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1. Emerging Challenges  
1.1 Chief Constableôs Foreword     

 
I'm pleased to report that we have had one of our two Accelerated Causes of 
Concern (ACoC), Responding to the public, discharged by our HMICFRS Inspector 
Wendy Williams. Ms Williams wrote to me, just before Christmas, confirming her 
decision based on our continuing improvement over several months and the 
findings of her inspectors during onsite óreality testingô in the autumn.  
We are seeing further improvements in call handling times following recent process 
changes we have made in our Force Contact Centre. While there is still much more 
to do before we can exit our óEngageô status, the decision by HMICFRS is an 
important step in our journey to  becoming, once again, an outstanding local police 
service. 

 
Iôm also pleased to say that all crime volumes have begun to stabilise after a number of months where 
we have seen increases, albeit the level is at a higher rate than the 2019/20 (pre -Covid) baseline. Phase 
1 of our Crime and Victims Bureau Project has now been implemented and the department has now 
taken full responsibility for applying the correct outcomes and closing all force crime, which will lead to 
more accurate crime recording and enable victims to receive support more quickly than was previously 
the case. As importantly, more victims are receiving the justice they deserve, as we have also seen, in 
our latest December figures, an increase in criminal justice outcomes for victims. The December rate of 
16.7 per cent is a 3.5 percentage point improvement over the last 12 months.  
 
Tragically, over Christmas, we saw further fatalities on Staffordshireôs roads. This brings the total number 
of fatal incidents on our roads in 2023 to 42 (leading to  44 deaths), an increase of 6 road deaths on 
2022, and a picture that is, tragically, reflective of increases in road deaths across other regional forces. 
Each one of these deaths is a tragedy, leaving behind grieving families and friends. There's no single 
reason, or location, behind the rise in deaths we have seen. But in response, we relaunched Operation 
Lightning, investing more staff into  a 24/7 roads policing unit to tackle those who put other road users 
at risk, and will continue to educate the wider  driving community about the importance of road safety.  
 
Looking ahead, from the 1 February we will be starting the phased implementation of Right Care, Right 
Person. Right Care, Right Person is an approach designed to ensure that when there are concerns for a 
personôs welfare linked to mental health, medical or social care issues, the right person with the right 
skills, training and experience will respond. In many cases, this may not be the police. Similar schemes 
have already been successfully adopted by forces in Humberside, Lincolnshire, Hampshire and London. 
 
We have been working closely with stakeholders since the summer, including local authorities, the NHS 
and ambulance service, to ensure that all organisations understand what Right Care, Right Person will 
mean and what they need to put in place. In the first instance, we will focus on óconcern for welfareô 
calls, where there is no immediate risk to life, and which are better served by our health and social care 
colleagues. I'm convinced that Right Care, Right Person will lead to a better service for our most 
vulnerable citizens, when a police response is not the most appropriate. And it will free up time for police 
officers to respond to those calls for which we are best placed to respond, including tackling crime. 
 
Finally, I want to welcome our new Deputy Chief Constable, Jon Roy, who has joined the force from 
Merseyside Police, where he was an assistant chief constable. Jon has taken over from Emma Barnett, 
KPM, and I want to thank her for her ser vice to Staffordshire Police and policing 
more widely, and wish her an enjoyable retirement after 30 yearsô service. 
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1.2 HMICFRS Police Effectiveness, Efficiency and Legitimacy (PEEL) 
Report 
 
Police, Fire and Crime Commissioner, Ben Adams, and Chief Constable Chris Noble recently attended the 
quarterly Police Performance Oversight Group as part of the Engaged monitoring, which reviews progress 
against the areas for improvement identified by His Majestyôs Inspectorate of Constabulary and Fire & 
Rescue Services (HMICFRS).  
The meeting, which is attended by colleagues from HMICFRS, the Home Office, the National Police Chiefsô 
Council (NPCC), the College of Policing and the Association of Police and Crime Commissioners (APCC), 
focuses on the steps the force is taking to improve our performance in the following areas for 
improvement.  
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Ongoing HMICFRS Activity  
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2. Key Headlines / Performance Summary  
Staffordshire Priorities including National Beating Crime Measures (NCPM) 
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3. A Local and Res ponsive Service  
3.1 Contact: Emergency and Non-Emergency 

 

Force Contact covers telephony, digital contact, switchboard, front counters, contact managers, as well 
as support in training and contact systems administration. They handle incoming calls, digital  contacts, 
crime and incidents reported via the forceôs website and an óonlineô chat service ólive chatô. The force 
manages its contact services via our Force Contact Centre (FCC).  
These contacts are classified as emergency, non-emergency, general enquiries and outgoing calls. 
Contact is also received from other partners and agencies such as ambulance fire and rescue services. 
 

