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SCOTTISH POLICING PERFORMANCE FRAMEWORK

The Scottish Policing Performance Framework (SPPF) was first launched across
Scotland in April 2007. The SPPF is the product of significant collaborative
working between Association of Chief Police Officers in Scotland (ACPOS), the
eight Scottish Police Forces, the Scottish Government, Her Majesty’s
Inspectorate of Constabulary for Scotland (HMICS), Audit Scotland, the Scottish
Police Authorities Conveners’ Forum and the Scottish Police Services Authority.

The key aims of the SPPF are:

to develop a single suite of performance measures which reflects the breadth
and variety of policing activity across Scotland;

to create a framework which supports managers throughout the police
service in understanding, reflecting on and improving performance so that
forces can provide more effective policing within Scottish communities;

= to provide a mechanism for improved accountability at local and national
levels through the publication of consistent and transparent performance
information, which will support the Scottish Government, Police Authorities
and the general public in their understanding of policing performance; and

= to provide a basis for robust performance management and, in turn,
performance improvement.

The SPPF continues to take account of the Scottish Government’s Purpose and
Strategic Objectives and the associated national indicators that relate to criminal
justice. The Accounts Commission’s former Statutory Performance Indicators
are also incorporated within the SPPF.



AREAS OF POLICING

The SPPF is divided into four areas, designed to capture the breadth of policing
activity. The four areas are:

This area of policing relates to the quality of service provided by forces in
dealing with the public. It covers all aspects of forces engagement with the
public including initial contact, responding to incidents and providing
feedback. It also relates to the public’s overall confidence in policing.

This area of policing relates to how forces respond to issues that impact on
local communities. It includes forces and their partners contribution to the
prevention, investigation and detection of crime. It also relates to
community engagement and the publics overall perception and experience of
crime and disorder in their local area.

This area of policing relates to how forces and their partners contribute to the
effective and efficient operation of the criminal justice system. It also relates
to how forces and partner agencies tackle the issues around national security
and serious organised crime.

This area of policing relates to how forces manage their resources and
finances. It also relates to their accountability to stakeholders and the public.

SINGLE OUTCOME AGREEMENTS & SPPF

The SPPF complements and supports the delivery of the Scottish Government’s
Strategic Objectives. It contains the associated national indicators that relate to
criminal justice and should be seen as a useful source of performance indicators
for inclusion in Single Outcome Agreements.



HIGH LEVEL OBJECTIVES

In each of the four areas of policing, High Level Objectives have been identified
which reflect the fundamental aims of that area.

The High Level Objectives are:

Improve public satisfaction with service delivery
Increase public confidence in policing

Support the delivery of safer communities
Preserve and restore public order
Investigate crime effectively

Contribute to the reduction of crime
Contribute to increased public reassurance

Contribute to an effective, efficient and accessible criminal justice system
Assist in safeguarding national security
Tackle serious organised crime

Manage resources effectively and efficiently
Operate in a manner that is ethical, accountable and transparent

The performance indicators contained within the four areas of policing are
divided into ‘Inputs’ (the resource committed), ‘Activities’ (the activity or process
used) and ‘Outcomes’ (what is achieved). Additionally, there are ‘Context
measures’, which are not measures of performance, but are designed to provide
contextual information on the demands on a police force and the environment
they operate within.

It is acknowledged within the police service in Scotland that effective policing is
based on sound partnerships. This is reflected in the High Level Objectives
within the SPPF. In order to encourage a partnership approach, there are also a
number of performance indicators within the SPPF which should be considered
partnership indicators. These indicators include the Scottish Government’s
national indicators and a number of other performance indicators, which will rely
upon the contribution of a range of partners for successful delivery.

The SPPF structure has also been designed to support the measurement and
reporting of local priorities and indicators, in accordance with the principles of
Best Value. By incorporating the SPPF in their performance reports, forces can
ensure greater consistency and transparency when reporting performance
information to Police Authorities and the public throughout Scotland.



