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PERFORMANCE REPORT: Introduction 

The Suffolk Police & Crime Plan 2017-2021 sets out four objectives that underpin monitoring of the Constabulary’s performance.  
 

OBJECTIVE 1: Responding to calls for urgent assistance 
OBJECTIVE 2: Caring about victims, communities, the local economy and our people 
OBJECTIVE 3: Protecting the most vulnerable people & communities by preventing, reducing & solving crime & ASB 
OBJECTIVE 4: Making Suffolk safer – ethical, efficient and effective services with the right resources 

 
Within these objectives, the PCC monitors the constabulary particularly in respect of domestic abuse, serious sexual offences, child 
sexual abuse, hate crime, online crime, rural crime, business crime, burglary, robbery, violence with injury, drugs, reoffending and anti-
social behaviour. Public confidence, 999 and 101 calls, emergency response times, road safety and workforce characteristics are also 
monitored. 
 
However, apart from 999 calls and emergency response times, there are no targets set within the police and crime plan. 
 
Instead the plan monitors the constabulary for continuous improvement. The PCC recognises that monitoring performance in relation 
to police and crime issues is complex and in many cases cannot be determined with a single indicator. Therefore this report, which 
informs the PCC’s Accountability and Performance Panel, is based on two guiding principles; 1) performance is tracked for statistical 
exceptions and 2) a range of indicators that demonstrate all aspects of the PCC’s objectives are tracked. 
 
In terms of statistical exceptions, this report uses a method known as statistical process control. This method measures a range of 
‘normal’ variation. Where a performance indicator moves outside of this range, performance is termed ‘exceptional’. This does not 
necessarily mean performance is good or bad, but that variation is more than normal. In these cases further analysis is provided to 
explain this change. 
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PERFORMANCE REPORT: Introduction 

This report covers the following performance measures from the Suffolk Police and Crime Plan (each 
measured against a set of indicators): 
 

• Performance summary (slides 4 and 5) 
• Domestic Abuse (slides 6 and 7) 
• Serious Sexual Offences (slides 8 and 9) 
• Child Sexual Abuse (slides 10 and 11) 
• Killed and Seriously Injured collisions (slides 12 and 13) 
• 101 Call Handling (slides 14 and 15) 
• Workforce (slide 16) 

 
(Hate Crime, Cyber Crime, Rural Crime and Business Crime are new police and crime plan performance 
measures, and will feature in this report in September). 

 
In addition, annual* and bi-annual** reports will cover the following business areas: 
 

• Burglary Dwelling* 
• Violence With Injury* 
• Robbery* 
• Antisocial Behaviour* 
• Reoffending* 
• Drug Trafficking* 
• Satisfaction** (for victims of serious sexual offences,  
            domestic abuse and hate crime***) 

 
Crime data for this report is compiled from the Suffolk Performance Framework.  

 
*** These measures are still under development 

All data is from the Performance Framework up to March 2017 (February 2017 for KSI) 
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PERFORMANCE REPORT: Summary 

Data correct as at 05/04/2017 

Suffolk Police and Crime Plan Objectives: Performance Summary Year ending: Mar-17
average annual Exception

Objective Measure
Last 12 

months

3 year 

average
Difference

Statistical 

Exception
(rolling 12 months)

Number of crimes 4,796 3,734 28%

Solved number 1,286 1,187 8%

Solved rate 27% 32% -5%

% Cases where investigation not possible (DA) 3% 2% 1%

% Cases where victim does not support (DA) 46% 26% 20%

% Cases at court which are convicted (DA) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with overall service (DA) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with accessibility (DA) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with actions taken (DA) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with treatment (DA) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with updates (DA) #VALUE! #VALUE! 0% #VALUE!

Number of crimes 1,244 892 40%

Solved number 118 138 -14%

Solved rate 9% 15% -6%

% Cases where investigation not possible (SSO) 5% 3% 1%

% Cases where victim does not support (SSO) 24% 16% 8%

% Cases at court which are convicted (SSO) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with overall service (SSO) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with accessibility (SSO) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with actions taken (SSO) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with treatment (SSO) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with updates (SSO) #VALUE! #VALUE! 0% #VALUE!

