
96/09 - NORTH YORKSHIRE POLICE FORCE POLICING PLEDGE AND
HARROGATE DISTRICT PERFORMANCE REPORT - 3RD QUARTILE: The

Corporate Improvement Officer (Scrutiny) submitted a written report in relation to the 3rd

Quartile Performance from the Policing Pledge which was attached as Appendix A to
the report.  The Policing Pledge was a set of promises to the public which committed
North Yorkshire Police to providing information to the public about the Safer
Neighbourhood Policing Team, informed public about policing issues and enabled the
public to influence local policing priorities.  There were ten areas of service standards in
the Policing Pledge and these were detailed in section 3.2 of the report and the
Commission proceeded to consider these.

The Chair welcomed Superintendent Ken McIntosh to the meeting and invited him to
address the Commission.

Pledge One - Superintendent Ken McIntosh advised that since operation of the new call
contact centre there had been improvements in this area although the performance
indicator showed a decrease.  He added that they were looking into new ways of
managing the telephone systems and that police officers had also been reminded to
provide a good service when answering phone calls.

Councillor Pat Marsh stated that, in her experience, the contact centre was not efficient
in dealing with calls and that was the main reason for the decrease in the performance
indicator.  Councillor Reg Marsh commented that it would have been more useful to
look at more than one quarter of statistics and also asked whether the police reporting
year could be changed to a calendar year as opposed to a financial year.

Superintendent Ken McIntosh advised that they had more data and information
available and that this could be provided.  He also stated that performance was
measured in a financial year and that all police districts across the country operated in
this way which was set by the Home Office.  Performance information was, however,
available by quarters so this could be manipulated to show a calendar year if required.
It was agreed that the Corporate Improvement Officer (Scrutiny) would progress this
issue with the Police Authority.

In response to a question by Councillor Bob Nash on who carried out the User
Satisfaction Surveys, Superintendent Ken McIntosh advised that these were contracted
out and 100 people had been surveyed in the Harrogate District.  Councillor Beer
queried whether the survey could be incorporated with other surveys carried out by the
Council and its Partners such as the Safer Communities Forum etc.  Superintendent
Ken McIntosh commented that he was working with Rachel Bowles, Assistant Chief
Executive, HBC, to see how this could be improved.

Pledge 2 - Superintendent Ken McIntosh advised that they still had a lot of work do  on
this pledge but they had already revamped the Sergeant led newsletters, changed the
web site and made it more accessible, increased the use of Twitter, increased the
information provided at the mobile police office and agreed a monthly ‘know your cop’



feature in the group of Ackrills newspapers.  They were also looking at changing the
name of the Safer Neighbourhood Group to a Neighbourhood Group.

Councillor Jim Clark commented that he was disappointed that from the survey only a
third of people knew how to contact their Safer Community Team.  Councillor Nick
Brown referred to the language and terminology used in the survey and referred to the
Plain English initiative and felt that those who had been surveyed might not have
understood terms such as Safer Neighbourhood Teams and Safer Neighbourhood
Groups etc and that terminology used should to be kept simple to make it clearer for
residents to understand.  Councillor Beer was also concerned over the use of the
acronyms such as SNT rather than referring to the police and suggested that this should
be reviewed.  Councillor Reg Marsh commented that, in his experience, every year
police officer representatives on the Safer Neighbourhood Teams changed so there was
no consistency in place.  He also stated that the meetings were very much police led
and he would also like to see the involvement of the PCT, the education authority and
other bodies so that other areas could also be discussed.

Superintendent Ken McIntosh acknowledged the concerns and comments above and
agreed to follow up concerns about the use of plain English and if the Police had a
policy on this issue or Charter Mark.  In relation to the Safer Neighbourhood Teams, he
referred to police officer promotions that would mean representatives changing but
insisted that officers would represent the Teams for a minimum of a two year period.
He added that he was very passionate about the issues which mattered to local people
and one of the current challenges was getting different bodies/partnerships together and
to fully understand the roles and issues of the neighbourhood.

Bill Baugh acknowledged the comments raised and commented that contact with the
local police was a big issue and stated that he was disappointed with the current
performance as a lot of resources and effort had been directed towards this.  He added
that he would take on board the comments in relation to representation on the Safer
Neighbourhood Groups and concluded by stating that the ability to get contact with the
police officers was a key area for NYP and NYPA and they were addressing it.

