
 
 

 

SCRUTINY REVIEW REPORT (2018) 
 

Safer 
Neighbourhood 
Panel 

STAFFORD SAFER NEIGHBOURHOD PANEL 

Working Title: Scrutiny Review  of 101 Calls  

Reason for enquiry: 
 

To Assess the Quality of Service Given During 101 (non-emergency) Calls 

Background: 
 

SNP members attended a training session in March 2017 at Hanley Police Station 
which was facilitated by the Contact Services Manager. 

Review Details: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

T.H.R.I.V.E documentation was handed out (Threat, Harm, Risk, Investigation, 

Vulnerability and Expectation). This is the framework used by the Police which 

determines the response required. Obviously the Expectation of callers has to be 

managed by the Police in providing outcomes i.e. what will happen next. Thrive 

framework has been used since 2011 and ascertained on every call. 

We were told that: 

 New recruits are given 3 months training on 101 calls and 999 calls. 999 calls are 
answered within 10 seconds. With 101 calls there is a ring back system in place 
if the call cannot be answered. 

 After 6 months Operators are deemed competent 

 After 12 months they are a fully competent Operator 

 The calls cover huge subject matter 20% being crime, the rest being mental 
health, safeguarding and vulnerability. 

 We listened to 10, 101 calls that had been pre-selected by Contact Services, and 
were given questions to answer in relation to how the calls were handled. These 
were: 

 Was the correct greeting given? Was the caller listened to appropriately? 

 Was the caller positively acknowledged throughout the call? Did the 
handler show empathy, understanding and support throughout the call? 

 Was any silence explained to caller? Did the handler inform the caller 
what would happen next? 

 Did the handler make sure the caller understood the outcome and 
repeat/recap any information if needed 



 

 
 

Some of the calls we listened to were training calls i.e. there were not real calls? 

Overall great response by Staffordshire Police.  

These calls were not subject to Stafford as an area. On one or two of the calls 

repetition of the handler’s questions occurred and silences were not explained. Also 

one call involved the handler addressing the caller as “mate” members of the panels 

that attended perceived that response differently. 

Recommendations: 
 
 
 
 

1, Panel members should have selected these calls in order to properly scrutinise 

otherwise this is a pointless exercise and also drafted the questions to be answered. 

2, 999 calls to be listened to also. 

3, Training calls were not relevant for operational scrutiny. 

Contact Services 
Manager Report 
Feedback: 
 
 
 
 
 
 
 
 
 
 
 
 

I welcome the above comments by the panel members and that the overall level of 

service provided by Contact Services classed as ‘great response’. 

The scrutiny panel sessions were set up to incorporate all the Safer Neighbourhood 

Panels throughout the County. Prior to the scrutiny taking place, it was important to 

deliver training to the panel members so that they understood our philosophy around 

‘right first time’ and our THRIVE model as to how operators assess the risk.   Part of 

the training comprised of ‘good call / bad call’ these were training calls to 

demonstrate what we consider to be good practice and what presents poor practice.   

Once the training had taken place, the second session was to dip sample real calls.  

Due to our current technology this would have been a very long winded process to 

download the calls and would have meant a much reduced sample of calls during the 

session.  Calls were download in advance, so the Stafford Panel listened to calls based 

in Stafford, Cannock and South Staffs representing the areas of the panel members.  

A tutor was given the task of downloading the calls, under strict instruction not to 

listen to them in advance, this would have defeated the object around scrutiny – none 

of the calls were listened to by any member of contact prior to the scrutiny session.   

A questionnaire (survey monkey) was set up in advance to capture all the information 

from the three scrutiny panels, this was devised from previous mystery shopper 

surveys, the role that the scrutiny panels were asked to carry out by the PCC, to 

ensure continuity throughout the process. These results were then shared through 

the OPCC to all the panels that had taken part. 

From the outcome of the survey Contact Services recognises that there is more work 

to do around operator silences, and given an expectation of what will happen next, 



 

this will be captured through our quality assurance process and fed directly back to 

operators for improvement in this area. 

In terms of recommendations: 

1, New call recorder software Red Box is being introduced this will allow us to select 

calls at random for panel members to scrutinise at future sessions. 

2, 999 calls were included in the dip sample, but this can be expanded upon. 

3, There were no training calls in the dip sample – all were real calls for authenticity 

and transparency around the scrutiny. 

With future sessions given the understanding that panel members now have around 

Contact Services; we are open and transparent to panel members devising their own 

structure for the sessions and questions, should they need any help, we can facilitate 

using our communications department for an electronic survey to be completed on 

their behalf, with panel members having full access to complete whilst carrying out 

the scrutiny. 

Contact Services looks forward to working with the teams to enable further 

development of customer focused service for the communities of Staffordshire. 

OPCC Response: 
 

Recommendations have been noted for future development of scrutiny sessions in 
this area. 

 