DEFINITION OF 'DETECTED"

A crime or offence is regarded as ‘detected’ where there exists a sufficiency of
evidence under Scots law to justify consideration of criminal proceedings,
notwithstanding that a report is not submitted to the Procurator Fiscal because
either:

i) by standing agreement with the Procurator Fiscal or Children’s Reporter, the
police formally warn the accused; or

ii) reporting is inappropriate due to the non-age of the accused, death of the
accused or other similar circumstances.

‘Detected’ does not therefore necessarily mean that in every case someone was
physically arrested.

Standing agreements with the Procurator Fiscal will include fixed penalty notices
issued for antisocial behaviour and certain road traffic offences as these are still
detected offences where an alternative method of disposal has been used.

SCOTTISH CRIME RECORDING STANDARD

The Scottish Crime Recording Standard (SCRS) was introduced throughout all the
eight forces across Scotland on 1 April 2004, the main aim of which was to
provide an ethical, victim orientated approach that serves the needs of
communities and ensures uniformity in crime recording standards throughout
Scotland.

The principles of the SCRS are that if there is supporting evidence that on the
"balance of probability" a crime has occurred, then it will be recorded as such.

In practice, if a victim perceives that a crime has been committed it will be
recorded unless there is evidence to the contrary. A Crime Report will be
recorded in all instances where the circumstances reported amount to a crime as
defined by Scots Law or an offence under statute and there is no credible
evidence to the contrary. If a recorded crime is later found to involve no
criminality it is the duty of the Force Crime Registrar to mark it accordingly as ‘no
crime’.

It should be noted that the SCRS is an organic document and may, from time to
time, be subject to amendment. Any material amendments to the SCRS should
be reported alongside data or information relating to recorded crime.

Also, depending on existing procedures within forces, any material amendments
to the SCRS may have differing impacts on the level of crimes and offences
recorded by individual forces.



POPULATION ESTIMATES

The size of the population is estimated on an annual basis, using 30th June
(midyear) as a reference point. The latest annual mid-year population estimates
for Scotland can be obtained from the General Register Office for Scotland
(GROS) website:

Mid 2009 population estimates

The population figure used for the year should be that used on 1 April of that
year. Due to the time-lag in publication of mid-year population estimates, it will
be necessary at times to use “old” population data. It is, however, preferable to
use the most relevant population data to the reporting period under
consideration. This may require forces to refresh data against more relevant
mid-year population data as it becomes available.

CHANGES FROM 2009/10 ITERATION OF SPPF

This is the fourth iteration of the SPPF. The following format changes have been
made to this version:

= The ‘Service complaints’ indicator title has been changed to ‘Quality of service
complaints’ to take it in line with the terminology used by the ACPOS
Professional Standards Business Area and Police Complaints Commissioner
for Scotland. The definition and calculation of the indicator remains the
same.

=  The ‘Time taken to respond to emergency calls’ indicator title has been
changed to ‘Time taken to respond to emergency incidents’ to emphasise that
the timeframe captured through this indicator commences when an incident
is recorded on a force Command and Control systems and not when a call is
received to report an incident.

The ‘Experience of antisocial behaviour’ indicator has been removed from the
SPPF due to issues experienced when trying to interpret the data and publish
it in a form that makes it meaningful to users. As this indicator is taken from
the Scottish Household Survey, some force areas also require two years
worth of data in order to make the sample size sufficient for reporting
purposes. This makes it impossible to report this indicator on an annual
basis.

= The ‘Value of criminal assets confiscated as a result of SCDEA activity’ has
been removed from the SPPF as the data for this indicator is not currently
available. Further details relating to this can be found in the HMICS Joint
Thematic Report on The Proceeds of Crime Act 2002 which can be found at
Joint Thematic Report on The Proceeds of Crime Act 2002 . The ‘Value of net
criminal assets identified for restraint through criminal proceedings by the
SCDEA’ replaces this indicator whilst work will continue to develop a
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performance indicator to reflect the performance of all eight forces and the
SCDEA in relation to the confiscation of criminal assets.

