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1.  INTRODUCTION 
 
1.1 Capita was commissioned by the two PCCs and Chief Constables to scope 

options for collaboration between the two Constabularies’ Contact and Control 
Rooms (CCRs).  In early September 2013 an initial list of 9 collaborative 
options was developed and presented, these being: 

 Maintain two separate CCRs working independently – the status quo 
option. 

 Collaborative management and support functions – maintain separate CCR 
functions with current CCR management team (a Chief Inspector and three 
police staff managers) in both Constabularies reporting to a single Chief 
Superintendent who reports to an Assistant Chief Constable (ACC); 
support functions, such as performance management, tutoring and 
resource management, are rationalised and delivered collaboratively. 

 Collaborative delivery from two sites, split by function – Call takers are 
based at one site and controllers at the other site. 

 Collaborative delivery from two sites split virtually – virtual teams answer 
calls for both counties from both sites whilst control (i.e. the dispatch 
function) continues to be delivered by the Constabulary where the 
resources are deployed from. 

 Merged and delivered from one of the existing sites – use one of the 
existing CCR facilities to deliver contact and control from a single, 
collaborative centre. 

 Merged and delivered from a new site – as above but using a newly built, 
bought or leased location. 

 Devolved delivery of CCR – devolving the tasking of low priority incidents to 
local supervisors. 

 Arms length delivery body – the creation of an external CCR organisation 
with the Constabularies working in partnership with one or more private or 
public sector organisations. 

 Outsourced delivery – the Constabularies buy CCR services from a private 
sector company. 

 

1.2 Capita applied an evaluation to these options, the results of which were as 
follows: 

 

Option 
Weighted 

evaluation score 
Rank 

To be assessed 

in CBA 

Maintain two separate CCRs working 

independently 
53% 5 

No further 

action 

Collaborative management and support 

functions 
71% 2 

Option 1 for 

CBA* 

Collaborative delivery from two sites 

(functional) 
57% 4 

Option 2 for 

CBA 
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Option 
Weighted 

evaluation score 
Rank 

To be assessed 

in CBA 

Collaborative delivery from two sites 

(virtual) 
52% 6 

No further 

action 

Merged and delivered from a single site 

(existing site) 
74% 1 

Option 3 for 

CBA 

Merged and delivered from a single site 

(new site) 
41% 9 

No further 

action 

Devolved delivery of CCR 68% 3 
Option 4 for 

CBA 

Arms length delivery body 48% 7 
No further 

action 

Outsourced delivery 46% 8 
No further 

action 

  *Cost Benefit Analysis 
 
 

1.3 Following this Capita were requested to build a business case for the option to 
merge the control rooms and deliver these from a single site.  This business case 
was presented to the Collaboration Panel on 27 February 2014 and this paper 
provides the additional information requested from that panel.  It should be read 
in conjunction with the original Capita business case. 
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2.  ESTATES ISSUES 
 

  Gold and Silver suite capability 

2.1 Norfolk and Suffolk constabularies both use the Gold–Silver–Bronze 
(Strategic–Tactical–Operational) command structure. This is the hierarchical 
structure that is commonly used by the UK emergency services for the 
command and control of major incidents. 

 
2.2 Norfolk currently has a dedicated Silver and Gold suite at OCC Wymondham 

and an additional Silver suite at the Dereham fall-back facility. 
 

2.3 Suffolk has a dedicated Silver suite at PHQ Martlesham. The force also has a 
dedicated Gold room and use of the multi-agency Local Emergency Centre 
(LEC) facility at PHQ. 

 
2.4 If the decision is taken to move to a single site CCR at OCC Wymondham the 

plan is to install a second Silver suite at OCC Wymondham. The rationale for 
this decision is based on ensuring that there is sufficient CCR Silver suite 
capacity to cater for the likely multi-incident demand that will result from 
merging the two CCR workloads.  

 
2.5 Both forces will also retain an individual silver and gold capability at their 

respective headquarters. The rationale for this is based on each force having 
a local geographical command base from which they can run protracted and 
pre-planned incidents e.g. a pre-planned event for Ipswich would be 
controlled from the PHQ silver room, rather than a silver room at OCC in 
Norfolk.  

 
 

  Emergency planning and fall-back capability 
 

2.6 The Civil Contingencies Act 2004 states that a person or body (e.g. a police 
force) shall: 

 

  (a)from time to time assess the risk of an emergency occurring, 
 

 (b)from time to time assess the risk of an emergency making it necessary 
or expedient for the person or body to perform any of his or its functions, 

 

 (c)maintain plans for the purpose of ensuring, so far as is reasonably 
practicable, that if an emergency occurs the person or body is able to 
continue to perform his or its functions, 

 

 (d)maintain plans for the purpose of ensuring that if an emergency occurs 
or is likely to occur the person or body is able to perform his or its 
functions so far as necessary or desirable for the purpose of :  

o (i)preventing the emergency,  
o (ii)reducing, controlling or mitigating its effects, or  
o (iii)taking other action in connection with it 

 

http://en.wikipedia.org/wiki/Emergency_service
http://en.wikipedia.org/wiki/Command_and_control_(management)
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2.7 Norfolk currently has a purpose built reduced CCR fallback facility at Dereham 
Police Station. The facility is equipped with 29 STORM command and control 
terminals, each with the ability to take calls. 13 of the positions are also 
configured to dispatch police resources. The facility is capable of functioning 
operationally in the short and longer term and designed to accommodate: 
 

 Silver capability 

 Control room Inspector 

 Control room supervisor 

 Call handling 

 Control 

 Senior management team 
 

2.8 Suffolk currently uses a classroom in its training block at PHQ as its initial 
fallback facility. The facility is equipped with 8 STORM command and control 
terminals, each with the ability to take calls and dispatch police resources. 
The facility is capable of functioning in the short term only and is not resilient 
to a total loss of the Martlesham site. Any medium / longer term delay is likely 
to require the use of the fallback facility at Dereham 
 

2.9 If the decision is taken to move to a single site CCR at OCC Wymondham 
then the fallback facility at Dereham will be extended (costs included in the 
business case) to cater for the increased resourcing requirement. If however 
the decision is taken not to move to a single site then the current  ‘status quo’ 
arrangements will remain and it will be for each force to determine how ‘fit for 
purpose’ the arrangements are. 
 
 

 Freed up Estate 
 
2.10 If the CCR space was released the suggested option would be to move the 

CCR Support and Investigation Management Unit, who are currently housed 
in two portacabins into the vacated space. This would result in an initial one 
off cost of £10k to remove the two temporary buildings and an ongoing 
financial saving of £35k per annum. 
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3.  ICT ISSUES 
 
3.1 In 2013 a project was concluded to underpin both CCRs with a common ICT 

operating platform, STORM MA.  The cost of this was shared between the 
Constabularies and has realised the benefits intended by the business case.  
Most notably this has enabled effective cross-border deployment of police 
resources, which in itself has aided existing collaborations between the two 
forces, such as roads policing and dogs.  This migration has also reduced ICT 
support costs and enables the two CCRs to easily share incident data and 
provides limited real-time resilience for one another.  In addition this has 
opened up the possibility of merging the two CCRs into one operation. 