Number of crimes 804 559 44%

Solved number 99 103 -4%

Solved rate 12% 18% -6%

% Cases where investigation not possible (CSA) 5% 2% 3%

% Cases where victim does not support (CSA) 18% 13% 5%

% Cases at court which are convicted (CSA) #VALUE! #VALUE! 0% #VALUE!

Domestic Abuse

Serious Sexual 

Offences

Child Sexual Abuse

Yes                      

(Number of 

offences)

Yes                           

(Number of 

offences)

Yes                              

(Number of 

offences)
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PERFORMANCE REPORT: Summary 

Data is correct as at 05/04/2017.  

Suffolk Police and Crime Plan Objectives: Performance Summary Year ending: Mar-17 County
average annual Exception

Objective Measure
Last 12 

months

3 year 

average
Difference

Statistical 

Exception
(rolling 12 months)

National 

Ranking 

(/43)

Number of crimes 4,796 3,734 28%

Solved number 1,286 1,187 8%

Solved rate 27% 32% -5%

% Cases where investigation not possible (DA) 3% 2% 1%

% Cases where victim does not support (DA) 46% 26% 20%

% Cases at court which are convicted (DA) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with overall service (DA) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with accessibility (DA) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with actions taken (DA) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with treatment (DA) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with updates (DA) #VALUE! #VALUE! 0% #VALUE!

Number of crimes 1,244 892 40%

Solved number 118 138 -14%

Solved rate 9% 15% -6%

% Cases where investigation not possible (SSO) 5% 3% 1%

% Cases where victim does not support (SSO) 24% 16% 8%

% Cases at court which are convicted (SSO) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with overall service (SSO) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with accessibility (SSO) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with actions taken (SSO) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with treatment (SSO) #VALUE! #VALUE! 0% #VALUE!

% victims satisfied with updates (SSO) #VALUE! #VALUE! 0% #VALUE!

Number of crimes 804 559 44%

Solved number 99 103 -4%

Solved rate 12% 18% -6%

% Cases where investigation not possible (CSA) 5% 2% 3%

% Cases where victim does not support (CSA) 18% 13% 5%

% Cases at court which are convicted (CSA) #VALUE! #VALUE! 0% #VALUE!

Domestic Abuse

Serious Sexual 

Offences

Child Sexual Abuse

Yes

Yes

Yes

% 999 calls answered within 10 seconds 90% 90% 0% No

% emergencies responded to within target 88.7% 91% -3% No

Number of KSI collisions 283 221 28% Yes

Number of FPNs issued for seatbelts 1,056 796 33% YES

Number of FPNs issued for mobile phone use 1,985 1,322 50% Yes

% of public who agree police are doing a good job 66% 66% 0% No

% of public who agree police deal with community priorities 64% 65% -1% No

% of public who agree police would treat them fairly 72% 72% 1% No

% of public who have confidence in the police overall 82% 79% 3% No

Average time taken to answer 101s (seconds) 211 53 301% Yes

Actual Strength: Police Officers #VALUE! #VALUE! 0% #VALUE!

Actual Strength: PCSOs #VALUE! #VALUE! 0% #VALUE!

Actual Strength: Operational Support Police Staff #VALUE! #VALUE! 0% #VALUE!

Actual Strength: Organisational Support Police Staff #VALUE! #VALUE! 0% #VALUE!

Actual Strength: Police Volunteers #VALUE! #VALUE! 0% #VALUE!

% hours lost to sickness: Police Officers #VALUE! #VALUE! 0% #VALUE!

Number of hours lost to sickness: Police Officers #VALUE! #VALUE! 0% #VALUE!

% hours lost to sickness: PCSOs #VALUE! #VALUE! 0% #VALUE!

Number of hours lost to sickness: PCSOs #VALUE! #VALUE! 0% #VALUE!

% hours lost to sickness: Police Staff #VALUE! #VALUE! 0% #VALUE!

Number of hours lost to sickness: Police Staff #VALUE! #VALUE! 0% #VALUE!

% on adjusted duties: Police Officers #VALUE! #VALUE! 0% #VALUE!

Number on adjusted: Police Officers #VALUE! #VALUE! 0% #VALUE!

% on adjusted duties: PCSOs #VALUE! #VALUE! 0% #VALUE!