The following changes have been made to the calculation of indicators:

Complaints about Police Officers and Police Staff — Calculation of indicator
changed to improve consistency between SPPF indicator and what is
contained within the Police Complaints Commissioner for Scotland (PCCS)
Annual Statistical Report. Consultation and agreement reached with ACPOS
Professional Standards Business Area regarding refreshing 2008/09 data to
meet new calculation requirements for comparison purposes.

Level of service user satisfaction — The two aspects of question 4 (satisfaction
with initial contact and officers who attended) have been split into two
questions to reflect how this is contained within force surveys and resulting
reports. The number of surveys issued and the return rate have also been
added to the indicator.

= Level of detected youth crime — Clarification provided regarding the use of
the ‘detected’ date and not the ‘occurred date’ for the calculation of part 1 of
the indicator.

Number of persons killed or injured in road accidents — Million vehicle
kilometres updated to reflect most recent publication. Note added regarding
the Scottish Government’s road casualty reduction targets.

= Staffing profile by declared disability, ethnicity and gender — Calculation
changed to reflect the information captured by forces through equality and
diversity monitoring arrangements.

« Expenditure on salaries, operating costs and capital — The pensions aspect of
the indicator has been removed as from 1 April 2010 the Scottish
Government will meet the exact costs of pensions through Police direct grant
to Police Authorities.



TECHNICAL NOTe DESCRIPTION

Each performance indicator is accompanied by a technical note. The
technical note explains how the indicator is defined, states how and by
whom it is measured and notes factors, both internal and external, that
could influence the indicator and subsequent outputs.

TITLE A clear and unambiguous title of what the indicator is
intended to measure.

AREA OF The Area of Policing the indicator is aligned to, taking

POLICING cognisance of its relevance to the High Level Objectives
of that area.

STATUS An indication of whether the performance
indicator/contextual measure is an existing one, new for
2008/09 or revised for 2008/09. Any changes to the
definition, calculation etc. of the indicator will also be
recorded here.

PURPOSE A clear indication of the contribution the measure makes
to the High Level Objectives.

DEFINITION A concise specification of the relevant measure.

CALCULATION | A clear and unambiguous statement of exactly how the

OF INDICATOR

indicator is calculated.

DATA SOURCE

Specific details of where the data for the relevant
measure of the indicator is derived and who is
responsible for collecting the data.

FREQUENCY The frequency and to whom the indicator will be

OF reported.

REPORTING

KNOWN Any factors affecting the calculation or use of the
QUAUTY indicator.

ISSUES

OTHER Any other factors that are relevant to the indicator and
FACTORS

may include the main drivers for change in the indicator
and other factors that need to be taken into account
when putting the indicator into context.




Service Response — Outcomes.

Introduced in 2008/09.

April 2010 — Calculation of indicator changed to improve
consistency between SPPF indicator and what is contained
within the Police Complaints Commissioner for Scotland
(PCCS) Annual Statistical Report. Consultation and
agreement reached with ACPOS Professional Standards
Business Area regarding refreshing 2009/10 data to meet
new calculation requirements for comparison purposes.

To provide a measure of the level of dissatisfaction that
users experience in relation to their contact with Police
Officers and Police Staff. In addition, to demonstrate any
action taken in dealing with closed allegations.

The Police, Public Order and Criminal Justice (Scotland) Act
2006 defines a complaint as “...a written statement
expressing dissatisfaction about an act or omission.... by a
person who, at the time of the act or omission, was a person
serving with the Police.”

Most complaints about the Police are made at a Police
station, in writing or by e-mail to the Police service
concerned. A Police Officer unconnected with the matter will
contact the person making the complaint, and the outcome
of that discussion will inform a report that will then be
considered by a senior officer.

A complaint case is a single investigation undertaken by an
investigating/enquiry officer into one incident or a group of
incidents following a complaint by one or more persons.
Where a person complained that he was assaulted by an
officer during arrest and that he was later threatened at the
Police station, this would be recorded and investigated as
one complaint case comprising two complaint allegations.
Had a second person complained about the assault, this
would still be investigated as one case but there would then
be two complainers.