 
 
      ICT Capacity and Capability 
 
3.2 The ICT costs provided in the business case have been reviewed and 

scrutinised. The costings include budgeting for the specialist resources 
required to deliver on the project. The ICT team have experience of managing 
and delivering complex ICT changes and the team will be designed to ensure 
they have both the capacity and capability to undertake work in the following 
areas: 

 

 Internal Networks 

 Telephony 

 ICCS and  

 Airwave teams  

 Support from third party suppliers. 
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4.  HUMAN RESOURCE ISSUES  
 
4.1 It is recognised that there will be an impact for those staff currently working 

within the CCR in Suffolk should the joint CCR business case be agreed.  
  
4.2  Human Resources advice has been received on a range of issues, including: 
 

 The possibility of providing incentives to staff to assist relocation to a 
different work place. Costs and any precedents with such incentives 
offered have to be carefully considered.  

 

 A decision has been taken to suspend permanent recruitment into vacant 
posts in Norfolk and Suffolk that either already exist or are likely to arise. 

 

 A properly planned recruitment programme will be designed should the 
business cases for both the CCR and SSP be agreed to maximise the 
redeployment opportunities. 

 

 Before each tranche of change is initiated HR professionals will discuss 
and agree the projects to be included, ensuring that maximum 
opportunities are given to individuals for redeployment across both Forces. 
The list of pending change projects is also then discussed and agreed at 
Joint COT before any work is initiated. 

 

 The “at risk” process would be managed in accordance with existing 
successful procedures and practices employed during tranches of change, 
which include maintenance of an at risk register of affected staff, and 
identification of vacancies which may be suitable alternative employment 
for at risk staff. 

 

 Staff from the CCR put ‘at risk’ and subsequently redeployed into a role 
that would invoke salary protection would no longer receive weekend and 
shift allowance in their new role if that particular role did not include 
working shifts and weekends.  

 

 With regard to managing reductions in officer numbers, when timeframes 
have been clearly identified against the reductions the following will be 
assessed: 

 Whether any of the officer posts are currently vacant, these would 
provide automated savings 

 Review the officer profile against leavers, retirements, temporary 
ranks  

 Seek redeployment opportunities for officers  
 Adjust recruitment plans if necessary to match revised strength  
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5.  FINANCIAL SUMMARY 
 
5.1 Costings for the business case have been checked and additional information 

on these is provided as below: 
 

5.2 Recurring revenue costs and savings in officers and staff (value and FTE) and 
non-pay for the merged control room option are: 

 

 Current cost (£) 
 

Total (£) Savings (£) New recurring 
revenue costs (£) 

 Norfolk Suffolk    

Management 203,189 259,389 462,578 149,338 313,240 

Support 484,911 146,647 631,558 241,217 390,341 

Switchboard 216,804 295,361 512,165 231,662 280,503 

Comms 
Officers / 
Contact & 
Control 

 
4,631,230 

 
3,372,780 

 
8,004,010 

 
758,692 

 
7,245,318 

Supervisors 701,873 699,802 1,401,675 398,643 1,003,032 

Inspectors 480,198 538,236 1,018,434 59,364 959,070 

Non-pay 26,078 50,624 76,702 5,568 71,134 

Income 
Generation 

36,820 20,000 56,820  56,820 

Totals 6,707,463 5,342,839 12,050,302 1,844,484 10,205,818 

 
 

5.3   Non-recurring costs of change (Capital) 
 

Single site – New Site 

Department Description 
One off Cost 

(£) 
Ongoing Cost 

Estates and Facilities Estate costs for new Building 2,572,190 Not costed 

Estates cost for fall-back 1,000,000 Not costed 

ICT ICT costs for new build 2,955,000 426,000 

ICT costs for fall-back 2,068,500 Not costed 

Total 8,595,690 Not costed 
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Single existing site – Wymondham (OCC) 
 
 
Department 

 
Description 

 
FY 14/15    (£) FY 15/16 (£) 

Estates and 
Facilities  

Refurbishment of OCC  77,190 

Estates cost – Dereham fallback 
expansion  

480,563  

Enhanced Silver facility  20,000 

ICT ICT costs – installation 
 

 1,042,000 

ICT costs – Dereham fallback 
expansion  

156,000  

Enhanced Silver facility  62,000 

Total 636,563 1,201,190 

 

Single existing site – Martlesham 
 

Department Description FY 14/15    (£) FY 15/16    (£) 

Estates and 
Facilities 

Extension of existing facilities and 
refurbishment* 

 2,000,000 

Estate costs for fall-back *  1,000,000 

ICT ICT costs – installation 
 

 2,060,000 

ICT costs – fall-back  1,442,000 

Total  6,502,000 

 

5.4   The capital cost and funding proposals are detailed below:  

 New site capital costs - £8,595,690 

 Existing site at OCC capital costs - £1,837,753 

 Existing site at PHQ capital costs - £6,502,000 
 

The way such capital costs would be funded is very much dependent on 
which option is decided upon but could include borrowing and use of 
reserves. The affordability of such costs will need to be considered together 
with other priorities within the capital programme. 

5.5  The financial implications of phase 2 in regard to potential estate 
rationalisation are that if space were to be released at Martlesham this would 
enable the removal of two temporary buildings from the site, which currently 
house CCR support and the Investigative Management Unit.   

This would save approximately £17k pa and enable future maintenance 
expenditure of £18k to be avoided. There would be a cost to remove the 
buildings and cut back services of approximately £10k plus any minor costs 
associated with re-allocation of the vacated space. 

 

5.6   The assumptions underpinning the financial case are as follows. 
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 The CCR Business Case calculations were based upon the given 
salary grades for 37.00 FTE Officers and 251.04 FTE Staff.  

 Salaries for each post were calculated at ‘top of scale’ for each salary 
grade on salary rates effective from 1st September 13, future 
increments and pay wards were ignored.  

 Each post calculation includes employers national insurance costs 
based upon average rates supplied by HMRC and employers 
superannuation (pension) at the rate of 24.2% for officers and 19.95% 
for staff.  

 No abatement has been added to officer posts but all staff posts have 
been reduced by 3%. 

 Budgets for payments such as on-call, overtime, enhancements, 
unsocial hours and shift pay have remained unchanged from current 
budget levels but officer rent and housing allowances have been 
excluded from the calculations as budgets are held ‘centrally’ and are 
not devolved to department level.  

 A small reduction of £5.5k has been made for non-pay items while 
current levels of income are expected to continue.  
 

5.7 The following table summarises the overall financial case for option 1, a single 
site CCR at Wymondham, and option 2, retaining a separate Norfolk and 
Suffolk CCR.   