Number on adjusted: PCSOs #VALUE! #VALUE! 0% #VALUE!

Number of domestic burglary crimes 1,328 1,452 -9% Yes

Domestic burglary solved rate 13% 18% -6% No

Number of violence with injury crimes 4,825 4,131 17% Yes

Violence with injury solved rate 25% 43% -18% Yes

Number of anti-social behaviour incidents 13,186 14,392 -8% Yes

Number of drug trafficking crimes 207 335 -38% Yes

Reoffending rate for 180 scheme members 0% 0% 0% No

Number of robbery crimes 278 181 53% Yes

Robbery solved rate 25% 36% -11% No

"Other Crime Prioirities" will feature in annual reports only

Other Crime Priorities 

Public Safety

Confidence

Workforce

Currently under development

Currently under development - current figures are 
included within the report for selected indicators

Most recent data up to January 2017

Most recent data up to January 2017
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Range of normal fluctuation 

PERFORMANCE REPORT: Domestic Abuse 

Last 12 Months in Detail 
 (difference to 3 year average in brackets) 

Number of crimes 
4796 

(+28%) 

% of crimes where an investigation was not possible 
3% 

(+1 ppt) 

% crimes where victim supports  police investigation  
54% 

(-28 ppt) 

% crimes solved by police 
27% 

(-5 ppt) 

% of cases convicted in court Not yet available 

% victims satisfied overall Not yet available 

Performance at a glance 

Level of crime 
General upward trend over 12 
months, with 3 upper exceptions 

Level of successful 
investigations 

1 in 3 crimes are solved 

Level of victim support 
for police 
investigations 

Half of victims support police 
investigation 

Satisfaction of victims Not yet available 

Comparison to most 
similar forces 

Not yet available 

SafeLives 
training  

COERCIVE CONTROL legislation 
implemented 

Suffolk Constabulary’s work on domestic abuse is aimed at reducing and solving 
crimes, raising awareness and providing a high quality service to victims. 
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Analysis: 
Domestic Abuse continues to follow a general upward trend, with March 2017 attracting the highest number of domestic related crimes (468) for three 
years and becoming a statistical exception. This is an emerging trend, with DA crime for nine out of the last 12 months  remaining within normal limits, 
and falling close to the three year average on a number of occasions.  
 
This increase corresponds with a downward trend in domestic incidents, particularly over recent months when the reduction has been comparably sharp, 
falling to exceptionally low levels. This suggests a potential shift in crime recording decisions with more incidents now categorised as crimes and possibly 
reflects the implementation of coercive control legislation at the beginning of 2016. In line with domestic abuse training  which was delivered across the 
Constabulary from May 2016 onwards (see below) there has been in a three fold increase in the number of coercive control offences recorded in the most 
recent six months compared to the first six months of it’s implementation (140 compared to 45).   Other issues of note include: 
 
• There has been no significant change in the proportion of Domestic Abuse crimes that are non-recent (3.4% over the last 12 months compared to 3.5% 

over thee years).  
• Similarly, the proportion of domestic abuse crimes where children are present has remained between 37% and 44% over the last 12 months, with no 

persistent trend. 
• The proportion of high risk domestic crimes has remained consistent over the last twelve months (30.5%) compared to the three year average (30.6%). 
 
The proportion of domestic abuse offences that are violent in nature has also remained consistent, accounting for 76.6% over the last 12 months, 
compared to 76.5% over the last three years. The trend for domestic abuse related sexual offences is comparable, accounting for 3.7% over the last 12 
months and 3.9% over the last three years.   
 
The solved rate has dropped by 5% compared to the three year average, however this is not a significant change and against the context of a 28% increase 
in crime in fact means that the constabulary solved almost 100 more domestic crimes last year than the three year average. This  has taken place at a time 
when an increasing number of victims have chosen not to support a police investigation. Further work to explore this is underway. 