This indicator will consider the total number of complaints
cases received by a force. A single complaint case can
contain one or more on duty, off duty and/or quality of
service allegations.

As detailed above, each complaint case can contain a
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number of allegations. For the purpose of this indicator, we
will refer to ‘closed allegations’.

The number of closed allegations refers to the total number
of allegations contained within a complaint once investigation
into it has been completed.

It is recognised that a single complaint may typically contain
a number of allegations, which may be a combination of
criminal conduct and professional misconduct (non-criminal
conduct).

It should be noted that although the title of this indicator
only refers to Police Officers and Police Staff, the calculation
will include Police Officers, Police Staff, Special Constables
and Cadets (where appropriate).

COMPLAINT CASES
This part of the indicator will measure the:

1. Total number of complaint cases
2. Total number of complaint cases per 10,000 members of
the resident population

Parts 1 and 2 of the indicator should include complaints
cases involving on duty, off duty and quality of service
allegations about Police Officers, Police Staff, Special
Constables and Cadets as a combined figure.

Part 3 of the indicator is detailed in the population estimates
section of this guidance document (page 7).

CLOSED ALLEGATIONS
This part of the indicator will measure the:

3. Number of ‘on duty’ closed allegations

4. Number of ‘off duty’ closed allegations

5. Total number and proportion of closed allegations (on
duty and off duty combined) where action has been taken

Part 6 of the indicator reports on any action taken in dealing
with the closed allegations and includes:

= action by Crown Office Procurator Fiscal Service such as
criminal proceedings, warning letter, fixed penalty etc;

= action in terms of the Police conduct regulations/staff
discipline procedures; or

= action outwith Police conduct regulations/disciplinary
procedures. e.g. diversion to training or redeployment
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etc.

It should be noted that part 6 of this indicator measures the
number of allegations where action is taken and not the
number of actions taken per allegation. Therefore, if a
number of actions were taken in relation to a single
allegation, then this would only be regarded as one allegation
where action is taken.

Allegations recorded by a force in one year may not have
action taken until the next year. It is anticipated that this
will only affect a small number of allegations and as such will
not significantly distort the figures.

Individual force complaints recording systems and General
Register Office for Scotland (GROS) website.

Cumulative quarterly for the reporting periods ending June,
September, December and March via the ACPOS Police
Service in Scotland Performance Report.

Annually through the Scottish Policing Performance
Framework Annual Report.

None.

Part 6 of the indicator reports on any action taken in dealing
with the allegations. It should be noted that a number of
‘actions’ can be taken in response to a ‘substantiated’
allegation. Conversely, action may be taken, i.e. diversion to
training, where an allegation is not considered to have been
‘substantiated’.

Further, more detailed, statistics in relation to Police
complaints can be obtained from the Police Complaints
Commissioner for Scotland (PCCS) and their website at:
http://www.pcc-scotland.org/



http://www.pcc-scotland.org/

Service Response — Outcomes.

Introduced in 2008/09.

April 2010 — Indicator title changed from ‘Service Complaints’ to
take it in line with the terminology used by the ACPOS
Professional Standards Business Area and Police Complaints
Commissioner for Scotland.

To provide a measure of the level of dissatisfaction with the
service provided by the force.

Quality of service (QoS) complaints are those expressing
concern about the service/policies of the force rather than
about the conduct of individual (or groups of) staff. Due to
the nature of such complaints, it is not possible to record
them as having been substantiated or otherwise.

It should be noted that although this indicator is entitled,
‘Quality of service complaints’, the actual calculation
considers the number of QoS allegations contained within
complaints cases (see Complaints about police officers and
police staff).

A single complaint case can contain one or more on duty, off
duty and/or quality of service allegations.

As detailed above, each complaint case can contain a
number of allegations. For the purpose of this indicator, we
will refer to ‘closed allegations’.

The number of closed allegations refers to the total number
of allegations contained within a complaint once investigation
into it has been completed.

It is recognised that a single complaint may typically contain
a number of allegations, which may be a combination of
criminal conduct and professional misconduct (non-criminal
conduct).