  

CCR Annual Revenue and Total Transitional 
Costs 

Option 1 Option 2 

  OCC 2 x standalone 

  £000 £000 
Recurring Annual Revenue Impact from Year 
4: 

 
  

Additional Revenue Costs 362 223 

Savings -1,814 -828 

Net Annual Revenue Saving -1,452 -605 

  
 

  
Transitional Costs: (Total Incurred over 4 year 
period) 

 
  

One off Revenue Costs 2,293 218 

  
 

  

  
 

  

Total Net Revenue Saving over 4 years* -2,057 -1,794 

* total revenue savings, additional ongoing 
revenue costs and transitional revenue costs 

 
  

  
 

  

Total Capital Costs 2,238 1,322 

  
 

  

  
 

  

25 year Net Present Value Benefit 28,073 12,630 
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5.8 Appendix A details the phased costs and savings for both a merged CCR and 
the “do minimum” option of retaining standalone CCRs.  

 
5.9 The original business case identified additional savings achievable through 

continuous improvement opportunities. It is anticipated this will realise a total 
saving of approximately £1m. Details of the predicted savings are shown 
below: 

 Switchboard post savings - £100k achieved through the implementation of 
an Interactive Voice Response (IVR)  
 

 Communication Officers post savings - £100k achieved through demand 
reduction and a further £175k from reducing the non-emergency service 
level to 80% in 20 seconds answering 

 

 It is anticipated that the remainder will come from additional continuous 
improvement work once the structural changes are complete.      

 
In addition to the CCR savings it is also anticipated that savings of £1m can 
be made by ICT through contractual savings.  

 
These figures have not been included in the business case financial savings 
as they are projections and require further work to confirm. 
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6. CURRENT AND FUTURE OPERATING MODELS  
 
  Call Routing 

6.1 999 – Initial emergency calls are routed by BT to predetermined numbers as 
supplied by the constabularies. Calls are routed into various queues e.g. 
Norfolk 999, Suffolk 999 or a joint Norfolk/Suffolk 999.  Calls are then dealt 
with by trained call handlers in accordance with joint standard operating 
procedures.  The calls are presented by BT using “EISEC” (Enhanced 
Information Service for Emergency Contact) which provides call subscriber 
details (telephone number, name/business and address) for landline numbers 
and (mobile number, network provider and an approximate grid triangulation) 
for the majority of mobile numbers. The only ‘rare’ exception to this is when a 
999 call is made from a mobile and the caller has no signal from the normal 
network provider. In such instances a ‘roaming’ search takes place to find an 
available provider and the call is then presented without the usual EISEC 
information. Call handling staff are trained for this eventuality and will 
therefore request the phone number as soon as they receive the call. 

 
6.2 101 – Non emergency calls are routed to predetermined numbers as supplied 

by the constabularies.  During switchboard opening hours calls are presented 
to trained switchboard operators to triage and route calls as appropriate. 
Outside of switchboard opening hours calls are automatically routed into 
various queues e.g. 101 Norfolk, 101 Suffolk or a joint Norfolk/Suffolk 
101. Calls are then dealt with by trained call handlers in accordance with joint 
standard operating procedures.  

 
6.3 E-Mail/SMS (Text Messages from Phone) – E-Mail and SMS messages are 

all routed as an “email” into various queues e.g. Norfolk e-mail/SMS, Suffolk 
e-mail/SMS or joint Norfolk/Suffolk e-mail/SMS.  Messages are then dealt with 
by trained CCR staff/supervisors in accordance with joint standard operating 
procedures. 

  
6.4 Faxes to CCR –Fax messages received in the control room are dealt with by 

trained CCR staff/supervisors in accordance with joint standard operating 
procedures.  

 
  Computer Aided Dispatch (CAD)-STORM-MA 

6.5 Both Constabularies use STORM-MA, an integrated command and control 
system. STORM-MA is specifically designed to enable efficient incident and 
crime recording.  The system allows control room staff to deploy resources 
quickly and effectively and supports them in providing the best possible 
response. It provides staff with the relevant incident information and presents 
it to them in a way they can readily assimilate and make decisions against. 

   
6.6  The list below details some of the key STORM-MA functionality: 

 Single system for ‘live’ and ‘closed’ incidents for both Norfolk & Suffolk 

 Single gazetteer and mapping system for both Norfolk & Suffolk 

 Single system for initial incident and crime for both Norfolk & Suffolk 

 Contains standard operating procedures and links them to the call type 
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 Single system for initial capture of informant and witness details 

 Single system containing details of ‘previous calls’ to a location 

 Link to the relevant SNTs priorities from each CAD incident.  

 Single system containing operational warning/intelligence markers against 
locations  

 Single system containing operational warning/intelligence markers against 
phone numbers  

 Problem Orientated Policing – ability to place local information against 
geographical areas to alert users should criteria be met 

 Alarm and key holder information 

 Automatic Vehicle Location System (AVLS) and Automatic Person 
Location System (APLS) and ‘current status’ information 

 Ability for STORM-MA to “promote” nearest most suitable unit by means of 
“drive time” to location  

 Ability to automatically send the location of the incident to the in-car 
satellite navigation systems 

 Ability for STORM-MA to advise of nearest suitably trained person by way 
of specialist skill e.g. Firearms, POLSA, PSU etc. 

 Ability to “geofence” specific areas (e.g. to set warnings to CCR staff 
advising that certain geographical areas have too many or too few 
resources) 

 ‘Live time’ performance information available (e.g. attendance times) 
 

  Gazetteer 

6.7 STORM-MA contains Norfolk and Suffolk Constabularies’ single gazetteer 
and mapping system. It currently houses approximately 950,000 locations 
within Norfolk and Suffolk, and includes postal address information and non-
postal address information such as roads, rivers and locally known locations. 
Any of the locations held can also be amended to include an alias (e.g. the 
local name given to a specific location) or alternative spelling options. In terms 
of keeping the system up to date Norfolk and Suffolk subscribe to ordnance 
survey updates. The data sets, which include updates such as details on new 
roads and properties from councils, received on roughly a quarterly basis are 
then used to update the gazetteer. Any anomalies, such as duplicate 
addresses, are manually checked and amended. In addition to this any ‘ad 
hoc’ issues identified by the CCR or the CCR support team are manually 
amended by the CCR support team. The gazetteer is bespoke to the 
constabularies and is not linked to the other ‘blue light’ services in Norfolk and 
Suffolk. 

 
 
  Training 
 
6.8 Norfolk and Suffolk Constabularies currently have their own CCR training 

teams. Although the training content and delivery is broadly similar there are 
some local variations and CCR training is an area that would be fully 
collaborated and harmonised if the decision is taken to move to a single site 
CCR. What is clear however, is that both forces train their staff to be 
operationally competent in CCR systems and that there is no requirement for 
staff to have specific local knowledge to undertake any of the system 
functions. 
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  Proposed future operating model (Daisy Wheel) 

 Joint CCR configuration 
 

6.9  Currently the majority of non-emergency calls received by both forces are 
from members of the public. This equates to 82% in Norfolk and 78% in 
Suffolk. The five main reasons for customer contact are: 
 

 To report or give information 

 To request attendance or help 

 To request an update or give further information 

 To provide an update/further information or been asked to call 

 To seek advice or reassurance 
 

Following initial assessment by the switchboard operator approximately half of 
these calls are then routed into the main control room. 