What have we done since our last meeting ? 
 
Improving Performance   
Improved computer system to monitor dynamic demand and performan ce ensuring sustained 999 
performance by prioritising those most at risk. Resulting in a high percentage of 999 calls being answered 
within 10 seconds. A review of process for 101 contact handling has been conducted, highlighting the 
need to introduce a slow-time desk to reduce front -end demand and wrap-up times, to recirculate call 
takers quickly back to receiving calls. This should reduce waiting times and abandoned rates whilst 
improving the quality of THRIVE assessments. 
 
Quality  
Consistent Thrive assessments are monitored through a performance system broken down by teams and 
individuals. This is supported by a Quality and Assurance (Q&A) team monitoring live time quality. 
Feedback is provided direct to individuals. Control Room Managers (CRMs) are tasked with reviewing 
Anti-Social Behaviour (ASB) incidents to ensure the correct recording of incidents and identification of 
vulnerability.  
 
Recruitment  
Force Contact Centre (FCC) operators assessment centres are now being held on weekends to improve 
accessibility. Innovation in recruitment through agencies to explore opportunities to bring in staff to 
cover core times and to look to improve the 101 -abandonment rate and wait ing times. 
 
Structure  
Having successfully advertised and interviewed we have appointed a dedicated performance manager to 
review staffing profiles, response times, team balances and attendance to support continuous 
improvement. 
 

 
 

999 calls  
Volume  
 
¶ 999 call volume has increased by 7.0 per cent (15,674) in the last 12 months compared to the 

previous year, an average of 43 calls extra a day 
¶ May and June 2023 saw considerably higher volumes of 999 calls compared to other years with 

over 1,000 999 calls experienced on one day in June.   
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999 Calls  

 
Timeliness  
 
¶ Average time to answer 999 calls has reduced and stabilised in the last 13 months to between 

six and 13 seconds, with 6.0 seconds in December 2023.  
¶ In the previous year (summer 2022) , there was a significant increase in the average time to 

answer 999 calls. 
¶ Percentage of 999 calls answered in 10 seconds increased and has stabilised in the last 12 months 

between 83 per cent and 88 per cent, and in December 2023 achieved the SLA of 90 per cent 
with 90.3 per cent being answered within 10 seconds.   
 

Average time to Answer 999 Ca lls  

 
 
 

Average Time to Answer 99 9 Heatmap  ï Last 12 months  

 
 

 
 

 
 

Ambition: 

Ambition: 
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Percentage of 999 Calls Answer ed in 10 seconds  

 
 

 
Data is for the last 12-month period to the end of November 2023, and this meeting has the first 
comparison with previous periods due to the national 999 data commencing in November 2021.  
Nationally, the data for average time to answer and percentage of calls answered within 10 
seconds is based on data from BT.   
 
¶ For volume of 999 calls the last 12 months Staffordshire is 26 th  out of 42 forces. Compared to 
the previous 12 months Staffordshire was 25th, a decrease of one position.  
¶ In the last three months (September to November 2023) Staffordshire is 26 th  out of 42 forces 
 
¶ In the last 12 months, Staffordshire was 30 th  out of 42  forces for the average answer time in 
seconds for 999 calls. Compared to the previous 12 months Staffordshire was 35th, an 
improvement of five positions.  
¶ In the last three months (September to November 2023) Staffordshire to 35 th  out of 42 forces. 
  
¶ In the last 12 months, Staffordshire was 10 th  out of 42  forces for the percentage of 999 calls 
answered within 10 seconds. Compared to the previous 12 months Staffordshire was 15th, an 
improvement of five positions.  
¶ In the last three months (September to November 2023) Staffordshire to 14 th  out of 42  forces. 

 
 

 
 

101 Calls  and Digital Demand  
 

Volume  
 
¶ 101 call volumes (including triage) are increasing with 8.1 per cent (+ 23,539) more 101 calls in 

the last 12 months compared the previous year. The average equals 64 extra calls per day 
¶ Digital demand has decreased by -40 per cent (-33,867) in the last 12 months compared the 

previous year.  
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101 Calls (Triage and direct to 101)  

 
 
Timeliness  
 
¶ Improved average time to answer 101 calls has been under 10 minutes for  the majority of the 

last 12 months. Slight increases were seen in October 2023, when new staff were introduced in 
the Force Contact Centre, this has since reduced and December 2023 saw an average time to 
answer of 6.8 minutes.  

¶ This increase is linked to the utilisation of the  FCCôs resilience, which allows call takers to transfer 
between 101 and 999 calls in a surge capacity model, in order to deal with the increases in 999 
calls which carry a higher harm and risk to the public.  This is balanced on the increase in overall 
demand. 