Operational Commentary: 
Of particular note over the last year has been the PCC and constabulary's commitment to improving awareness and understanding of the complexities of 
domestic abuse, with training delivered by SafeLives from May 2016. A recent evaluation of its impact has been positive, with improvements identified 
across the different stages of an investigation: 
 
• A greater appreciation/ identification of domestic abuse at the initial call and dispatch stage 
• Improved understanding of victim decision-making by officers who attend incidents 
• An increase in confidence in dealing with domestic abuse (in particular with better knowledge around coercive control) 
• More comprehensive completion of victim statements, with completion of DASH books becoming commensurate with risk grading. 
• SafeLives are now integrated within the MASH, with the aim of facilitating a single front door approach to Domestic Abuse.  
 
Work is currently underway to better understand disparity with domestic abuse identified through the Crime Survey for England and Wales, which shows 
a higher relative prevalence than recording, compared to other forces, to ensure the constabulary can work from the most accurate impression of 
domestic abuse as possible. 

Domestic Abuse 
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PERFORMANCE REPORT: Serious Sexual Offences 
Suffolk Constabulary’s work on serious sexual offences is to ensure the 
most vulnerable victims receive high quality support in accordance with 
the Victims Code of Practice. 

Performance at a glance 

Level of crime 
General stability within a range of normal 
fluctuation over 18 months, with one upper 
exception more recently. 

Level of successful 
investigations 

1 in 10 crimes are solved 

Level of victim support for 
police investigations 

3 out of 4 victims support police 
investigations  

Satisfaction of victims Not yet available 

Comparison to most 
similar forces 

5th of 8 forces in most similar group for 
levels of recorded crime 

Last 12 Months in Detail 
 (difference to 3 year average in brackets) 

Number of crimes 
1244 

(+40%) 

% of crimes where an investigation was not 
possible 

5% 
(+2 ppt) 

% crimes where victim supports  police 
investigation  

76% 
(-8 ppt) 

% crimes solved by police 
6% 

(-6 ppt) 

% of cases convicted in court Not yet available 

% victims satisfied overall Not yet available 

Range of normal fluctuation 

New COUNTING RULES 
for Rape offences 
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Analysis: 
March 2017 presented a new high for recorded serious sexual offences (163 offences) in a single month. However, while the level of offending each 
month has been stable for some time, the annual rate of offending has been consistently exceptional compared to the three year average. This reflects a 
longer term increase in recorded serious sexual offending since mid-2014 when high profile investigations into non-recent sexual offending  began a new 
phase of increased reporting. Since this time the level of non-recent offences (reported more than one year after the offence occurred) has remained 
consistent but the proportion they make up of overall serious sexual crimes have reduced which indicates the current rise is driven by contemporary 
offences. 
 
The following trends were also present: 
 
- Generally all forms of serious sexual offences have risen indicating no one specific cause of the rise. This includes rape and sexual assault, domestic, 
child-on-child, intra-familial and cases reported by a third party organisations. 
 
- National crime data indicates that all but eight forces have experienced a year on year increase in rape offences. Suffolk’s rate of serious sexual 
offending was 1.8 per 1000 population (between November 15 and October 2016) compared to 1.5 nationally and 1.6 among most similar forces. Suffolk 
currently ranks 5th among most similar forces for all sexual offences, and for rape offences specifically. 
 
- New counting rules implemented in July 2016 concerning rape offences now dictate that where there are multiple offenders, there must be multiple 
crimes recorded (one crime per offender). While Suffolk has not experienced a noticeable increase as a result of this, it may be that over time this has a 
subtle impact on crime rates.  
 
- The solved rate has dropped by 6% compared to the three year average, however this is not an exceptional change and against a context of a 40% 
increase in recorded crimes, indicates the number of solved serious sexual offences has not declined - compared to most similar forces, Suffolk’s reduction 
in solved rate has been less severe than the average*. 
 
- Conviction rates for rape and sexual offences in Suffolk are higher than national comparisons, with rape sitting at 66.7% in December 2016 (against a 
national rate of 58.9%) and sexual offences sitting at 85.7% (against a national rate of 78.3%) 
 

Operational Commentary: 
The constabulary has developed a number of work streams aimed at improving its response to serious sexual offending by using resources as effectively 
as possible. For instance, the new operating model for the Protecting Vulnerable People directorate builds flexibility and resilience by joining Rape and 
Serious Sexual offences Teams with the Child Abuse Investigations Units and provides extended cover for seven days a week. A slight reduction in officer 
caseloads at the start of the year has not continued due to a higher number of crimes reported and reductions in staff, however the recruitment of six 
new Independent Sexual Violence Advisors will provide important resilience and resourcing in meeting victim’s needs as effectively as possible. This is 
particularly pertinent in light of recent changes to the use of police bail which will impact the options available to police for managing serious sexual 
offenders, as well as  a victim’s perception of their safety while a case progresses. 