The proposed future operating model involves the introduction of an 
interactive voice response (IVR) and a new ‘daisy wheel’ configuration within 
the main control room and is designed to streamline the customer journey. 
The IVR will enable customers to self-select internal force departments or 
individuals. Remaining non-emergency calls will be automatically routed to the 
appropriate local area team. The only calls that will be answered by 
switchboard operators will be those for whom we are unable to identify their 
location or for customers who unable to be routed via the IVR system. The 
‘daisy wheel’ configuration is designed to create geographic focus and provide 
greater resilience and flexibility of resources. It will be staffed by 
communications officers, trained and operationally competent in both call 
handling and control. It will also enable greater CCR alignment with frontline 
operational resources. Effective resource planning will help ensure teams 
have a mixture of experienced Norfolk and Suffolk personnel, wherever 
possible. This will assist in making best use of available experience base and 
integration of staff.  
 
The lack of local knowledge is not considered a barrier to merging the control 
rooms given the significant assistance the technological solutions provide.  
The configuration of geographically focused desks within the control room and 
continuity of staff for these will help to further mitigate this, assisting to build 
local knowledge amongst those staff. 
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6.10  The diagrams below illustrate the model proposed and a suggested new 
layout for the joint CCR:  
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7.   PERFORMANCE 

  Non-emergency call performance       
 

7.1 The current CCR performance focus is different between the two forces. This 
paper and the business case have been written / researched to achieve a 
standard of consistent service delivery for both emergency and non-
emergency call answering across both forces.    

 
7.2        Unlike 999 emergency calls there is no nationally agreed service level target 

for non-emergency calls. As a consequence forces are able to set a locally 
agreed service level. Norfolk currently use a service level of 90% of calls 
answered in 30 seconds and Suffolk 80% in 20 seconds.  

 
7.3 In addition to the call modelling work that was done in the original business 

case the team have supplemented this by undertaking a benchmarking 
exercise of other service levels used across the country.  

 
7.4 To resource Norfolk’s current service levels of a 90% in 10 seconds 

emergency call answering and 90% in 30 seconds non-emergency service 
level Norfolk would require an increase of staff with an associated cost of 
£66k.  

 
7.5 If Suffolk were to adopt Norfolk’s current service levels of a 90% in 10 

seconds emergency call answering and 90% in 30 seconds non-emergency 
Suffolk would require an increase of staff with an associated cost of £363k. 

 
7.6 Of the 7 other non-emergency service level options that we found being used 

by other forces, the non-emergency service level requiring the lowest level of 
resource is 75% in 30 seconds. If both forces were to adopt this service level 
this would equate to a reduction of staff in Norfolk and a saving of £137k. 
However it would still lead to an increase of staff in Suffolk with an associated 
cost of £200k. This service level is a reduction in the current target service 
level for both forces. 

 
7.7 In terms of improving abandoned call rates the key drivers remain agreeing on 

the operational model and service level and then adequately resourcing the 
agreed model.  
 
 

  Day to day performance and governance  
 

7.8 In terms of day to day non-emergency call performance levels this is an 
operational service delivery issue and will be performance managed by the 
CCR Senior Management Team. The team will be responsible for developing 
and agreeing a joint performance framework and the associated metrics.  This 
performance will be reported periodically to the PCCs for scrutiny. 

 
7.9 The National Contact Management Strategy outlines a vision for police 

contact management in the 21st Century, providing a particular focus on the 
customer journey.  The business case has been developed against this vision, 
which is included at appendix D. 
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8.  SINGLE SITE CCR BASED AT WYMONDHAM 

8.1 The table below contains details of further work undertaken in relation to the 
business case and updated financial figures for a single site CCR based at 
OCC, Wymondham, with an expanded Dereham fall-back. 

Department Description FY 14/15 FY 15/16 FY 
16/17 

FY 
17/18 

Estates and 
Facilities 

Refurbishment of 
OCC 

 77,190   

 Enhanced Silver 
facilities  

 20,000   

 Increased annual 
charges due to 
growth 

  7,775 7,775 

 Dereham fall back 
expansion (70% 
capacity) 

480,563    

ICT Installation at OCC  1,042,000   

 Maintenance at 
OCC 

  194,000 194,000 

 Enhanced Silver 
facility 

 62,000   

 Maintenance of 
enhanced Silver 
facility  

  7,000 7,000 

 Dereham fall-back 
expansion 

156,000    

HR Relocation / 
Incentivisation 
costs (Suffolk to 
Norfolk based on 
11 people – 
payable for 3 
years)  

  £80,000 £80,000 

 Redundancy costs 
– based on worst 
case scenario 

  925,287  

 Pension strain 
costs  

  632,927  

 New uniform and 
headset  

3,000 3,000   

 Over staffing costs 
(phased intake / 
release) 

164,000 246,000   

 Dereham travel 
costs during OCC 
refurbishment 

3,000    

 Change 
Management 
Team (backfill 
costs) 

200,000 200,000   
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8.2 The original ICT costs provided for OCC to be a single site supporting Norfolk, 
Suffolk and the Dereham fall-back to be extended to 70% capacity have been 
considered and remain as detailed in the business case.  

  
8.3 If the decision is taken to move to a single site CCR at OCC Wymondham 

following consultation the plan has been amended to include the installation of 
a second Silver suite at OCC Wymondham.  

 
8.4 The additional ICT costs of £62K are detailed below:  
 
 

 
Command Rooms x 1 

Item Capex Opex 

Structured Cabling 5 0 

Special to Type 3 0 

ICCS 40 5 

Network switching - user side 2 1 

CCTV Infrastructure 1 0 

Applications and licensing 2 1 

Heli Downlink 1 0 

Additional FTE for 12 weeks 8 0 

Grand totals 62 7 

 
 
8.5 The estate cost to provide an additional silver control within Norfolk CCR is 

£20k.  
 
8.6 The HR costs for a single site based at OCC supporting both Norfolk and 

Suffolk have been revisited since the original business case and the 
amendments are highlighted as below: 

 

 Redundancy costs – are now based on the worst case scenario that all 
staff who live over 40 miles from OCC will accept redundancy and not 
take advantage of the incentives offered or chose to accept 
redeployment opportunities. The methodology applied is the same as 
that applied in the SSP business case.  

 

 Over staffing costs -  are based on tailoring and where possible 
mirroring staff departures with the recruitment programme, thereby 
ensuring best use of operational resources. This will be linked to a 
staggered change programme of the migration of work from Suffolk to 
Norfolk.  
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9.  STAND-ALONE CCR OPTIONS 
 
9.1 In addition to the request for further work and updated financial figures on the 

original business case, the team were also asked to consider a “do minimum” 
option based on the assumption that the decision has been taken not to move 
to a single site CCR.  