 
 Average Time to Answer  101 (Triage and direct to 101)  

 
 

Average Time to Answer 101  Heatmap  ï Last 12 months  

 
 
 

 

Ambition: 

Ambition: 
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101 Triage  
 

The triage approach to calls for service is now in place and operating, where possible, between 8am and 

10pm, seven-days-a-week. This service supports the force to identify and prioriti se vulnerability quickly, 

ensuring immediate support when appropriate. It also allows for the force to direct members of the 

public's enquires more effectively, with 63.1 per cent fewer calls being transferred to 101 as they are 

being resolved at the initial point of contact.  The ambition of triage is to enable us to provide an enhanced 

service to people trying to contact the force and improve their experience.  

Since introduction of triage , 562,707 calls have been answered and assessed - which is 74 per cent of 
all 101 calls received. 58.5 per cent (329,303) of these have been resolved or finalised at triage.  
 

Routing of Triage Calls  ï Last 12 months  

 
 

Digital non -emergenc y demand  

  
 
Since February 2023, the public and businesses have not been able to report crime on Facebook or 
Twitter.  They are able to speak to a force control room operator 24/7 via  the óLive Chatô option on our 
website (www.staffordshire.police.uk). Crime can also be reported directly on our website.   
 

Digital Contact  Type s 

 

Feb 2023 - Change to Digital 
Contact options and 

introduction of Live Chat 
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Abandoned Calls  
 

999 Abandoned Calls  
 
Abandoned 999 calls cause increased demand on the Force Contact Centre. This is because all abandoned 
(or dropped) 999 calls have to be checked to confirm that they are not a genuine emergency and this 
takes considerable time and resources. 
¶ 0.8 per cent of 999 calls were abandoned in the last 12 months. This has decreased by 2.5 per 

cent compared to the previous 12 months  
¶ Summer 2022 saw increased numbers of abandoned 999 calls with seven per cent in July 2022 

and six per cent in August 2022 which coincided with increased volumes of calls and higher 
average answer times  

¶ The abandoned 999 rate has improved and stabilised in the last 13 months between 0.5 per cent 
and 1.3 per cent with 0.5 per cent abandoned in December2023.  

 
Abandoned 999 Call Rate  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Triage  Abandoned Calls  ï Never answered  
 

¶ Analysis indicated that some of the abandoned calls above had been answered by the triage 
team and then subsequently abandoned whilst awaiting the 101 call taker. The following data 
only shows abandoned calls to the triage team (which would not have previously been answered)   

¶ There is no comparison with the previous period due to triage co mmencing in April 2022.  

¶ A proportion of 23.3 per cent calls to triage were abandoned in the last 12 months , and of the 
abandoned triage calls, 26 per cent (18,319) are abandoned within 86 seconds. 
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¶ If calls are abandoned in the initial 86 seconds this woul d suggest the caller either chose the 
digital route through the alternative options messages or made an informed decision to call back 
later once their position in the queue was provided.  

 
Abandoned Triage  Call Rate  

 
 
Data  

 
 

 

3.2 Response: Grade 1 and Grade 2 
 
Response officers respond to incoming calls for service that are identified by the Force Contact Centre 
as an emergency (grade 1) or priority ( grade 2) and which require physical attendance. Some incidents 
are also dealt with at a time suitabl e to the victim by using appointments.  The Investigation Bureau also 
supports by dealing with calls for service that are suitable for telephone or remote support .  

A new graded response model was introduced in August 2023, the changes mean that incidents will be 
prioriti sed around three key factors: 
¶ THRIVE risk assessment (THRIVE touchpoint one) 
¶ Grading by THRIVE Consideration ï HIGH/ MEDIUM/LOW 
¶ Prioritising factors and Vulnerability Assessment Framework (VAF) 

 
The main changes to the policy were around grade 2 and the re-introduction of grade 3.  
¶ Grade 2 incidents will be for incidents assessed as high risk using the THRIVE assessment. 
¶ Grade 3 incidents will be for incidents assessed as medium/low risk from the THRIVE assessment, 

in the first instance a scheduled appointment should be offered to ensure officer attendance, if 
there are no appointments available at a time suitable to  the informant , this should remain as a 
grade 3 and a local officer will be assigned via dispatch. 

The changes help dispatchers to be able to prioritise demand based upon the above three keys risk factor 
as a result of the comprehensive THRIVE and VAF assessment completed on the initial call and any 
subsequent re-THRIVE should there be any changes in circumstances so the force understands the 
current risk. 
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In the last 12 months,  55 per cent of all incidents (132,253 incidents) were resourced (attended in 

person) which has increased by 4 per cent (+6,601 incidents) compared to the previous 12 months. 

Since the new operating model was intr oduced on 27 June 2022, the proportion of incidents resourced 

is between 52 per cent and 56 per cent, and was 57 per cent in December 2023.  