QUALITY OF SERVICE CLOSED ALLEGATIONS

1. Number of quality of service closed allegations

2. Number of quality of service closed allegations per 10,000
members of the resident population

Members of the public expressing dissatisfaction with the
force as a result of a survey conducted by the force should

IS




not be included in the calculation unless the person
concerned has made an actual formal complaint to the force.

Part 2 of the indicator is detailed in the population estimates
section of this guidance document (page 9).

Individual force complaints recording systems and General
Register Office for Scotland (GROS) website.

Cumulative quarterly for the reporting periods ending June,
September, December and March via the ACPOS Police
Service in Scotland Performance Report.

Annually through the Scottish Policing Performance
Framework Annual Report.

Given this is only the second year that this type of
information has been gathered, it is expected that the level
of service complaints it may not reflect actual levels of
dissatisfaction with the service provided. As the process
within forces develops, this measure will become a more
accurate indication of the level of service complaints received
by a force.

Further, more detailed, statistics in relation to Police
complaints can be obtained from the Police Complaints
Commissioner for Scotland (PCCS) and their website at:
http://www.pcc-scotland.org/
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Service Response — Outcomes.

Revised for 2008/09 — Additional questions and revised
methodology.

April 2010 — The two aspects of question 4 (satisfaction with
initial contact and officers who attended) have been split into
two questions to reflect how this is contained within force
surveys and resulting reports.

The number of surveys issued and the return rate have also
been added to the indicator.

To provide a general measure of the level of satisfaction that
the public experience in relation to their contact with the
Police and the subsequent service provided by the Force.

The public’s level of satisfaction in relation to:

= their initial contact with the police;

= the action taken by police to resolve the enquiry;

= being kept adequately informed about the progress made
regarding the enquiry;

= their treatment by staff — at initial contact and by the
officers who attended; and

= the overall way the Police dealt with the incident.

Recognition is given to the need for qualitative comments to

be collected to support the statistical figures however these
are for local use and exception reporting only.

Stratified random sample of geographical area to be used
when undertaking the survey to ensure a realistic and
reliable picture of the quality of the police service in Scotland
is obtained.

Forces should use a probability sampling method based on
the random selection of the sample. This can be easily
achieved using a sampling frame and random number
generator (e.g. http://www.randomizer.org/ )

Sampling should be in accordance with accepted sampling
sizes representative at the force level every 12 months, at
50:50 variability with 95% confidence of +/- 4% (for
guidance - http://www.surveysystem.com/sscalc.htm )

The confidence interval is the plus or minus figure usually

17
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reported in newspaper or television opinion poll results. If
you use a confidence interval of 4% and 47% of your sample
picks an answer you can be “sure” that if you had asked the
question of the entire population between 43% (47% - 4%)
and 51% (47% + 4% points) would have picked that
answer.

The confidence level tells you how sure you can be. Itis
expressed as a percentage and represents how often the true
percentage of the population who could pick an answer lies
within the confidence interval. The 95% confidence level
means you can be 95% certain.

The reason for contact should be classified as that perceived
by the person reporting. It may be that someone contacts
the force believing that a crime has been committed when,
following investigation, it is found that this is not the case.

The first part of this indicator will include:

1. the number of surveys issued; and
2. the percentage return rate.

The following questions should be included (there would not
be a column for 'No Response’ on the survey but forces
should include these in their overall return):

1. What was your level of satisfaction with the initial police
contact?

= Very Satisfied

= Fairly Satisfied

= Neither Satisfied nor Dissatisfied

= Fairly Dissatisfied

= Very Dissatisfied

=  No Response

2. What was your level of satisfaction with the actions taken
by the police to resolve your enquiry?

=  Very Satisfied

= Fairly Satisfied

= Neither Satisfied nor Dissatisfied

= Fairly Dissatisfied

= Very Dissatisfied

= No Response

3. Were you kept adequately informed about the progress
made with your incident?

= Yes

= No

=  No Response

= Not Applicable
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4. What was your overall level of satisfaction with the way
you were treated by Police Officers and staff who dealt with
you at initial contact?