 
9.2 The “Do Minimum” option is detailed in the table below. Costs have been 

included where known. Please note that if the decision is taken not to 
progress the single site option, then detailed cost benefit analysis will be 
required.      

 
Do Minimum Option  
 

 
Savings achievable through retention of 2 independent CCRs 
 
Criteria Description Investment / 

Requirement 
Potential Save 

Review of Norfolk 
Senior 
management 
structure 

Streamlined Norfolk 
management structure 
 
 

£18k £23k  

Review of Suffolk 
Senior 
management 
structures  

Streamlined Suffolk 
management structure 
 
 

None £28k  
 

Review of Norfolk  
Supervisory 
Structure  

Streamlined Norfolk 
supervisory structure  

None Range from zero to  
£150k (the maximum 
projected figures are 
based on changing 
supervisory ratios to 
1:10 and losing 
Sergeant posts rather 
than police staff posts) 

Review of Suffolk 
Supervisory 
Structure 

Streamlined Suffolk 
supervisory structure 

None Range from zero to  
£150k (the maximum 
projected figures are 
based on changing 
supervisory ratios to 
1:10 and losing 
Sergeant posts rather 
than police staff posts) 

Review of Norfolk 
CCR Support 
structures (system 
maintenance, 
policy, alarms, 
abnormal loads, 
training, tutors)  

Streamlined Norfolk 
support structure  

None Minimum of £150k  

Review of Suffolk 
CCR Support 
Structures (system 
maintenance, 
alarms, training 
policy support, 
data 

Streamlined Suffolk 
support structure 

None Minimum of £35k 
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administration) 

Reduction in 
Quality Assurance 
Team – Norfolk 
only  

Review and 
transference of quality 
assurance functions 
integrated into Joint 
Performance and 
Analysis Department 

None Minimum of £200k 
(Norfolk only) – source 
original BC amended 
following post changes 

Review of Suffolk 
Call  Handlers 
(Cost) 

Full time call takers to 
be trained and able to 
undertake control 
function (omni-
competent) 

Grading change - £52k  
Training cost – not 
costed (unable to 
determine cost as will be 
dependent on 
individuals) 

A reduction in current 
additional staffing 
spend of £160k per 
annum 

Review of Suffolk 
Switchboard 

Streamlined central call 
answering function  
 

None £55k 

 
Continuous Improvement  
 
Joint virtual call 
handling 

Operational joint virtual 
call handling 

Reliant on 
harmonisation of local 
policing models and 
harmonisation of 
performance framework 
and shared PNC 
identifier. Replacement 
of Automated Call 
Distributor (ACD) 
already included in 
costed programme for 
14/15  

Post reduction and 
overtime reduction 
opportunities for both 
constabularies. Option 
would require further 
work not yet costed.  

Norfolk 
Switchboard  

Introduction of 
Interactive Voice 
Response (IVR) 

Replacement of 
Automated Call 
Distributor (ACD) which 
will include IVR 
functionality is already 
included in costed 
programme for 14/15 

Minimum of £42K 

Suffolk Central Call 
Answering   

Introduction of 
Interactive Voice 
Response (IVR) 

Replacement of 
Automated Call 
Distributor (ACD) which 
will include IVR 
functionality is already 
included in costed 
programme for 14/15 

Minimum of £42K 

Norfolk 
Communication 
Officers   

Non-emergency service 
level change to 75% in 
30 secs 

 Minimum of £137K 

Suffolk 
Communication 
Officers  

Non-emergency service 
level change to 75% in 
30 secs 

£200k  

Preventable and 
Avoidable Call 
Demand reduction  

Reduction of calls for 
service 

Changes to Public 
Access principles are 
implemented.  
 

Post reduction 
opportunity for both 
constabularies. This 
option will require 
further work and is not 
yet costed.  
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10.   SUFFOLK CCR RESILIENCE 
 
10.1 If the two CCRs remain as standalone it is considered that there are a number 

of resilience issues for the Suffolk CCR that should be addressed.  This will 
require risk based decision making against the investment required. 

 
  ICT Investment  
 
10.2 This section relates to the suggested ICT investment required at PHQ if the 

decision is taken for Suffolk CCR to remain at PHQ. 
 
10.3 In order to inform the decision making an impact and likelihood risk 

assessment has been undertaken on the ICT requirements. 
 
10.4 The total ICT investment required is £855k. £460k of this is considered to 

present a serious or critical risk to the delivery of services, £105k is an amber 
risk and a further £105 is considered a green risk.   

 
10.5 Details of the ICT issues/challenges are shown below: 

 

 
PHQ Issue/Challenge 

Item Capex Opex   

Racks 45 0 
3rd Floor Equipment Room  is not fit for purpose 
and bring racking up to industry standard  

MER Cabling - Fibre 20 0 Existing cabling is of poor standard 

MER Cabling - Copper 15 0 Existing cabling is of poor standard 

External services (Housing) 8 0 Lack of onsite resilience for 999 and 101 services 

Mast 30 0 Ducting in poor state of repair 

999 ISDN2 2 0 Single 999 delivery on site  

101 + PSTN 50 20 Single 101 delivery on site 

Structured Cabling 100 0 Existing structured cabling is of poor standard 

Special to Type 30 0 Existing cabling is of poor standard 

ICCS 250   

DS2000  central equipment is over 10 years old / 
no resilience system failure could mean extended 
period of downtime 

Network switching - server side 45 5 Required to support ICCS 

Telephony Contact Centre 0 0 

Current  999 delivery via ICCS and Analogue 
solution is end of life*** Provided in ICT 2014/15 
Budget**** 

Decommissioning 60 0 
Removal of legacy ICT infrastructure as a result of 
consolidation to Groud Floor 

Additional FTE for 12 months 200 0 Delivery of the above in a timely manner 

Grand totals 855 25   

 
The ongoing costs are £25k per annum. 

 



23 
 
NOT PROTECTIVELY MARKED    

10.6 The additional work will provide Suffolk CCR at PHQ with improved resilience 
especially around the Integrated Communication Control System (ICCS) (the 
control system that is used by the controller to communicate with officers via 
the Airwave network). Loss of the current ICCS system would require 
controllers to move to handheld radios to communicate with resources on the 
ground.  

 
10.7 In Suffolk ICCS is also used to deliver calls. The current telephony delivery is 

on a singular ISDN, not dual delivery as in Norfolk. This means that if the 
single line fails there is no current alternative for Suffolk to receive their calls.     

 
 
  Power 

 
10.8 The risk of interruption to power supplies affecting the PHQ complex is 

mitigated by the presence of a standby generator which carries the total site 
load in the event of mains failure. The ICT department are dividing essential 
ICT equipment racks between two separate equipment rooms thereby 
reducing the risk of equipment failure resulting from either room being 
rendered unavailable. 