 
Incidents by Grade: 1, 2 and 3  

 

 
 

Resourced Incidents  

 
 

We have achieved a significant shift in the direction of performance since the implementation of the local 
policing operating model and continue to monitor and report our Grade 1 attendance times which have 
been stable.   
 

Average  Attendance Time Grade 1 

  
 
 

New Policing Model 27-Jun-22 
and removal of Grade 3 
incident type 

New Local Policing Model 
27th June 22 

New Graded Response Policy 
4-Aug-23 and reintroduction of  
Grade 3 incident type 

New Local Policing Model 
27th June 22 
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Grade 1 % attended within 15 mins  

 
 
Part of the overall national attendance time is based on the time taken for the Force Contact Centre to 
dispatch the incident to the officer. To demonstrate our current position clearly, we have split the average 
attendance time to show a contact centre and a response officer split. 

 

Grade 1 opened to dispatched -  Average Attendance Time  

 
 
This open to dispatch time, can be further split to understand the time taken for the call taker to answer 
the call and take the initial details (t ransfer sent), the time for t he dispatcher to pick up the call ( transfer 
accepted) and the time taken to locate and send an officer ( transfer dispatch).  
 
Time (secs) to answer and send call to dispatcher  and t ime from sent to dispatcher until resource 

allocated  

 
 
 

 

 

New Local Policing Model 
27th June 22 

New Local Policing Model 
27th June 22 
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Grade 1 dispatc hed to arrived  ï Average Attendance Time  

 
 

Average Attendance Time Grade 2 

 
 

Between August and December 2023, 44 per cent of Grade 2 incidents were attended within two hours 
of the call being received, with an average attendance time of two hours and 53 minutes. In December 
2023, 47 per cent of Grade 2 incidents were attended within two hours of the call being received, with 
an average attendance time of 2 hours and 19 minutes. It has only been possible to measure this since 
the new graded response policy was implemented on 4 August 2023, as prior to this Grade 2 incidents 
included scheduled appointments which impacted on the data.  
The changes to the graded response policy now see Grade 2 being utilised only for high-risk THRIVE 
incidents rather than any incident which required the attendance of an officer and do not include any 
scheduled appointments. This change allows the force to have a greater focus on threat harm and risk 
of these incidents. 
 
 

THRIVE  
 

THRIVE is the assessment tool that we use to assist us in assessing how best to respond to calls 
for service. It includes assessment of Threat, Harm, Risk, Investigative Opportunities, Vulnerability 
and Engagement. It provides and individual assessment of every contact to ensure the most 
suitable response is provided. It helps us deploy the right people with  the right skills at the right 
time.  
 

 
Since the introduction of the compulsory THRIVE process, and the introduction of a quality assurance 
manager in April 2022, the compliance rate has been 100 per cent. Initially , this was for incidents Grade 
2 and below, but since February 2023, THRIVE has been compulsory for all incidents (including grade 
1).  
 
The line chart on the following page demonstrates the proportion of THRIVE which include a risk level, 
as there are some incident types which have no priority included. The change to introduce THRIVE on 

New Local Policing Model 
27th June 22 
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all incidents has led to an increase in the volume of incidents, especially those with high THRIVE. 
Validation work has also been completed recently with the Audit and Assurance team, and an audit tool 
has been developed which replicates the audit process used by HMICFRS.  

 

Thrive grading  
            

 

 
 

 
 

 

 
 

 

3.3 Tackle Anti-Social Behaviour 
 

Anti-social behaviour (ASB) has shown a significant reduction from November 2022 onwards and is a 
more significant decrease than the expected seasonal variation. ASB has a seasonal pattern with volumes 
higher in the summer months compared to the winter . The overall volumes have been decreasing for 
the last three years.  
 
In June 2023, we were selected to take part in the delivery of the national ASB pilot programme. The 
programme tr ials concentrated police and partner intervention in high -volume ASB areas with the 
intended strategic impact of:  
Å More effective tackling of ASB 
Å Increased likelihood of public in hotspot areas reporting on ASB 
Å Reduction in proportion of people in hot spot areas concerned about ASB 
Å Reduction in proportion of people in hot spots reporting experiencing or witnessing ASB. 
 
Five areas were initially identified following detailed data analysis and in consultation with community 
safety partners. These are: Stafford town centre; Newcastle town centre; Burton urban ward; Hanley 
and Etruria; and Fenton West and Mount Pleasant. The pilot went live with phase 1 on 1 July 2023 with 
high-visibility foot patrols by police officers and PCSOs across the locations. So far, this has provided 
3,932 hours of patrols took place across these five areas. Cannock South & West, which covers the town 

Thrive compulsory for all 
incidents (includes Grade 1)  Thrive compulsory for incidents Grade 2 and below 
























































