Serious Sexual Offences 

*November 2015- October 2016 compared to November 2012 – October 2016. 
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PERFORMANCE REPORT: Child Sexual Abuse 

Suffolk Constabulary’s 
work on child sexual 
abuse is to improve 

awareness and 
understanding of 

hidden harm so that 
victims have the 

confidence to report, 
and receive 

appropriate high 
quality support from 

police and 
commissioned 

services. 

Range of normal fluctuation 

*Offences that have been recorded within the performance 
period, however due to the often non- recent nature of CSA, 

may have occurred a number of years ago. 

JAY INQUIRY 
began 

Performance at a glance 

Level of crime 
General stability within a range of normal 
fluctuation over 18 months, with two 
upper exceptions more recently. 

Level of successful 
investigations 

1 in 10 crimes are solved 

Level of victim 
support for police 
investigations 

8 out of 10 victims support police 
investigations 

Satisfaction of 
victims 

Not yet available 

Comparison to most 
similar forces 

Not yet available 

Last 12 Months in Detail 
 (difference to 3 year average in brackets) 

Number of crimes 
804 

(+44%) 

% of crimes where an 
investigation was not possible 

5% 
(+3 ppt) 

% crimes where victim 
supports  police investigation  

82% 
(-5 ppt) 

% crimes solved by police 
12% 

(-6 ppt) 

% of cases convicted in court Not yet available 

% victims satisfied overall Not yet available 10 



Child Sexual Abuse 
Analysis: 
 
In line with serious sexual offences (of which some are against children), trends in child sexual abuse (CSA) experienced a similar change since mid 2014, 
with a notable ‘new level of normality’ emerging from early 2015 onwards. March 2017 presented one of two monthly statistical exceptions (87 offences) 
over the past 18 months in addition to the rolling twelve months being significantly higher than the three year average.  
 
The change in the proportion of non-recent offences recorded is also comparable to serious sexual offences, with 24% over the last 12 months comparing 
to 28% over the three year period. Analysis indicates that whilst non-recent offences have seen the greatest cumulative increase, this has steadied 
recently with reports of recent CSA now seeing the greater rises².  
 
The increase in the local offence rate is reflective of a continuation of national trends which saw a rise of approximately 18% between 2014/15 and 
2015/16¹. Local predictions indicate that CSA reporting will continue to increase, with non-recent reporting at a lower trajectory, although future 
reporting volumes will be influenced by a number of factors such as continued awareness raising, resourcing and proactive work; the volume of 
unreported non recent CSA remaining within the current cohort of potential victims, and the scope and impact of future high profile cases, including the 
extent of media response.  
 
 
 

Operational Commentary: 
 
While there have been no recent legislative changes, a revised Home Office definition of child sexual exploitation (which are part of child sexual abuse 
offences) now acknowledges the broader interpretation of ‘exploitation’ to include coercion and online threats, in an attempt to better identify such 
cases. This is particularly pertinent to the work being undertaken by the Constabulary to address the threat posed by drugs gangs within our own county 
and across the country, which is led by a multi-agency “Gangs and Groups” meeting chaired by the Constabulary. 
 
A particular area of interest is the development of a contextual understanding of CSA and vulnerability which focuses on the relationships between 
different forms of victimisation, vulnerabilities, risks and harm, meaning that the constabulary better understand the mechanisms of how CSA develops, 
and develop better intervention strategies as a result.  
 
In addition, a multi agency approach is being developed to effectively deal with the issue of unaccompanied migrant children who may be at particular risk 
of child sexual abuse and exploitation. Suffolk Constabulary is working closely with the Local Safeguarding Children Board (LSCB) to develop a bespoke 
policy to this effect, which has been written and is currently under review by the LSCB CSE board. The policy will include advice for all LSCB agencies in 
respect of how the children will be dealt with, where they will be taken initially and what safeguarding steps will be taken to ensure their safety.  
  