 

    Suffolk CCR Fall-back Facilities 
 

10.9 The current initial arrangement for Suffolk fall-back is to use a classroom 
within PHQ. Medium / longer term delays are likely to necessitate the use of 
the fall-back facility at Dereham. If the decision is taken by Suffolk to formally 
adopt Dereham as their medium / longer term fall-back facility and the two 
force CCRs continue to remain separate entities then details of the further 
investment required is contained in this section.   
 

10.10 Advice from the Communications Team is that CCR for Suffolk can be run 
from Dereham, using the 6 main Suffolk talk groups, with some national talk 
groups also available as contingencies. Norfolk currently has a capacity of 24 
Communication Control Interface (CCI) ports and therefore any long term use 
of Dereham as a fall-back facility for Suffolk will have an impact on the 
operational capacity for Norfolk.  
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10.11 The additional investment required is estimated at £222k, with ongoing costs 
of £59k. The table below breaks down the individual elements and risk 
assesses each individual element.  

 
 

 

Dereham FB 
Enhancement Issue/Challenge 

Item Capex Opex   

Racks 3 0 No additional rack capacity 

MER Cabling - Fibre 2 0 no existing cabling 

MER Cabling - Copper 2 0 no existing cabling 

999 ISDN2 2 0 
No additional capacity currently 
exists 

101 + PSTN 10 2 
No additional capacity currently 
exists 

Mobile GW 10 10 Lack of capacity at Dereham 

Structured Cabling 2 0 
No additional capacity currently 
exists 

Special to Type 2 0 
No additional capacity currently 
exists 

ICCS 32 5 Lack of ICCS compatibility 

CCI / Airwave 70 40 Lack of CCI Ports 

CCTV Infrastructure 5 1 No Suffolk CCTV at Dereham 

Heli Downlink 2 1 No Suffolk HeliTeli at Dereham 

Additional FTE for 12 
months 80 0 Delivery of the above 

Grand totals 222 59   

 
 
 Estates  
 
 Enhanced Dereham Fall-back  
 
10.12  The detailed estate costs for enhancements to Dereham to act as a fall-back 

for Suffolk CCR are as follows. 

General electrical works and sockets  £20,000.00  

Cable links for supplies  £135,000.00  

Telecom links - new supplies  £30,000.00  

CCTV  £20,000.00  

Mast comms  £30,000.00  

Airwave related  £10,000.00  

 
 £245,000.00    
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The table below summarises the total possible additional resilience costs for 

retaining the Suffolk CCR. 

Retain PHQ with Enhanced Dereham Fall-back 

 ICT Estates and Facilities 

PHQ Requirements £460k to £855k  

Dereham Enhanced £212k to £222k £245k 

 
 

 
11.  WHAT ARE OTHERS DOING? 
 
11.1 Research was undertaken with a number of other police forces to understand 

how emergency and non-emergency call management was structured and 
managed in other police forces, both within the UK and abroad. A summary of 
the findings from that research follows below.. 

 
11.2 To act as some reference for comparison, the following information about 

Norfolk and Suffolk may be useful. 
 

 Norfolk and Suffolk combined covers an area of approximately 9200 sq km 
 

 Norfolk and Suffolk combined have a population of approximately 1.6m 
 

 For the year 2012/13 the two forces combined received the following 
number of calls: 

o 999 calls    - 170,547 
o Non-emergency calls - 424,339 

 

   
UK Police Forces 

 
  British Transport Police (BTP) 

 
11.3 BTP police the rail network for the whole of the UK. They are not part of the 

999 system but do have dedicated emergency numbers for the Rail Industry 
to use for emergency calls for service. 

 
BTP operate two Contact Centres taking non-emergency calls, one in London 
and the other in Birmingham. They act as fallback for each other.  This 
structure has been contracted from five Area Contact Centres five years ago. 

 
For the year 2012/13 BTP received the following number of calls: 
Emergency calls (Rail Industry only)  - 38,558 
Non-emergency calls    - 538,908 

 
 

  Devon and Cornwall Police 
 

11.4  Devon and Cornwall Police covers a geographical area of approximately 
10,300 sq. km, with a population of approximately 1.7m.  They operate two 
Contact and Control Centres in Exeter and Plymouth. 
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Call volumes into the force for 2013/14 were as follows: 
Emergency calls     - 184,000 
Non-emergency calls   - 654,000 

 
  Dyfed-Powys Police 

 
11.5 Dyfed-Powys Police covers four different counties which span a geographical 

area of approximately 10,300 sq. km with a population of approximately 
520,000.  All calls to Dyfed-Powys Police are answered and dealt with at the 
Force Communications Centre (FCC) in Carmarthen.  

 
Dyfed-Powys Police receive around 400,000 calls per year. Approximately 
10% of all calls are 999 emergency calls. 
 

 
  Police Scotland 
 
11.6  Police Scotland was formed on 1 April 2013 and succeeded eight pre-existing 

police forces. Scotland covers a geographical area of approximately 79,000 
sq. km with a population of approximately 5.5m.  

 
When the force was formed a year ago, 11 Control Rooms from the pre-
existing forces were used. However this has been under review and a project 
team presented their business case to the Police Scotland Board on 30th 
January 2014. Approval was given to progress to 3 primary Control Room 
sites across Scotland at Dundee, Bilston and Govan. This aims to be 
completed in 2017. 

 
 

  Internationally 
 

  Ontario Provincial Police, Canada 
 

11.7 Ontario Provincial Police in Canada covers an area of nearly 1 million sq. km, 
eight times the size of the UK. It has a population of approximately 13 million.  
In 2008 they reduced from 11 Centres to 5 to cover the whole province. 

 
 

  New Zealand Police 
11.8  The New Zealand Police Force has 12 districts for the whole country and on 

average receives approximately 717,000 emergency calls and 2.4m non-
emergency calls annually. 

 
All emergency calls for the whole country go to a virtual single centre based in 
four locations – the call goes into the national queue and then to the next 
available operator in any of those four locations. This emergency system is 
shared with the Fire Service.  