= Very Satisfied

= Fairly Satisfied

= Neither Satisfied nor Dissatisfied

= Fairly Dissatisfied

« Very Dissatisfied

=  No Response

5. What was your overall level of satisfaction with the way
you were treated by Police Officers who attended?

= Very Satisfied

= Fairly Satisfied

= Neither Satisfied nor Dissatisfied

= Fairly Dissatisfied

= Very Dissatisfied

= No Response

= Not Applicable

6. What was your level of satisfaction with the overall way
the police dealt with the matter?

= Very Satisfied

= Fairly Satisfied

= Neither Satisfied nor Dissatisfied

= Fairly Dissatisfied

= Very Dissatisfied

=  No Response

Results should be collated numerically and also presented as
a percentage of all valid responses received.

For example If out of 800 surveys, 431 (53.9%) were
returned and the results for ‘initial satisfaction' were:

Very Satisfied 257
Fairly Satisfied 117
Neither Satisfied nor Dissatisfied 31
Fairly Dissatisfied 13
Very Dissatisfied 8
No Response 5

We would base our percentages on the total of valid
responses (for that question) as 431 minus the 5 no
responses, which equals 426. Our percentages for 'very
satisfied' would therefore be 257/426 as a % = 60.3%.

Force survey methodologies and analysis through specific
applications such as SPSS / Excel.
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Annually through the Scottish Policing Performance
Framework Annual Report.

There is no standard user satisfaction survey currently used
by all forces due to different Force requirements and level of
resources. There is a level of standardisation in data
collection through agreed sampling methodologies and order
of presentation of core questions.

Direction from ACPOS indicates that those surveyed should
be those who have been in contact with the police in respect
of reporting a crime; a disturbance/nuisance; a road
accident; a missing person or other (excluding those whose
reason for contact was to report a sudden death, a fatal road
accident or a serious sexual assault).

Timeframe — Members of the public who have been in touch
with the force within three months immediately preceding
the gquestionnaire date.

Using a random sampling methodology the sample drawn
should accurately reflect the nature of contacts received by
Forces particularly with disturbance/nuisance becoming a
greater concern.

20




Service Response — Outcomes.

Introduced in 2008/09.

To provide a measure of the level of public confidence in a
police force.

The public’s level of confidence in relation to various key
activities carried out by police forces.

From the Scottish Crime and Justice Survey question:

How confident are you in your local police force’s ability to:

= prevent crime;

= respond quickly to appropriate calls and information from
the public;

= deal with incidents as they occur;

= investigate incidents after they occur;

= solve crime; or

= catch criminals.

Responses are recorded as:
= very confident;

= fairly confident;

= not very confident;

= not at all confident;

= don’t know; or

= refused to answer.

Results should be collated numerically and also presented as
a percentage of all valid responses received. The results for
each of the categories should be presented as a percentage

of all valid responses received.

The Scottish Crime & Justice Survey (SCJS) is a survey of
households in Scotland, conducted in home using face-to-
face computer aided interviewing, with an annual achieved
sample size of 16,000 interviews. Fieldwork will be
continuous, with analysis of victimisation by financial year.

The survey will cover experiences of crime and victimisation,
public contact with the police and parts the criminal justice
system, as well as public perceptions and attitudes relating
to justice in general. The survey is designed to provide a
representative sample and analysis at Police Force Area
level, and be possible to analyse at Local Authority level for
some analysis.
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Scottish Government Scottish Crime and Justice Survey.

Annually through the Scottish Policing Performance Framework
Annual Report.

This data is only available on an annual basis approximately
4 to 5 months after the end of the financial year. The
information cannot be broken down to a level lower than
local authority area.

This measure can be influenced by factors other than police
activity, e.g. the media.
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Service Response — Activities.

Existing performance indicator.

To provide a measure of the quality of service in relation to
the speed of which 999 calls are answered. Data will also
contribute to the evaluation of the demand placed upon the
service.