¹NSPCC, 2016. How Safe are our Children? 
² JPAD, 2017. Child Sexual Abuse strategic profile. 
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PERFORMANCE REPORT: Killed and Seriously Injured collisions 

Range of normal fluctuation 

Change in  
RECORDING METHODS 

Last 12 Months in Detail 
 (difference to 3 year average in brackets) 

Number of KSI collisions 
recorded 

283 
(+22%) 

% fatalities 
10.9% 

(<2.7 ppt) 

Number of FPNs issued for 
mobile phone use 

1485 
(+14%) 

Number of FPNs issued for 
seatbelts 

774 
(+17%) 

Suffolk Constabulary’s work on 
killed and seriously injured 
collisions is to make our roads 
safer through initiatives such a 
tackling the ‘Fatal Four’ (speeding, 
mobile phones, drinking and seat 
belts). 

Performance at a glance 

Level of demand 

Seasonal increase over 
summer 2016, reaching 
exceptional levels in July 
and August. 
 
A spike in January does 
not reflect expected 
seasonal fluctuations. 
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Analysis: 
 
Despite some noticeable fluctuation in the number of killed and seriously injured collisions over the past 12 months, the trend over the summer of 2016 
was not dissimilar to what we would expect over those months. In contrast, the increase over December and January does not reflect previous trends 
over those same months , but there is no obvious operational explanation for such an increase. 
 
Over the 12 months, these fluctuations appear magnified when compared with the previous two years,  which reflects the 22% increase on the three year 
average. This is largely due to a change in recording practices in Suffolk from May 2016 from paper based forms to a new automated Collision Recording 
and Sharing system (CRASH). This is believed to have contributed to an increase for a number of reasons: 
 

The new national collision data software replaced a lengthy process in which officers should have completed (in addition to a collision form) a statistics 
form, which recorded the severity of the collision and was used for the submission of government statistics. Inconsistencies in the completion of the 
statistics forms meant that the number of killed and seriously injured collisions were not accurately recorded. However, this process is now automated, 
with the software able to weed the necessary information directly from an improved form which clearly defines the severity bandings and is now a 
requirement for every injury collision.  Consequently, more collisions are being recorded more accurately, which will have inflated the figures, making 
fluctuations more significant. The Department for Transport have identified this as a trend across the country, commenting that “There is some 
evidence that some police forces are recording more accidents with a serious severity and fewer with a slight severity when using the CRASH system”³. 
In addition, this process now also allows reclassified collisions (from slight to serious or fatal) to be identified and added to statistics accordingly at a 
later date. 

 
A further result of more accurate recording is that the percentage fatality of KSI collisions has reduced to just under 11% over the last year, from previous  
rates of 17.2% (2015/16) and 12.7% (2014/15).  
 
It is difficult to compare local data to national trends in light of the recording changes noted above, and due to the delay in publishing government 
reports. However, provisional estimates released at the end of 2016 were that a 2% increase in the number of KSI collisions between June 2015 and June 
2016 was not statistically exceptional. In contrast, the number of fatal and serious injury casualties was significantly different, but is most reasonably 
explained by the natural variation in deaths over time rather than a reduction in road safety. 
 

Operational Commentary: 
 
The serious collisions investigations team have noted the positive impact of recent road safety campaigns, in particular as a result of support around Fatal 
Four interventions communicated via local media.  
 
The constabulary also continues to deliver young driver programmes across the county which, over the last 18 months, have contributed to a reduction in 
the proportion of KSIs that involve young drivers from 34.8% in 2014/15 to 29% in 2015/16 and 25% in the most recent 12 months. 

Killed and Seriously Injured collisions 

³Department for Transport, 2016. Reported road casualties in Great Britain: quarterly provisional estimates year ending June 2016. 
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PERFORMANCE REPORT: Confidence: 101 call handling 

Implemented new call triage process 

Range of normal fluctuation for time 
to answer calls 

Performance at a glance 

Level of 
demand 

Reflective of seasonal 
fluctuation- a decline over 
winter months, which is now 
starting to pick up. 

