
The Safer Neighbourhood Panels (SNP) have been introduced by the Police and Crime 
Commissioner (PCC). It is a group that is open to residents and those closely associated with 
the community. The role of the panel is to hold the Local Police Commander to account. The 
panels can choose to monitor and scrutinise any aspect of local policing. 
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Scrutiny Report Summary 

Cannock Chase Safer Neighbourhood Panel 
SNP Topic: 
101 Call Handling Service – 'dip search' 
review 

 

Cannock SNP members involved: 
Lesley Harrison, Chair & Rugeley resident 
Bev Henderson, Rugeley resident 

Date: 
Wednesday 26 April 
2017, 6 -9 pm 

Reason for review: 

• A number of Staffordshire SNP panels had raised concerns re adequacy of responses to calls from the 
public to the 101 service,   

• Concerns had been triggered by general public perception of the quality of the service and members' own 
experiences.   

• A major restructuring of the service had taken place in recent years which had included redesigning training 
for call handlers and levels of support available to them.  Recruitment to the service had been a major 
aspect of the restructuring process. I 

• In recognition of concerns raised by SNP panels regarding quality of response and with a desire to test the 
efficacy of the 101 service, managers were keen to involve SNPs in a 'dip service review' of a sample of 
calls responded to in recent months. 

    

Documents & information reviewed: 
 

(Please see tabulated responses from the 'dip search reviews' undertaken by SNP panel members  - 
attached) 

• 3 review sessions for SNP members were held across the County during April 2017 – in Stoke, Burton and 
Stafford. 

• At each session a number of SNP members reviewed up to 8 calls received by the 101 service.   

• Focus was placed on the initial response to the call, the call handler's listening skills and engagement with 
the caller, their comprehension of and response to the nature of the call, explanations as to the service 
response as well as what the caller could expect as an outcome. 

• At the end of each sample call, members were involved in discussion regarding their perceptions of the call 
handlers responses – marking whether they members strongly agreed or strongly agreed with statements 
relating to that call.   

• Generally members were able to reach a conscientious  in their responses and in the main response to the 
exercise was positive, recognising the skills and expertise of the call handlers' responses. 

 

Background summary to review process: 
• Senior managers of the Contact Services Team had attended several SNP formal meetings, Cannock SNP 

included, to give presentations on the work of the 101 service.   

• Prior to the reviews actually taking place, throughout March 2017 awareness raising sessions were 
organised by 101 / 999 call handling managers specifically for SNP members.  This involved an examination 
of the diverse nature of calls to the service, response times and recent innovations – including recruitment – 



 

 

 

   

aimed at improving the response to the public.  A visit to the control room to illustrate the working conditions 
of the call handlers provided valuable insight to the process 

• Both the Chair and a resident member of Cannock SNP were prepared to participate in the awareness 
sessions and review process and opted to attend the scrutiny session held at Stafford Police Headquarters 
on Wednesday 26th April, 6 – 9pm.  Representatives from other Safer Neighbourhood Panels were also 
present. 

 
 

Findings of review: (Please see summary document attached) 

• Positives 

• Overall, panel members were impressed by the standard of response to calls and the service delivered by 
call handling staff 

• Of several outstanding calls on the selected random dip samples, members of the panel passed on their 
praise to individual staff for the work that they were undertaking 

• Main area for improvement 
• Explanations should be given by the call taker if there are silences, whilst tasks are completed on an 

incident 
• Ensure that caller understands what is going to happen next, realistic expectations for response to be given 

• Senior managers observed 

• That a focus on the quality of training for new recruits was improving overall response to calls received, with 
less emphasis on the process and more on engagement with the 'story' being delivered and person 
reporting. 

• That recruitment was an ongoing process and there was an imperative to have the right people in the right 
place at the right time within the service. 

 

 

Observations by Cannock SNP Chair and Resident member: 

• Unlike other local scrutinies which are SNP initiated and organised, the process of review was very much 
Contact Services led which could have detracted from its efficacy and independence.   

• However, as the review involved a number of SNPs at any given time, it was expedient there be central 
organisation and that preparations for the sessions be co-ordinated and of a consistent approach.   

• We found senior management of the service to be engaging, instructive and open to the process of review 
and supportive of the SNP input to this process 

• Although the calls scrutinised were randomly selected , in terms of protocol and process there was little or 
no input by SNP members in the selection of calls reviewed which could have raised issues regarding 
partiality.  This was somewhat ameliorated by observations expressed above. 

Lesley Harrison, Chair 
Bev Henderson, Member 

Cannock Safer Neighbourhood Panel 
July 2017  

 

 