 
Non-emergency calls are taken in the 12 Districts at local stations and then 
transferred if necessary to one of the three Communications Centres for 
dispatch. 
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Appendix A - Financial Phased Costs and Savings over four years 

 

 

 

 

 

Summary of CCR Option 1 - Phased costs and savings
Y1 Y2 Y3 Y4 TOTAL

£000 £000 £000 £000 £000

Option 1 - Joint CCR

Recurring Revenue:

Total Recurring Revenue Costs 158 366 364 362 1,250

Total Recurring Revenue Savings -158 -1,814 -1,814 -1,814 -5,600

Net Ongoing Revenue Impact 0 -1,448 -1,450 -1,452 -4,350

Transitional Costs:

Total Revenue Costs - One Off 248 1,965 80 0 2,293

Net Revenue Impact Cost/-Saving 248 517 -1,370 -1,452 -2,057

Total Capital Costs 837 1,401 0 0 2,238

Summary of CCR "Do Minimum" Option - Phased costs and savings
Y1 Y2 Y3 Y4 TOTAL

£000 £000 £000 £000 £000

Option 2 - Single CCR Sites

Recurring Revenue:

Total Recurring Revenue Costs 228 227 225 223 903

Total Recurring Revenue Savings -431 -828 -828 -828 -2,915

Net Ongoing Revenue Impact -203 -601 -603 -605 -2,012

Transitional Costs:

Total Revenue Costs - One Off 218 0 0 0 218

Net Revenue Impact Cost/-Saving 15 -601 -603 -605 -1,794

Total Capital Costs 1,322 0 0 0 1,322



28 
 
NOT PROTECTIVELY MARKED    

Appendix B - CCR Project Risks - transition and implementation phase 

 

RISK IMPACT MITIGATIONS 

 Maint   Maintaining effective service in both  counties 

during the implementation and transition period 

due to loss of key staff 

 

 Uncertainty and concern over the future of 
jobs  

 Staff in the location not chosen will feel 
vulnerable  

 Link with Communications Strategy for CSR 2, 
which has been in place and in use since May 
2013 

 Communicate with openness and honesty 

 A CCR loss of staff contingency plan has been 
developed and tested to manage service 
continuity  

Impact of change on officers and staff  Adverse impact on morale and performance  

 Legal challenge and / or industrial action   

 Contingency plan developed as described 
above 

 Sequencing with other CSR 2 projects to 
minimise loss of professionalism and 
expertise   

 Strategies to maximise redeployment 
opportunities to encourage staff to transfer 
to chosen site 

 Ongoing engagement with staff and officer 
representative groups 

 Link with CSR 2 Communications Strategy   
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RISK IMPACT MITIGATIONS 

Non-alignment of local policing models  Inconsistency in the service provision by CCR 
to the communities of Norfolk and Suffolk 

 Both forces now use the same command and 
control system STORM-MA 

 Review of Norfolk and Suffolk Policing models 
is currently being undertaken to harmonise 
working practices within the County Policing 
Commands  

 Alignment of policy, training and operational 
practice, performance management, audit 
and review will be part of the 
implementation planning 

Lack of consistency in CCR Senior Management 

Team during the implementation phase 
 Lack of consistency and continuity during a 

complex and intensive period of change 
 Ensure as far as possible the same personnel 

who make up the CCR SMT remain 

Realisation of identified savings by reducing post 

numbers (staff and officers) 
 Predicted savings will not be realised  Project lead to ensure that once the process 

has been completed all cashable savings are 
realised 

 Monitored through Transformational Change 
Board (TCB) 
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RISK IMPACT MITIGATIONS 

ICT, Estates and HR have capacity and capability 

to meet the CCR project delivery requirements 

due to competing priorities from other change 

projects 

 

 Delay in delivery of move to single location  

 Delay in realisation of project benefits 

 

 TCB Governance board to ensure that 
support departments are appropriately 
resourced and a priority is given to deliver a 
single site CCR  

 Dedicated full time resources are allocated to 
the project 

 Assessment made by support departments to 
buy-in specialist support for a limited period 
of time    

 

Recruitment and training of sufficient new police 

staff personnel if staff from the site not chosen 

do not move to the new location   

 Deficit of experienced and knowledgeable 
staff 

 May be an initial impact on the quality of 
service provided 

 Strategies to maximise redeployment 
opportunities  

 Strategies to recruit and train new staff (new 
includes staff recruited from elsewhere 
within the constabularies) 

   

Public concerns and reputational issues for both 

Constabularies 
 Confidence indicators may initially reduce 

  

 CSR 2 Communications Strategy to reassure 
communities  

 Customer engagement forms part of the 
implementation strategy  
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RISK IMPACT MITIGATIONS 

Lack of effective stakeholder engagement and 

management. 
 Effective communication and engagement 

with the wide range of stakeholders and 
stakeholder groups is vital to ensuring the 
project has the right level of ‘buy-in’ and 
commitment. 

 All parties need to be involved in a co-
ordinated and managed programme of 
communication and change management to 
provide the appropriate levers to tackle the 
barriers and resistance to change and 
successfully embed the reasoning behind the 
changes to the service, service delivery and 
way of working. 

 Align with existing CSR2 communications plan 
as part of the CCR implementation; this will 
be accountable for communications across 
the wider programme and charged with 
developing a communications delivery 
strategy early on in the project lifecycle 

Staff and trade union opposition to planned staff 

reductions and / or location change. 
 Delays in project implementation. 

 Increased costs of redundancy. 

 Key staff leaving, removing vital knowledge. 

 Public concern over service delivery 

 Strategies to maximise redeployment 
opportunities explored  

 External CSR 2 Communications Strategy 

Delay in appointment of Temporary Chief 

Superintendent and Implementation lead for CCR   
 Lose the ability to have a leader to take 

responsibility to drive through 
transformational change. 

 Will require the role to be backfilled from the 
Constabulary. 

 Start the recruitment process at the earliest 
opportunity  
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APPENDIX C – Equality Impact Assessment Workbook   
 

EQUALITY IMPACT ASSESSMENT WORKBOOK 
 

          
 

EQUALITY IMPACT ASSESSMENT WORKBOOK 
 
FOR STRATEGIC CHANGE BUSINESS CASES 
 

 

  
Name of Business Case: Joint Contact and Control Room and Switchboard  
Project Manager: Sandra Scott-Strategic Change  

 
  

This document replaces the generic initial and full impact assessment document, and 
must be completed in full by the Project Manager, and approved by the individuals below: 
 
 
Author 
Name: Sandra Scott 
Position: Project Lead 
Date:  22 April 2014 
 
Head of affected Joint CCR: 
Name: TBA 
Position: Chief Superintendent-Head of Joint CCR 
Date:  22 April 2014 
 
Diversity Unit Norfolk: 
Name: Abraham Eshetu 
Position: Corporate Equality & Diversity Manager 
Date:  22 April 2014 
 
Diversity Unit Suffolk: 
Name:  Jennifer Powell  
Position: Chief Inspector  
Date:   22 April 2014 
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Section 1: Details of the business case 
 

1.1 Summarise the main aim(s) or purpose of the business case  

 
The principal aim is to provide a business case from which the decision to progress 
collaboration, the site location, the management and support structure and the level of 
resources to be used to run a joint CCR can be made. 
 

