 
 
 
 



 
NOT PROTECTIVELY MARKED 

2 
 

 

 DETAIL OF THE SUBMISSION 
 
1.  PERFORMANCE 

 
1.1  Confidence currently stands at 83.3%, which is 5.4% above the national average and 

 places the Constabulary at a national ranking of 6. 

 

1.2  In terms of victim satisfaction, this currently stands at 83.2%.  The national average 

 is 83.6%, which also continues to fall.  The biggest decline in victim satisfaction was 

 between September 2014 and October 2015 (5%, from 88% - 83%).  Since this time, 

 the Constabulary has stabilised in terms of performance, but the figures outlined 

 have led to a declining national ranking.   

 
1.3  Work has been commissioned through Joint Performance and Development 

 Department (JPAD) to identify reasons for the decline in victim satisfaction, and to 

 consider scope for improvement. There are several factors being considered 

 including the removal of the Customer Service Desk and the dedicated role in JPAD 

 focussed on victim satisfaction, as well as different approaches to managing crime, 

 and in particular, no longer responding to all vehicle crime as a priority response and 

 requiring Crime Scene Investigator attendance.   

 
1.4  The impact of the new Suffolk policing model on victim satisfaction is yet to be fully 

 assessed, particularly in relation to the Incident and Crime Management Hub (ICMH). 

 

1.5  Whilst process improvements are important, academic research would suggest that 

 focusing on communications and quality of interactions, i.e. the ‘bedside manner’, is 

 likely to have the longer term and most significant impact on developing a public 

 service centred culture across the organisation.  

 
2.  CONFIDENCE AND SATISFACTION BOARD 

2.1 The current Confidence and Satisfaction Board has recently been suspended, 
 (August 2016) while a piece of work is commissioned though JPAD and Corporate 
 Development to explore how  best to embed this work across the Constabulary 
 moving forwards.   

 
2.2 A working group has been established to oversee this work.  The purpose of the 
 working group is to:  

 

 Consider the outcomes of the victims confidence and satisfaction research and 

 analysis work;  

 

 Develop a new action plan for satisfaction and confidence incorporating the key 

 elements in the current plan – this plan will drive the delivery of improvements in 

 confidence and satisfaction for the next two years and beyond and should be 

 outcome focussed; 

 

 Develop terms of reference for a revised Board arrangement including the 

 governance framework that sits around the Board. 

 

2.3 The intention is to provide an update report to the Assistant Chief Constable by mid 

 October 2016 with outcomes and proposals, and the newly formed Board to resume 

 in November 2016. 
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3. VICTIMS STRATEGY 

 
3.1 The Victims Strategy will be launched in autumn 2016.  The focus of the Strategy is 

about improving the service that is provided to victims.  The Victims Strategy clearly 
sets out what victims can expect from organisations dealing with victims from first point 
of contact, which is usually reporting a crime, through to charge and/or outcome, 
including a court case. The code also sets individuals rights as a victim. 

 
3.2 Delivering the Victims Strategy will also ensure that the Constabulary meets the 

statutory responsibilities placed on it with regard to victim care effectively and 
efficiently. 
 

3.3 To promote the strategy, work is underway with the Corporate Communications team 
to develop a countywide briefing for officers, likely to be included in the Constabulary 
Constables County online publication, supported by material focused on ‘Delivering a 
service that values and supports people’.  This is the force wide campaign that was 
outlined in the Victim Strategy Action Plan. 

 
3.4 As previously reported to the Panel, the plan to launch the strategy is as follows:  

 
 Internally 

 The Victims Strategy will be launched via an announcement on the Constabulary 
 Intranet; 
 

 An article will be published in Constables County. 

Externally 

 A media announcement will be made launching the Victims Strategy via traditional 
and social media; 
 

 The Victims Strategy will be made available on the Suffolk Police website; 
 

  The Victims Strategy will be shared with key partners and stakeholders. 