It was agreed that the Corporate Improvement Officer (Scrutiny) would progress these
issues with the Police Authority.

Pledge 3 - Superintendent Ken McIntosh commented that there might be some
discrepancies on the figures detailed as the actual performance was much better than
suggested as staff turnover was extremely low and staff absenteeism was currently at
nil. The Commission requested information about how this was calculated and it was
agreed that the Corporate Improvement Officer (Scrutiny)  would progress this issue
with the Police Authority.

Pledge 4 - Superintendent Ken McIntosh advised this was very much a work in progress
pledge and there was a difficulty in capturing the information to measure performance.



Pledges 5 and 6 - Superintendent Ken McIntosh stated that he was disappointed with
the performance of these two indicators as they were classed as red as a lot of work
had been undertaken in these areas.  He advised that there was not a backlog of
calls/incidents waiting to be dealt with so there was a difference in what was actually
happening and what the data was showing and they were trying their best to improve
performance.  He welcomed the meeting as an opportunity for the Police to be held to
account at a local level.

Councillor Beer stated that the response time to answer non emergency calls was not
good although he accepted that NYP were working on this.  A discussion took place
regarding the call centre and the answering of emergency and non-emergency calls, the
appointment system used by NYP and the AA response and communication system
was mentioned as a benchmark.  Councillor Marsh also expressed concern over the
handling of 999 calls and the time taken to answer them based on recent experience.
Superintendent Ken McIntosh advised that NYP were working on changing the
availability of information and services to a more customer led ethos where services
were provided at the availability of customers rather than at the availability of police
officers.  Mr Baugh advised that they were currently investigating new technology which
would give the police force greater ability to monitor and indicate the position of police
officers across the District.
Superintendent Ken McIntosh Councillor responded to queries about the completion of
Harrogate’s new police station and the impact on Pledge 6 outturns. It was agreed that
further information would be provided.

It was agreed that the Corporate Improvement Officer (Scrutiny) would progress these
issues with the Police Authority.

Pledge 7 - In relation to the regular public meetings held, it was commented that the
police regularly changed the meeting dates after they had been agreed by all present at
the previous meeting.  Mr Baugh stated that the meeting dates should not be changed
by the police unless in exceptional circumstances and that they should be community-
led.  Superintendent Ken McIntosh agreed to look into the issue and liaise with the
Corporate Improvement Officer (Scrutiny).

Pledge 8 - Superintendent Ken McIntosh commented that performance in this indicator
was good and referred to the work with Ackrills to include monthly police officer
interviews in the Ackrill group of newspapers.

Pledge 9 - Superintendent Ken McIntosh stated that they were trialling a new booklet in
Hambleton and Richmondshire which was given to victims of crime and detailed all the
relevant information / advice they needed.  He acknowledged that one of the biggest
areas for improvement was keeping victims of crime updated with progress and noted
the concerns raised in this area and stated they were also looking at ways to change
the way in which they worked.  Mr Baugh advised that this was one of the areas that
received most comments from members of the public.  Councillor Reg Marsh expressed



concern about the delivery of Pledge 9 based on recent experience and the availability
of feedback and inclusion in the process. Further information was requested about the
police policy for Pledge 9 and how the police ensured that it was happening locally.

It was agreed that the Corporate Improvement Officer (Scrutiny) would progress this
issue with the Police Authority

Pledge 10 - Superintendent Ken McIntosh reported that performance on this indicator
was extremely good with the Harrogate police force having the least number of
complaints of all police districts in North Yorkshire.

The Chair commented that, for future consideration, it would be useful if the statistics
could be split between urban and rural wards in the District.  He also queried the serious
violent crime rate in the District which was higher than the target set.  It was also
requested that crime statistics for the last four quarters be circulated and that car crime
statistics be extracted to give a clearer picture. Superintendent Ken McIntosh advised
that, as the District was very safe and a low crime area to live in, just one incident over
the target set could lead to a large decrease in the performance in relation to the
serious violent crime rate in the District.

Superintendent Ken McIntosh agreed to liaise with the Police Authority and the
Corporate Improvement Officer (Scrutiny) agreed to provide the information discussed
at the meeting for circulation to Members.

(5.40 pm - 7.00 pm)