1.2 Identify individuals and organisations internally and externally that are likely to have an 
interest in, or be affected by, the business case 

 

 Chief Officers 

 PCC’s 

 Public 

 Media (external) 

 CCR 

 CPC 

 Specialist Ops 

 Intelligence 

 Forensic services 

 Custody 

 Serious and Organised Crime 

 Professional standards 

 Public protection 

 Strategic Change 

 Corporate communications (internal) 

 Unison 

 Federation 

 HR 

 Finance 

 Estates and facilities 

 ICT 

 Legal 

 Other emergency services 

 Partner agencies e.g. county and city councils 

 Norfolk resilience forum 

 Suffolk resilience forum 
 

1.3 What factors could contribute or detract from the main aim of the business case? 

 

 The level of financial savings that can be delivered within the CSR2 period 

 The cost and time to implement 

 The impact on the quality of service provided to front-line officers/staff and the public 

 The political will 

 The strategic fit and support of the current policing models 

 Level of organisational reputational risk 

 The impact on partnership working and localism 

 Implementation complexity e.g contractual, technological and legal 

 Scalability of the options in terms of regional police forces and partner agencies 

 Impact on staff 
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 Impact on other constabulary programmes 

 Cultural fit 

1.4 Is there a public concern regarding the subject of the business case?  If so, describe 
how these concerns have been identified. 

 

 It was recognised in the proposal document that the project team would not be able 
to engage with members of the public due to the tight timescales for the work. In 
order to mitigate this and understand the public view of the potential changes the 
Capita team used a product known as ‘personas’ instead. This assisted the team in 
gaining an insight into the people of Norfolk and Suffolk. 
 

1.5 Provide details of any changes in legislation or national guidance which have pre-
empted the business case 

 
The business case is driven by CSR 2 only and not as a result of any legislative or national 
guidance changes. 

 

 
  
Section 2: Consultation 
 

2.1 Which individuals and organisations internally and externally have been consulted or 
involved in the creation of the business case at this point in time, and how were they 
consulted or involved? 

 
Internal only at this stage 

 Chief Officers 

 PCC’s 

 CCR SMT 

 CCR Inspectors  

 CCR Supervisors  

 CCR operational staff 

 CCR support staff 

 CPC Lead 

 Operational police officers and staff 

 Joint Senior Managers – Norfolk and Suffolk (all Superintendents & above and 
police staff equivalents) 

 Unison 

 Federation 

 Superintendents Association 

 Strategic Change 

 Corporate Comms 
 
Consultation has and will continue to involve a mixture of face to face interviews and focus 
group sessions, the content of which has helped populate and shape the direction of the 
CAPITA report and Strategic Change business case. 

 

2.2 Has the business case been amended in light of the consultation or involvement, in 
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relation to equality issues? 

 

 No amendments have been made but the content of the consultation elements have 
been included in the business case where appropriate. 

 
 

2.3 What further consultation is planned – who will this be with and when will it take place? 

 If the decision is taken to progress the one site centre option then further internal 
consultation will take place with CCR SMT,CCR Inspectors, CCR Supervisors and 
CCR operational and support staff, as well as CPC Senior management and 
operational personnel.  There will also be a need to undertake external consultation 
with the general public, both of which will take place prior to the implementation 
phase. 
 

 
Section 3: Impact of the business case 
 
All questions below should be considered from the perspective of all diversity strands, i.e. 
age, disability, gender reassignment, marriage and civil partnership, pregnancy and 
maternity, race, religion or belief, sex and sexual orientation and from the perspective of 
family status e.g. dependants or caring responsibilities and economic status. 
 
 

 
CCR Diversity data as at 01/03/2014 highlights the following:         
 

 The vast majority of staff in both Norfolk and Suffolk CCRs are aged between 26-
55  

 

 Approximately half of the staff in both forces are part-time workers 
 

 Approximately 60% of staff in Norfolk and 66% in Suffolk  are female 
 

 Approximately 5% of the staff across both forces have declared an incapacity         
                                                                           

3.1 Are any groups of individuals disproportionately highlighted as being at risk of 
redundancy or subject to other impact as a result of the business case?     
 

 Yes, if the decision is taken to move to a Norfolk or Suffolk one site centre then the 
staff from the site not chosen will be disproportionately highlighted as being at risk 
of redundancy, whereas the staff already working at the chosen site will not. If 
however the decision is taken to move to a neutral site then all existing staff would 
be at the same risk of redundancy. 

 
If so, can evidence be provided that selection of these individuals was not related directly 
or indirectly to any characteristic protected under equality legislation?  
 

 Any decision to move location of the CCR function is a business based decision 
only. The posts which will be affected by reduction and relocation were not 
selected directly or indirectly by any characteristic protected under equality 
legislation.  
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Will any of these individuals be subject to an adverse impact compared with others 
highlighted for redundancy or similar impact? 
 
 

 As can be seen from the headline data above the CCR has a large percentage of 
female and part-time staff. Relocation will have an impact on part-time staff, 
personnel with caring responsibilities (data not routinely captured) and also some 
of those members of staff with disability. Accordingly these issues will be 
considered as part of the HR strategy and where appropriate reasonable 
adjustments made to reduce any potential adverse impact in accordance with the 
Equality Act 2010.  

 The requirements of individuals will be considered on an individual basis as part of 
the consultation process. 
 

Is there an alternative means of achieving the business case’s aim, objective or 
outcome? 
 

 No, various options were considered in preparing the business case but they did 
not achieve the full aims and objectives. 

 

 Whilst the business case may affect individuals within a group, there will be no 
differential impact between individuals during the at risk process. 
 

 The requirements of individuals will be considered on an individual basis as part of 
the individual consultation process. 

 

 Implementation and changes made will be undertaken in accordance with force 
Change Management Policies and in consultation with staff and Unison. The 
Norfolk and Suffolk Change Management Polices give full details of the 
alternatives to redundancy that will be considered and HR will actively support 
individuals affected by the change to achieve these. 

 

 Unison and other appropriate staff groups will also be available to provide support 
for staff affected. 

 

 Current policies in relation to flexible working, part time working etc will apply also. 
 

 Any future selection interviews and decisions for posts will be conducted with due 
regard to equality issues, with the support of appropriately experienced and trained 
HR staff. Additional, reasonable adjustments/extensions to support packages will 
be made to accommodate any diversity related issues or difficulties that staff may 
face throughout the process.  

 
 

3.2 What changes, if any, have been made to the business case already as a result of the 
Equality Impact Assessment to reduce adverse impact?   

 

 Active engagement with HR, Staff Associations (UNISON and Federation) has 
already and will continue to take place in order to understand and manage the 
legal, HR (including reasonable adjustment requirements where appropriate) and 
staff association issues and will look to minimise the impact on staff wherever 
possible. 
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3.3 What changes, if any, were considered but not implemented? 

 

 None 

3.4 If the potential remains for the business case to have a negative impact on members 
of one or more groups, explain why implementation is to continue and can this be 
justified? 
 

 

 If the decision is taken to move to a one site centre as a result of CSR2, then 
preventing a negative impact on at least one group of existing staff becomes 
unavoidable but will have been deemed necessary and justified as part of the 
constabularies’ broader spending cuts. 
 

 Any differential impact will be addressed through the implementation of reasonable 
adjustments, extensions to support packages and flexible working measures 
where appropriate to accommodate any diversity related issues or difficulties that 
staff may face throughout the process 
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APPENDIX D – National Contact Management Strategy 
 

 