This indicator measures the:

«  number of 999 calls in the sample; and
» proportion of 999 calls answered within 10 seconds.

The time to answer the call is the period from the call being
received (first ring) at the Call Handling Centre/Control Room
until a police employee answers it.

A call is considered as ‘answered within 10 seconds’ when it
is responded to by the call handler within 10 seconds (equal
to or less than 10.00 seconds) of being presented to that call
handler.

All forces have electronic recording equipment in use in their
main Contact Centre/Control Room. The ‘sample size’ should
include all 999 calls recorded by electronic equipment.

Data will be extracted from Call Management systems of
individual police forces.

Cumulative quarterly for the reporting periods ending June,
September, December and March via the ACPOS Police
Service in Scotland Performance Report.

Annually through the Scottish Policing Performance
Framework Annual Report.

None.

None.
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Service Response — Activities.

Introduced in 2008/09.

April 2010 — Indicator title changed from ‘Time taken to
respond to emergency calls’ to emphasise that the timeframe
captured through this indicator commences when an incident
is recorded on a force Command and Control systems and
not when a call is received to report an incident.

To provide a measure of quality of service in relation to the
speed of which emergency calls are responded to.

The number of emergency incidents recorded by the Police,
the proportion of those incidents responded to within the
force target response time and the overall average response
time.

The target response times are as follows:

TARGET RESPONSE TIME*
FORCE URBAN RURAL
Central Scotland 10 20
Dumfries & Galloway 10 20
Fife 10 20
Grampian 10 25
Lothian & Borders 10 20
Northern N/A N/A
Strathclyde N/A N/A

*All target response times are in minutes.

The time taken to respond to the incident is the period from
the incident being logged on the command and control
system until the attendance of an officer at the incident
location.

The calculation of the indicator will be as follows:

1. The total number of emergency response incidents and
the number and percentage responded to within the
overall force target response time; and

2. the overall average force response time for emergency
response incidents.

It is acknowledged that Strathclyde Police only gather overall
average response times for emergency calls and do not set a
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target response time in relation to this. They will therefore
only report on the overall average force response time.
Northern Constabulary do not currently gather information
relative either part of this indicator.

Data will be extracted from force call management systems
and the command and control systems.

Cumulative quarterly for the reporting periods ending June,
September, December and March via the ACPOS Police
Service in Scotland Performance Report.

Annually through the Scottish Policing Performance
Framework Annual Report.

A call grading standard has been developed by ACPOS. This
standard defines the types of incidents that should be
recorded under a particular call grading. The standard will be
implemented in line with the roll out of STORM MA, the
command and control system to be used by all Police Forces
in Scotland. The roll out is expected to conclude during 2013
and will significantly improve the consistency of calculation of
this indicator.

The proportion of emergency incidents where no attendance
time has been recorded is an issue for each force in terms of
data quality and although not reported on within this
indicator, should be minimised.

Factors such as officer and public safety should be
considered by individual forces when considering their target
response times and approach to improving performance in
this area and that of road casualty reduction.

None.
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Service Response — Activities.

New for 2009/10. Updated in October 2009 with note being
added to item 4 of the calculation of indicator section.

To provide a measure of the quality of service in relation to
the speed of which non emergency telephone calls are
answered. The data will also inform in terms of the demand
being placed on the service.

This indicator measures the:

1. number of non-emergency telephone calls;
. humber of non-emergency telephone calls answered;
3. proportion of non-emergency telephone calls
abandoned/lost; and the;
4. proportion of non-emergency telephone calls answered
within 40 seconds.

The definition of non-emergency calls received in the Call
Handling Centre/Control Room will include all non emergency
calls from the public (e.g. reporting crimes, asking to speak
to a specific officer etc).

NUMBER OF NON-EMERGENCY TELEPHONE CALLS

This will capture all telephone calls received at the Call
Handling Centre/Control Room to a ‘one stop shop’ and/or
switchboard. A ‘one stop shop’ is defined as calls answered
by a call handler who attempts to resolve the call without
transferring the caller. A switchboard is defined as calls
answered by a call handler who will transfer the call to the
relevant destination.