Service level 
(ATTA) 

Rate of increase is starting to 
plateau 

Last 12 Months in Detail 
 (difference to 3 year average in brackets) 

Number of 101 calls 
182,419 
(-1.98%) 

Average Time To Answer 211 seconds 

Average 101 calls per day 
501 

(-1.66%) 

Average call duration 5m 59 seconds 

Suffolk Constabulary’s work 
on 101 call handling is to 

ensure that our resourcing 
capabilities across different 
systems work effectively to 

meet demands, maintaining 
community confidence.   
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Analysis: 
 
A reduction in demand from late 2017 onwards correlates with signs of a plateau in average time to answer (ATTA) over the same period - between 
November 2016 and March 2017. The month on month change for ATTA remained between 1% and 4%, which were the lowest rates of monthly 
increase for over a year, and which compare to an average monthly increase of 6.7% over 12 months.  
 
This also corresponds with a notable increase in average call duration from January of this year- the average duration in the first quarter of this year 
was six minutes 22 seconds which compare to five minutes 51 seconds over the previous three quarters. 
 
The recent five months of consistently smaller increases in ATTA, in addition to increases in call duration, are indications that demand is beginning to  
be met more effectively, and that the time taken to engage with callers in improving. However, this continues to be directly influenced by the 
demand posed by both non-urgent and urgent (999) calls, with the control room continuing to protect 999 call answering. 
 
 
 
 

Operation Commentary: 
 
The average time to answer 101 calls was affected by storm Doris (23rd February 2017) which resulted in the highest number of 999 calls received by 
the Suffolk CCR in the last 10 years. The CCR responded by prioritising 999 calls which had the consequence of temporarily extending the average 
time taken to answer non-emergency lines. This trend has since reversed and the average time to answer is declining again. 
 
Resilience within the control room has been thoroughly explored by the constabulary and a number of different resource models that can be used 
interchangeably between normal and peak demand seasons have been identified. This analysis is now informing a comprehensive shift review which 
will align resources with demand more effectively. 
 
In addition, and as a reflection of increased demand, the 2017/18 budget for the control room takes into account an increase of nine operator posts 
and a rolling recruitment programme in order that future vacancies can be filled swiftly.  
 
Longer term technical improvements to call handling continue to be implemented, with phase one of the new telephony project due to ‘go live’ in 
2017. The new system will provide additional options for prioritising calls which will enable the constabulary’s call takers to respond to the highest 
risk callers first.  

101 (non-urgent) call handling 
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PERFORMANCE REPORT: Workforce 

Indicator Officers PCSOs Staff Commentary 

Total posts (funded) 1,097 107 898 The current strength of Police Officers now stands at 3.5% below 
establishment.  
 
PCSOs strength stands at 11.2% below establishment at the 
conclusion of the quarter, which is an improvement of 3.7% on the 
previous quarter. 
  
The current police staff strength stands at 10.3% below 
establishment. Which is an improvement of 2% on last quarter. 

Total posts (actual) 1,059 95 806 

 
 
 
 
% working hours lost to 
sickness (force target 3.4%) 

 
 
 
 

4.43% 

 
 
 
 

* 

 
 
 
 

4.74% 

Sickness absence for Suffolk Police Officers in the fourth quarter o f 
2016/2017 decreased in comparison with the previous quarter from 
5% to 4.4%.  
 
In terms of the final year sickness position, the Constabulary  ended 
the year 0.9% over the target for sickness absence for Police Officers.  
 
Sickness absence for Suffolk Police Staff in quarter 4 2016/2017 has 
decreased in comparison with the previous quarter from 5.1% to 
4.7%.  
 
In terms of the year to date position, this shows that the constabulary 
is 1.1% over the target for sickness absence for Suffolk Police Staff. 

Number on recuperative 
duties 
(as at January 2017)* 

144 (officers and staff) A reduction from 151 in the previous quarter. 

Number on adjusted duties 
(as at January 2017)* 

46 (officers and staff) A reduction from 50 in the previous quarter. 

Quarter 4 2016/17 

January 2017 – March 2017 

*Additional measures of recuperative and adjusted duties (by percentage, and for PCSOs) will be available in future versions of this report 

Suffolk Constabulary’s workforce focus is to promote a diverse, multi-skilled organisation that will effectively 
tackle hidden harm and deliver an ethical, efficient and effective service with appropriate support. 
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