4. SHORT TERM ACTIONS TO IMPROVE PERFORMANCE 

 
4.1 All officers have a PDR objective in relation to victim satisfaction, and all front line 

Sergeants have been provided with a presentation to brief their teams around 
expectations. 
 

4.2 Inspectors are now conducting monthly audits of crimes.  This includes reviewing 
compliance with the Victims Code.  This will help to ensure that officers are  conducting 
needs assessments, and ensuring that victims of the most serious crime, persistently 
targeted or vulnerable and intimidated, are provided with the additional services.  This 
is one of the areas of the action plan attached to the Victims Strategy. 
 

4.3 Positive feedback from victim call-backs is shared with officers through their local 
Superintendents.  Feedback outlining the need for improvement is addressed through 
the Professional Standards Department (PSD) for assessment in relation to service 
recovery requirements and appropriate action.  This ensures that there is a unified 
service recovery system in place, as well as a method to reward and recognise good 
performance.  
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4.4 A County Policing Command (CPC) led Presentation is being developed to reinforce 
the cultural aspects of delivering a good service for victims, and this will be delivered 
throughout October 2016.   
 

4.5 Victims Code training is being developed ready for delivery from late October 2016.  
This will focus on developing and improving understanding of the requirements of the 
Victims Code, which will help to address areas identified in the partnership event, the 
Victim’s Walkthrough, in December 2015.  This should also meet a number of the 
areas outlined on the action plan, which had a number of areas requiring training, 
including knowledge of the code and how to comply, providing updates and advice and 
developing knowledge of Victim and Business Personal Statements.  
 

4.6 Links with Norfolk Police continue to review their pilot with regards to Victim Personal 
Statements, and learning from this project will be considered and shared more broadly 
as required.    

 
 

5. LONGER TERM ACTIONS 

 

5.1 A visit to the Cambridgeshire Victims Hub has taken place and a report has been 

submitted to the Chief Officers and the PCCs office. The report was also shared with 

the Confidence and Satisfaction Board, prior to it being temporarily suspended, with a 

view to considering future options around the commissioning of victims services. 

 

5.2 There is a need to review whether it would be more beneficial to conduct victims 

services internally.   

 

5.3 The role and remit of partners in the future commissioning and structure also needs to 

be considered, including the role of the PCC’s office with regards to the victims and 

witnesses agenda and whether, for instance, chairing the Victims and Witnesses 

Partnership Board would be of value.  

 

5.4 There is a need to focus on the development of technology to facilitate the delivery of 

victims services.  This is part of a broader need to improve mobile working for front line 

staff.   

 

5.5 All actions need to focus on a cultural approach to developing a public service mind 

set focused on quality.   

 
 

6.  FINANCIAL IMPLICATIONS 
 
6.1  None identified at this time. 
 
 
7.  OTHER IMPLICATIONS AND RISKS 
 
7.1  The Victims Code of Practice (VCOP) is a statutory document which places 
 obligations on the police and other criminal justice agencies to provide services to 
 victims of crime setting out the minimum standards they can expect. 
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ORIGINATOR CHECKLIST (MUST BE COMPLETED) 

 
PLEASE STATE 
‘YES’ OR ‘NO’ 
 

 
Has legal advice been sought on this submission? 
 

 
NO 

 
Has the PCC’s Chief Finance Officer been consulted? 
 

 
NO 

 
Have equality, diversity and human rights implications been considered 
including equality analysis, as appropriate? 
 

 
YES 

 
Have human resource implications been considered? 
 

 
YES 

 
Is the recommendation consistent with the objectives in the Police and 
Crime Plan? 
 

 
YES 

 
Has consultation been undertaken with people or agencies likely to be 
affected by the recommendation? 
 

 
YES 

 
Has communications advice been sought on areas of likely media 
interest and how they might be managed? 
 

 
YES 

 
Have all relevant ethical factors been taken into consideration in 
developing this submission? 
 

 
YES 

 
In relation to the above, please ensure that all relevant issues have been highlighted in the 
‘other implications and risks’ section of the submission. 
 
 
 
 

 
 