NUMBER OF NON-EMERGENCY TELEPHONE CALLS
ANSWERED

A call is defined as answered when it is responded to by the
call handler irrespective of the time taken to answer.

PROPORTION OF NON-EMERGENCY TELEPHONE CALLS
ABANDONED/LOST

A call is defined as lost/abandoned when the call is unable to
be answered by a call handler or the caller hangs up prior to
the call handler answering the call (irrespective of time).
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The calculation for this aspect of the indicator will be:

number of non-emergency calls abandoned/lost x 100
number of non emergency calls 1

PROPORTION OF NON-EMERGENCY TELEPHONE CALLS
ANSWERED WITHIN 40 SECONDS

A call is considered as ‘answered within 40 seconds’ when it
is responded to by the call handler within 40 seconds (equal
to or less than 40.00 seconds) of being presented to that call
handler.

If the force uses an Interactive Voice Response (IVR)
system, the call is presented to answer once the IVR has
finished. If the force does not use an IVR system, the call is
presented to answer on the first ring.

The calculation for this aspect of the indicator will be:

no of non-emergency calls answered within 40 secs x 100
no of non-emergency calls presented for answer 1

Note: The ‘no. of non-emergency calls presented for answer’
aspect of the above calculation includes all calls presented
whether or not they are answered, abandoned or lost.

Individual force call management systems.

Cumulative quarterly for the reporting periods ending June,
September, December and March via the ACPOS Police
Service in Scotland Performance Report.

Annually through the Scottish Policing Performance
Framework Annual Report.

Due to system limitations, some forces are unable to
distinguish between calls generated internally and calls
generated externally. Therefore, the number of non-
emergency calls received will represent more than just those
received from the pubilic.

Aspirationally the indicator will be developed to include a
qualitative measure of performance in addition to the current
guantitative measure. Consideration will also be given to
developing a measure relating to non-emergency response
management once command and control systems have fully
converged.
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Public Reassurance & Community Safety — Outcomes.

Revised for 2009/10 — ‘Number of recorded crimes and
offences’ and ‘Detection rate for recorded crimes and
offences’ performance indicators amalgamated.

To establish the volume of crimes and offences recorded by
the Scottish Police Service in each crime and offence group

and to establish the proportion of these crimes and offences
that are detected.

To demonstrate and monitor changes in the number and rate
of crimes and offences recorded and the detection rate for
each.

To assist with public reassurance and management of
expectations and to provide a context in which wider police
and policing issues can be considered. When considered with
other relevant data, to provide evidence of the effectiveness
of the police service in detecting crime.

This indicator measures the:

=  number of recorded crimes & offences;

=  number of recorded crimes & offences per 10,000
members of the resident population; and the

= detection rate for recorded crimes & offences

all by individual group classification.
The crime and offence group classifications are as follows:
GROUP 1 — CRIMES OF VIOLENCE

Some of the crimes contained within this group are: murder,
attempted murder, serious assault, robbery and assault with
intent to rob, threats and extortion and cruelty to children.

Violent crime occurs throughout society in both public and
private locations. Research and experience shows that alcohol
and/or drugs are often contributory factors to violent
behaviour. The police can influence behaviour to a limited
extent by various means, including:

= Increased patrols in identified problem areas;
= ensuring compliance with licensing legislation;
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= initiatives targeting specific individuals or groups; and
= initiatives targeting the carrying of knives and other
offensive weapons.

GROUP 2 — CRIMES OF INDECENCY

Some of the crimes contained within this group are: rape,
indecent assault and lewd and libidinous practices.

Crimes of indecency remain relatively low in number
compared to some other categories, however, the affect on
victims of crimes in this category is often very serious.

Many crime types in this category tend to have been
committed prior to this reporting period, and there are often
fluctuations in the figures as investigations uncover evidence
to allow multiple crime reports to be submitted. As described
above, crimes committed many years ago are recorded at
the time they are reported. If they are reported more than
two years from the date commit